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FOREWORD

NewSouthWales

IampleasedtoprovidethisforewordtothefirstannualreportoftheConsumer,
TraderandTenancyTribunal.

Following the passing of the in
November2001thenewTribunalcommencedoperationon25February,2002
andundertooktherolesoftheformerResidentialTribunalandtheformerFair
TradingTribunal.

The Tribunal wassetupasaspecialistdisputeresolutionforumforconsumer,
traderandtenancymatters,withamissiontoprovideamoreaccessible,efficient
andeffectiveservicetothepeopleofNewSouthWales.

In its first five months, the Tribunal significantly increased hearing days,
reducedthedisputeresolutiontimeandfinalisedmanypastTribunalmatters.It
has successfully expandeditsservicesand locations and recorded a dramatic
improvementincustomersatisfaction.

The new Tribunal is committed to providing a strong rural and regional
presence. The Tribunal's Registries are located ineightregionalareasoffering
venuesforconciliationandhearingprocessesinaninformalenvironment.

AnextensiveprocessofrecruitmentofMembersoftheTribunalwascarriedout
with126Memberappointmentsbeingmadeinthisperiod. Membersarebased
in the Sydney, Newcastle, Gosford, Wollongong, Riverina, Queanbeyan,
CentralWestandNorthCoastregions.

TheTribunalhasintroducednewtechnologytoassistinthedailyoperationsof
the Registry, including

electroniclodgementofapplications.

TheChairpersonoftheformerResidential Tribunal,MsSallyChopping,was
appointed as Chairperson of theConsumer,TraderandTenancy Tribunal to
overseetheamalgamationandcommencementofoperations. Iwouldliketo
acknowledgeMsChopping'ssignificantachievementswhilstinthisposition.

I commend the efforts of the Tribunal in improving service delivery and
maintaining appropriate customer service and look forward to further
significant changes that will deliver a high standard service to the people of
NewSouthWales.

Consumer, Trader and Tenancy Tribunal Act

MinisterforFairTrading

a newCaseManagementSystem. Plans have alsobeen
developedforthe

JohnAquilinaMP



MinisterforFairTrading

DearMrAquilina

IampleasedtopresentthefirstAnnualReportfortheConsumer,Traderand
TenancyTribunalforthe2001-2002financialyear.

TheReporthasbeenpreparedforpresentationtotheParliamentofNewSouth
Walesinaccordancewiththerequirementofthe

.

TheReportalsofulfilsthestatutoryrequirementsoftheChairpersonunderthe
.

AnnualReports(StatutoryBodies)
Act1984

Consumer,TraderandTenancyTribunalAct2001

Chairperson
Consumer,TraderandTenancyTribunal

KayRansome

TRIBUNAL
OBJECTIVES

Tribunal Objectives

TheConsumer, TraderandTenancyTribunalwas establishedasthe
new specialist disputeresolution forumfor consumer, traderand

tenancy matters. Thenew Tribunaltookovertherolepreviously held
by theformerResidentialand

Fair Trading Tribunalson25 February2002.

Theobjectsof theActaretoensuretheTribunalremains accessible
andconductsproceedings inanefficient,effective, informal,

expeditiousandinexpensive mannerwhilst providingfair, consistent
andquality decisions.

NewSouthWales
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CHAIRPERSON'S
REPORT

Key areas for the first reporting period of the new Consumer, Trader and
TenancyTribunalare:

KayRansome

�

�

�

�

�

�

�

�

�

ThenewTribunalwasformedasaresultofareviewoftheformerResidential
and Fair Trading Tribunals. The strengths of the two separate former
TribunalshavebeenusedasthefoundationofthisnewTribunal.

The Tribunal inherited a backlog in excess of 1300 delayed files from the
formerFairTradingTribunal.Ataskforcewasestablishedtoconcentrateon
processingthesematters. Asaresultofthisinitiative1100caseswerefinalised
bytheendofJune2002withthebalanceofcasesbeingprocessedtoallowfor
furtherdetermination.

TheBuildingConciliationService(BCS)isaspecialistbusinessunitwithin
theTribunalwhichprovidesalternatedisputeresolutionprocessestoresolve
residentialbuildingdisputes as requiredby the and
the .CaseCoordinatorshaveaccesstoa
panel ofexternal independent experts and accreditedpersons who provide
alternatedisputeresolutionservicesthroughoutNSW.

Service toregionalareaswasenhancedwiththeTribunaloperatingineight
purposebuiltRegistries.ThedecentralisationoftheTribunalallowsclientsin
remoteruralareasgreateraccesstoTribunalfacilitiesandastrongerawareness
of the servicesofthe Tribunal. ThenewTribunalconcentratesonproviding
regularandtimelyhearingstoensurecustomerneedsaremet.

Alongwithregional registries, 82% of Tribunal Members are appointed to
regionalandruralNewSouthWalestoprovideandenhanceregionalservices.

By June 2002 the average listing timeframe across all Divisionswas22days
after the application was received. Within 35 days of lodgement, 62% of
matterswerefinalisedwithorderssenttoparties.

The rehearing rate for the Tribunal was 5%. Of the orders made by the
Tribunal, 17%werewithdrawalsand17%wereadjournments.The Tribunal
achievedaclearanceratioof 112% indicating that the Tribunal reduced its
existing workload. This is an improvement on last year where the two
Tribunalscombinedachievedaclearanceratioof102%.

The Tribunal regularly consults with interest groups through consultative
forums facilitatedbyTribunalMembersandseniorRegistrystaffforeachof
theTribunal'seightDivisions.TheTribunalMembershavebeenappointedto
ensureexpertiseinalloftheeightDivisions.

AnewcomputerCaseManagementSystemwasintroducedwhichenabledthe
Tribunaltoapplyefficientprocessinginahighvolumeenvironment.

HomeBuilding Act 1989
Consumer, TraderandTenancyAct2001

Chairperson
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The Consumer, Trader and Tenancy Tribunal of New South Wales was
established by the which came
intoeffecton25February2002.ThisisthefirstAnnualReportoftheTribunal
andreports on the periodfrom 1 July 2001to30June2002withinformation
providedbytheformerResidentialTribunaland formerFairTradingTribunal
inrespectoftheperiodpriorto25February2002.

The Consumer, Trader and Tenancy Tribunal is an independent decision
making body which hears and determines applications under the following
legislation:

TheChairpersonistheexecutiveofficeroftheTribunalandis responsibleforits
overalloperationandadministration.

The Deputy Chairperson (Determinations) is responsible to the Chairperson
andhears themorecomplexmatterscomingbeforetheTribunal. TheDeputy
Chairperson(Determinations)alsodealswithissuesrelatingtotheMembersof
theTribunal.

The Deputy Chairperson (Registry and Administration)isresponsible to the
Director-Generalfor theeffective,efficientandequitablemanagementofstaff
andresources.

Members of the Tribunal areappointedby the Governor inafull-timeorpart-
timecapacity.Asof30June2002sevenSeniorMembers,16full-timepositions
and111part-timeMembershadbeenappointed.

Consumer, Trader a ndTenancy TribunalAct2001

CommunityLandManagementAct1989
ConsumerClaimsAct1998
ConsumerCreditAdministrationAct1995
ConsumerCredit(NewSouthWales)Act1995
CreditAct1984
Credit(FinanceBrokers)Act1984
Credit(HomeFinanceContracts)Act1984
FairTradingAct1987
HomeBuildingAct1989
MotorDealersAct1974
MotorVehicleRepairsAct1980
ResidentialParksAct1998
ResidentialTenanciesAct1987
RetirementVillagesAct1999
StrataSchemesManagementAct1996
TravelAgentsAct1986

TheChairperson

The Deputy Chairperson

TheDeputyChairperson

TribunalMembers

(Determinations)

(RegistryandAdministration)

The TribunalStructure

INTRODUCTION
& STRUCTURE

CONSUMERTRADERANDTENANCYTRIBUNAL 2001-2002ANNUALREPORT 5

NewSouthWales



Registry
TheRegistrar,DeputyRegistrarsandRegistryofficerscoordinatethedaytoday
running of operations of the Registry. Registry officers are employed by the
DepartmentofFairTradingunderthe .

TheRegistryisregionalisedineightlocations:SydneyCBD,Newcastle,Penrith,
Wollongong,Hurstville,Liverpool,ParramattaandTamworth.

Translatelegislativerequirementsintooperationalpoliciesandprocedures.
Receive applications, list matters for hearings, arrange hearings, dispatch
ordersandissueenforcementdocuments.
ProvideadvicetotheChairperson.
Consultwithindustryandcustomerrepresentativesonproceduralissues.
EnsuretheoperationalefficiencyoftheTribunal.

PublicSectorManagementAct1988

ThekeyfunctionsoftheRegistryareto:
�
�

�
�
�

The Tribunalcomprises the followingeight Divisions
!

!

!

!

!

!

!

!

Tenancy

General

HomeBuilding

ResidentialParks

MotorVehicles

StrataandCommunitySchemes

Commercial

RetirementVillages

ThisDivisionhearsdisputesbetweenpublicandprivateresidentiallandlords
andtenants.ThisDivisiondeterminesthehighestvolumeofmatterslodged
withtheTribunal.

This Division hears disputes arising under the
which includesapplicationsbyconsumersinrelationtothesupplyofgoods
orservicespurchasedbythemorprovidedtothem.

This Division hears disputes between consumers, traders and insurers
concerning home building work.TheBuildingConciliation Service assists
partiesinthisDivisiontoreachsettlementwithouttheneedtoattendlengthy
andcostlyTribunalhearings.

ThisDivisiondeterminesdisputesarisingunderthe
betweenparkowners,residentsandoccupants.

This Division hears disputes concerning new and second-hand motor
vehicles, (which includesmotorboats)and faulty repairs of motor vehicles.
Thejurisdictionfordisputes concerningthepurchasenewmotorvehicleis
unlimited. The jurisdiction for otherdisputes in thisDivisionis limited to
ordersupto$25,000.

ThisDivisiondeterminesapplicationsforadjudicationandhearingbetween
partiesaffectedorinterestedinaStrataorCommunityScheme.

This Division hears disputes between credit providers, debtors, lessee or
lessor,mortgageeormortgagorandotherinterestedoraffectedparties.

This Division hears disputes between the administrating authority of a
retirementvillageandoneormoreresidents.

Consumer Claims Act 1998

ResidentialParksAct1998

General

Tenancy

HomeBuilding

MotorVehicles

ResidentialParks

Strata&Community
Schemes

Commercial

RetirementVillages

Consumer, Trader
& TenancyTribunal

CONSUMERTRADERANDTENANCYTRIBUNAL 2001-2002ANNUALREPORT6
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TribunalRegistryOperations
v

v

v

v

InformationTechnology

CaseManagementSystem

BuildingConciliationService

SoundRecording

ElectronicServiceDeliveryPhaseI

ElectronicServiceDeliveryPhaseII

The Tribunal'sElectronic Service Delivery(ESD) project is designedtoenable
application lodgments using Internet technologies and web-browser access i n
linewiththeNewSouthWalesGovernment's strategy.
Theprojectisdesignedtobeimplementedinthreephases.Lodgementsviathis
methodbytheDepartmentofHousingbeganon13August2001.Itabolishes
theneedtofillinpaperformsandmailorfaxthesetoaTribunal.Italsoalleviates
theRegistry'sneedtoenterapplicationinformationintothedatabase.

DevelopmentofthesecondphaseofthethreephasedESDprojectbeganduring
the2001/2002financialyear.Thewebsitehasbeenenhancedtostreamlinethe
application registration process and to provide the facility to allow business
groupstocreateandmaintaintheirownstaffaccountsonline.

To coincide with the Tribunal's first day of operation, the Tribunal's Case
Management System's (CMS) first major upgrade stage began live operation.
The system wasoverhauledtoenableelectronicapplicationmaintenanceofall
eightTribunalDivisions.
Further enhancements also provided added functionality to staff including
preservingagreaterdepthofhistoricalinformationtoassistinpromptrepliesto
customerenquiries.
The upgrade development was planned in stages. The second stage will be
implemented in July 2002.Thisincludes new system modules to manage the
Alternative Dispute Resolution in the Building Conciliation Service and a
moduletoautomatetheMember'sdiarysystemtoallowfortheallocationofthe
TribunalMemberstohearingvenues.

The Building ConciliationService (BCS)wasestablishedon1January2002to
assistpartiesinHomeBuildingmatters.TheBCSprovidesoptionsforpartiesto
resolvetheirdisputewithouttheneedforaformalhearing.
TheBCS, in conjunction with the Department of Public Works andServices,
has recruited a number of building experts with expertise in a range ofhome
building fields. These experts meet with parties, determine the issues and
consideroptionstoresolvethedispute.

The former Tribunals had disparate policies regarding sound recording of
matters.TheConsumer,TraderandTenancyTribunalpolicyistosoundrecord
allhearingswhereequipmentisavailable.Soundrecordingofmattersduringthe
conciliation process does not occur as these are confidential proceedings.
Digital sound recordinghasbeenintroducedintonine Sydney rooms and all
HurstvilleandLiverpoolhearingrooms.
The Tribunal is committed to expanding the availability of digital sound
recording as it provides greater reliability at a reduced cost. Sound recording
enhancestheTribunal'sproceedingsandprovidesincreasedaccountabilityand
transparency.

connect.nsw

OPERATING
ENVIRONMENT

CONSUMERTRADERANDTENANCYTRIBUNAL 2001-2002ANNUALREPORT 7
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OPERATING
ENVIRONMENT

CONSUMERTRADERANDTENANCYTRIBUNAL 2001-2002ANNUALREPORT8

v

v

RiskManagementPlan

Reporting

The Tribunal had developed a Risk Management Plan. It has identified a
numberofrisksincludingITfailure,venueunavailabilityduetonaturaldisaster,
fraudandlegislativechange.TheTribunalhasputinplaceplanstomanagerisk
and ensure that service tousersiseither maintained orrestored as quickly as
possible.

TheTribunaladoptedtheKeyPerformanceIndicatorsmodelforNSWcourtsto
assistinprovidingusefulinformationtoshowhowitisperforming.Thenewcase
managementsystemwasespeciallydesignedtoprovideinformationbasedonall
fourprinciplesbeingbacklog,overload,clearanceratioandattendanceindex.
Backlog relates tothenumberof matters thatremainoutstandingbeyond the
Tribunal'sacceptabletimestandards.
OverloadillustrateswhethertheTribunalcanexpecttoprocessitsfuturecases
withintimestandardsusingitscurrentresources.
Clearance ratio is the ratio of applications received to the number of
applications finalised. It relates the incoming volume with the Tribunal's
capacitytofinaliseitscases.
Attendanceindexmeasuresthenumberoftimespartiesattendahearingbefore
thematterisfinalised.

v CaseManagementInitiatives
The Tribunal hasinitiatedanumberofcasemanagementstrategiestodealwithcomplex
jurisdictionalissuesthroughoutitsdivisions.Thefollowingisoneexample:

MotorVehiclesapplicationscanrequiretechnicalexpertiseandspecialprocedureshavebeen
introduced bytheConsumer, TraderandTenancyTribunaltohandlethesemattersmore
efficiently.

AtrialcommencedinHurstville,LiverpoolandNewcastle(laterWollongong)Registrieson
15April2002wherebytheRegistrysendsacopiesofapplicationstotheDepartmentofFair
Trading or Motor Vehicle Repair Industry Authority (formerly Motor Vehicle Repair
IndustryCouncil)beforethehearing,seekingtheirpotentialassistance.
Itwasrevealedthroughexaminingtheapplicationsthatasignificantnumberofapplications
hadalreadyusedthoseservices.Whereapplicationsarereferredthedisputeoftendoesnot
proceedtoahearing.

TheDeputyChairperson(Determinations)madeadecisioninMay2002todevelopMember
expertisebyidentifyingMembersbeforewhom Motor Vehiclecases aretobelistedinthe
CBDhearingvenue.ThefirstofthesespecialisedlistswasheldinJune2002.
NewcasesandcontestedcasesarelistedandaconciliatingMemberisalsoavailabletoassist
parties where theychoosetoattemptanegotiatedresolution.Increasinglymoreclaimsare
resolvedattheinitialhearing.

The Chairperson wrote to the appointed assessors in April 2002 seeking an indication
regardingtheiravailability.Tenassessorshaverepliedintheaffirmativeandarrangementsare
beingmadetoimplementtheassessorprovisionsofthe

inrelationtothesekindsofcases.

MotorVehiclesApplications

Pre-hearing dispute resolution through assistance of Director-General or other bodies
(section31,CTTTAct)

Listinginitiatives

Assessors

Consumer,TraderandTenancyTribunal
Act2001

NewSouthWales



ThisincludesrehearingapplicationslodgedineachDivision

DIVISION APPLICATIONS
LODGED

APPLICATIONS
FINALISED

Tenancy 46 239 52 326
General 6584 7400
HomeBuilding 4641 4640
MotorVehicles 1422 1595
ResidentialParks 1107 1222
Strata&CommunitySchemes 927 799
Commercial 322 401
RetirementVillages 74 78

TOTAL 61316 68461
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GRAPH 1
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GRAPH 2
TREND IN
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GRAPH 3
DIVISIONAL

PERCENTAGES
2001/2002

GRAPH 4
Y

LOCATIONS
REGISTR

Tenancy75.6%
Strata&CommunitySchemes1.5%

MotorVehicles2.3%

General10.6%
HomeBuilding7.6%

ResidentialParks1.8%

Commercial0.5%
RetirementVillages0.1%

Tamworth

Newcastle

Gosford

Wollongong

Sydney
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Liverpool
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STATISTICAL
INFORMATION
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Tenancy
TheTenancyDivisiondealswithmattersarisingoutoftherightsandobligations
oflandlordsandtenantsassetoutinthe .During
the2000/2001reportingperiodtheDivisionreceived46,239applications.This
includes lodgementsto the previous Tenancy(General) and Tenancy(Special)
Divisions of the former Residential Tribunal. Tenancy matters represented
75.6%ofallapplicationstotheTribunal.

From 25 February 2002 to 30 June 2002, landlords lodged 85.5% of
applications with 73% of these matters regarding termination of the tenancy
agreement.

Duringthereportingperiod,thisDivisionfinalised52,326matters.

During the reporting period,thisDivisionachieved a clearance ratio o f 113%
indicatingtheDivisionisreducingpendingcaseload.

From25February2002to30June2002,565applicationsforarehearingwere
lodged. Thisrepresents4%ofapplicationsreceivedduringthisperiod.Tenants
lodged68%ofapplications,landlordslodged30%andoccupantslodged2%of
applications.

ResidentialTenanciesAct1987

Lodgements

Finalisations

ClearanceRatio

Rehearings

DIVISIONAL
REPORTS

GRAPH 5
YEARLY

LODGEMENT
COMPARISONS

(Tenancy)
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DIVISIONAL
REPORTS

GRAPH 6
YEARLY

LODGEMENT
COMPARISONS

(General)
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General
The GeneralDivisionhasjurisdictiontodealwithmattersunderthe

. Duringthe2000/2001reportingperiodtheDivisionreceived
6,584applications. ThisincludeslodgementstothepreviousConsumerClaims
DivisionoftheformerFairTradingTribunal.Matters inthisDivisionaccount
for10.6%oftheTribunal'sworkload.

From 25 February 2002 to 30 June 2002, consumers lodged 97% of
applications.Otherpartieslodged3%ofapplications,allapplicationslodgedby
otherpartieswererequestsforarehearing.

Duringthereportingperiod,thisDivisionfinalised7,400matters.

During the reporting period,thisDivisionachieved a clearance ratio o f 112%
indicatingtheDivisionisreducingpendingcaseload.

From25February2002to30June2002,200applicationsforarehearingwere
lodged. This represents 8% of applications received during this period.
Consumerslodged62%ofapplications,otherpartieslodged38%ofrehearing
applications.

Consumer
ClaimsAct1998

Lodgements

Finalisations

ClearanceRatio

Rehearings

NewSouthWales
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GRAPH 7
YEARLY

LODGEMENT
COMPARISONS
(Home Building)
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HomeBuilding
The Home Building Divisionhasjurisdictionto deal with matters under the

.Duringthe2000/2001reportingperiodtheDivision
received 4,641 applications. This includes lodgements to the previous Home
BuildingDivisionoftheformerFairTradingTribunal. MattersinthisDivision
accountfor7.6%oftheTribunal'sworkload.

From 25 February 2002 to 30 June 2002, consumers lodged 79.5% of
applications,traders17.7%,insurers0.2%andotherpartieslodged2.6%.

Duringthereportingperiod,thisDivisionfinalised4,640matters.

During thereportingperiod,thisDivisionachieved aclearanceratio of 100%
indicatingtheDivisioniskeepingpacewithlodgments.

From25February2002to30June2002,132applicationsforarehearingwere
lodged. This represents 6% of applications received during this period.
Consumerslodged 54%ofapplications,traders33%andotherpartieslodged
13%ofrehearingapplications.

HomeBuildingAct 1989

Lodgements

Finalisations

ClearanceRatio

Rehearings

DIVISIONAL
REPORTS

NewSouthWales



DIVISIONAL
REPORTS
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BuildingConciliationService
TheBuildingConciliationService(BSC)operatesasaspecialistunitwithinthe
Home Building Division. It is the role of BCSstafftoconsultwithpartiesand
determinethebestoptionstomanageeachapplication.
Options available to the case coordinators to assist in the dispute resolution
processinclude:

Referraltoanindependentexpertwhowillmeetthepartiesonsite,examine
the issue in dispute and canvass possible solutions as well as prepare a
technicalreport,or:
Referral to a mediator who will meet the parties onsiteandendeavour to
mediateasolution,or:
Thecasecoordinatorwillworkwiththepartiestobrokerasolution.

Participation inthealternativedisputeresolution(ADR)processofferedbythe
BCS is voluntary and requires the participation of both parties. If parties
declineto be involvedinthis process thematterproceeds tohearing. Since its
commencement on1January2002to30June2002,theBCShasfinalised422
mattersusingalternativedisputeresolution.

TheConsumer,TraderandTenancyTribunalinheritedmorethan1,300active
HomeBuildingcasesfromthe previous Fair Trading Tribunal. Asconcluding
thesematterswasamajorpriorityfortheTribunal,aspecifictaskforcewassetup
toprocess these cases. As a result, more than 1,100caseswerefinalisedby30
June 2002. In particular, the Tribunal singled out these delayed matters to
ensure that orders were promptly prepared and dispatched. Where a further
hearing was required, the application was listed quickly and the Tribunal
providedappropriateresourcestodeterminethecase.

!

!

!

Finalised

Taskforce

GRAPH 8
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MotorVehicles
The Motor Vehicle Division has jurisdiction to deal with matters under the

.Duringthe2000/2001reportingperiodtheDivision
received 1,422 applications. This includes lodgements to the previous Motor
VehiclesDivisionoftheformerFairTradingTribunal. MattersinthisDivision
accountfor2.3%oftheTribunal'sworkload.

From 25 February 2002 to 30 June 2002, consumers lodged 92% of
applications.Otherpartieslodged8%ofapplications.Allapplicationslodged
byotherpartieswererequestsforarehearing.

Duringthereportingperiod,thisDivisionfinalised1,595matters.

During the reporting period,thisDivisionachieved a clearance ratio o f 112%
indicatingtheDivisionisreducingpendingcaseload.

From25 February 2002to 30June2002,74applicationsforarehearingwere
lodged. This represents 15% of applications received during this period.
Consumerslodged45%ofapplications,otherpartieslodged55%ofrehearing
applications.

ConsumerClaimsAct1998

Lodgements

Finalisations

ClearanceRatio

Rehearings

GRAPH 9
YEARLY

LODGEMENT
COMPARISONS
(Motor Vehicles)
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DIVISIONAL
REPORTS
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ResidentialParks
The Residential Parks Divisionhasjurisdictionto deal with mattersunderthe

.Duringthe2000/2001reportingperiodtheDivision
received 1,107 applications. This includes lodgements to the previous
ResidentialParks Division of the former ResidentialTribunal. Mattersinthis
Divisionaccountfor1.8%oftheTribunal'sworkload.

From 25 February 2002 to 30 June 2002, Residents lodged 53.3% of
applications, park owners lodged 46.4% and occupants lodged 0.3% of
applications.

Duringthereportingperiod,thisDivisionfinalised1,222matters.

During the reporting period, t h i s Division achievedaclearanceratio of 110%
indicatingtheDivisionisreducingpendingcaseload.

From25February2002to30June2002,sevenapplicationsforarehearingwere
lodged. This represents 2% of applications received during this period.
Residents lodged 86% of applications while park owners lodged 14% of
rehearingapplications.

ResidentialParksAct1998

Lodgements

Finalisations

ClearanceRatio

Rehearings

GRAPH 10
YEARLY

LODGEMENT
COMPARISONS

(ResidentialParks)
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GRAPH 11
YEARLY

LODGEMENT
COMPARISONS

(Strata & Community
Schemes)

StrataandCommunitySchemes
The Strata and Community Schemes Division has jurisdiction to deal with
matters under the and

. During the 2000/2001 reporting period the Division
received 927 applications.ThisincludeslodgementstothepreviousStrataand
Community Schemes DivisionoftheformerResidential Tribunal.Matters i n
thisDivisionaccountfor1.5%oftheTribunal'sworkload.

From25February2002to30June2002,lotownerslodged49%ofapplications,
ownerscorporationslodged40%,otherpartieslodged9%andoccupierslodged
2%.

Duringthereportingperiod,thisDivisionfinalised799matters.

During the reportingperiod,thisDivision achieved a clearance ratio of 86%
indicatingtheDivisionisaccumulatingcases.

From25February2002to30June2002,27applicationswerelodgedrequesting
anappealagainstanorderoftheadjudicator.

Strata Schemes Management Act 1996 Community Land
Management Act 1989
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GRAPH 12
YEARLY

LODGEMENT
COMPARISONS

(Commercial)

Commercial
The Commercial Division has jurisdiction to deal with matters under the

and .Duringthe2000/2001reporting
periodtheDivisionreceived322applications.Thisincludeslodgementstothe
previousCommercialDivisionoftheformerFairTradingTribunal. Mattersin
thisdivisionaccountfor0.5%oftheTribunal'sworkload.

From25February2002to30June2002,debtorslodged48%ofapplications,
interested/affected parties lodged 23%, credit providers lodged 15%,
mortgageeslodged7%andotherpartieslodged7%ofapplications.

Duringthereportingperiod,thisDivisionfinalised401matters.

During thereportingperiod, this Divisionachievedaclearanceratioof125%
indicatingtheDivisionisreducingpendingcaseload.

From25 February 2002to30June2002,11applicationsforarehearingwere
lodged.Thisrepresents13%ofapplicationsreceivedduringthisperiod.Debtors
lodged 36% of applications, credit providers lodged 27%, interested/affected
partieslodged18%andotherpartieslodged19%ofrehearingapplications.

Consumer Credit AdministrationAct 1995,ConsumerCredit(New South Wales) Act
1995, Credit Act 1984, Credit (Finance Brokers) Act 1984, Credit (Home Finance
Contracts)Act1984 TravelAgentsAct1986
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GRAPH 13
YEARLY

LODGEMENT
COMPARISONS

(RetirementVillages)

RetirementVillages
TheRetirementVillagesDivisionhasjurisdictiontodealwithmattersunderthe

. During the 2000/2001 reporting period the
Division received 74 applications. This includes lodgements to the previous
RetirementVillagesDivisionoftheformerResidentialTribunal. Mattersinthis
Divisionaccountfor0.1%oftheTribunal'sworkload

From25February2002to30June2002,administeringauthoritieslodged67%
ofapplicationswhileresidentiallodged33%ofapplications.

Duringthereportingperiod,thisDivisionfinalised78matters.

During thereportingperiod,thisDivisionachievedaclearanceratio of 105%
indicatingtheDivisionisreducingpendingcaseload.

From 25February 2002to 30June 2002, one applicationforarehearingwas
lodged. This represents 7% of applications received during this period. A
Residentlodgedtherehearingapplication.

Retirement Villages Act 1999
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Efficient,EffectiveandFairHearings
v

v

Sydney

Liverpool

Tamworth

Wollongong,Parramatta,Penrith,NewcastleandHurstville

GroupLists

DirectionsLists

With the formation of the new Tribunal, the former Fair Trading Tribunal
vacateditsSydneyRegistry and hearing rooms. As a consequence, office and
hearing space were rationalised with a reduction of space occupied by the two
formerTribunalsfromsixfloorstofourintheCBD.Asaresulttworemaining
floorsweresublet.

A new Registry and hearing rooms were established and began operation in
LiverpoolduringFebruary2002.

InTamworthapurpose-builtRegistryalongwithhearingroomswereleasedand
fittedout.ThenewRegistryopenedinFebruary2002.

The above former Fair Trading Tribunal Registries were modified, without
disruptiontocustomers,toallowforstaffincreasesandco-locationofstafffrom
theformerTribunals.
The Tribunal is currently reviewing its accommodation to ensure that it is
rationalised, occupationally healthy and safe and meets client needs. This
includesreviewingexistingservicestoensurethatourpremisesareaccessibleto
ourclientswhohavediversephysicalneeds.

The Tribunal initially lists the majority of applications, being claims under
$25,000 in a Group List. At the Tribunal's own venues, two lists are set to
hearing rooms. Hearing lists commence at three times during the day being,
9:30am, 11:15am and2:00pm.OneMemberisassigned a listeachandatleast
oneotherMemberisavailableforconciliation.
Incaseswhereboththeapplicantandtherespondentappear,theTribunaloffers
assistance to endeavour to resolve the dispute through negotiation. If an
agreement is reached, then the agreement is confirmed with the Tribunal
makingofenforceableorders.
ListingaccordingtothismodelprovidesflexibilitytoboththeTribunalandthe
parties to adapt the first hearing to their needs. This listing practice is
demonstrably successful with approximately 65% of cases resolved at the first
hearing.

Directions Lists are applied to cases where the value of the claim exceeds
$25,000. In thesemore complex cases, the purpose of the first hearing is to
makeproceduraldirectionssothatallaspectsofthedisputeareidentifiedanda
timetableisestablishedforhearingtheapplication.Anexampleofextensiveuse
ofthisprocessiswithHomeBuildingDivisionapplications.

RegionalServices/Accommodation

HearingListArrangements

NewSouthWales



v

v

v

v

v

v

v

The Tribunalisdeveloping a strategy toprovideadequate services to regional
RegionalSittings

ConciliationResources

Enforcement

Security

MotorVehiclesandParking

DisabilityAccess

TTY

areas. The Tribunal must use the premisesofotherorganisations in locations
throughouttheStateasitonlyhasdedicatedhearingroomsinCampbelltown
andBlacktowninadditiontoitseightRegistries. LocalCourtpremisesareoften
usedinregionallocations on thefollowingbasis:theysuitthesizeofTribunal
listsandareabletobemadeeasilysecure.

Twiceperweek Gosford,Wyong,Lismore
Onceperweek Hornsby, Taree, Kempsey, PortMacquarie,CoffsHarbour,
TweedHeadsandBallina.
Othercentresareservicedasnecessary.

At all Tribunal Registries and hearing rooms, the Tribunal has conciliation
rooms available for parties to utilise during confidential conciliation. Where
possibletheTribunalalsoallocatesaMemberspecificallyforconciliation.

The Tribunal, likeallothertribunals,isrequiredtorefertheenforcementofits
moneyorderstotheLocalCourtorDistrictCourt.Ordersforthepossessionof
premisesareexecutedbytheOfficeoftheSheriffofNSWfollowingtheissuing
ofawarrantforpossessionbytheTribunal.
The Tribunal issued 3,755warrants forpossession and 5,852certified money
orderstopartiesinthereportingperiod.Whencompared tolastfinancialyear
therehasbeena7%increaseinwarrantsissuedanda12%decreaseincertified
moneyordersissued.
Failure to comply with a Tribunal order, other than a money order, may be
referred to the Compliance Branch of the Department of Fair Trading by the
partiesortheTribunal.

During the period, the Tribunal contracted with Business & Procurement
Consulting of Public Works, to release a tender for security services to the
Tribunaltoenhanceservicesinvariouslocationswhilstminimisingcosts.The
selection process iswelladvanced anditisexpectedthatthesucce ssfultenders
willbeannouncedearlyinthe2002/2003financialyear.

The former Tribunals'fleetcarswereamalgamatedand rationalised. Carshave
nowbeenplacedatDubboandtheCentralCoasttoprovidegreaterflexibilityto
service those areas. Parking allocations have also been rationalised and costs
minimised.

With the assistance of the Department of Fair Trading, the Tribunal has
undertakenareviewofaccessibilitytoRegistryandhearingroomsfordisabled
users. Whilst in general few problems have been identified, the Tribunal is
workingtowardenhancing premisestoensurethatRegistryandhearingrooms
are accessible to disabledpeople. Steps taken include the investigationof the
installationofhearingloopsandimprovingsignage.

The Tribunal has installed Typewriter Telephone facilities forpeoplewhoare
speechorhearingimpaired.

TheTribunalpresentlysits:
!

!

!
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EthnicAffairsPrioritiesStatementReport
Servicestopeoplefromnon-Englishspeakingbackgroundsinclude:

Freetelephoneorin-personinterpreterservicesasrequired.
Within the Tribunal, 13Registryofficers,coveringsevenlanguages,receive
the CommunityLanguageAllowanceScheme(CLAS) allowancetoprovide
languageassistancetoclients.
Applicationformscontainingtranslatingandinterpretinginformationin16
communitylanguages.
Pre-hearinginformationfactsheetsprintedinsevencommunitylanguages.
The Renting Guide available in 17 community languages, available at all
TribunalRegistries.
AccesstoTribunalproceduresincommunitylanguagesfromtheDepartment
ofFairTrading'swebsite.

The Tribunal'sstaffconsistsof22%ofpeoplewhoselanguagefirstspokenasa
childwasnotEnglish.
Data is collected on language groups using the interpreter services to better
understandcommunitylanguageneeds.
TheTribunalisengagedinconsultationwiththeDepartmentofFairTradingin
considering what other stepscanbetakentoimprovelanguageassistance to
users.

Staffingprofile:

OBJECTIVES
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Mandarin
15%Vietnamese

8%

Korean
7%

Macedonian
3%

Russian
2%

Serbian
3%Spanish

4%Thai
2%

Farsi
1%

Chinese
3%

Turkish
2%

Italian
3%

Auslan
1%

Cantonese
6%

Greek
5%

RemainingLanguages
13%

Arabic
19%

GRAPH 14
INTERPRETER

LANGUAGE USE

AccessibleandInexpensive
v ApplicationForms
The Tribunal has developed new application forms that are now Division
specific. All application forms contain general information about Tribunal
proceduresincluding the conciliationandhearing process. Applicationforms
alsocontaintheordersthatmaybemadewithinthatDivision.
The Building Conciliation Service developed an application form which
streamlined the processoflodgingapplicationstotheTribunal.Applicants are
nowonlyrequiredtocompletetheNoticeofDisputetobringamatterbeforethe

NewSouthWales



Tribunal alleviating the requirement to lodge two applications if alternative
disputeresolutionisunsuccessful.
Newrehearingapplicationandrenewalofproceedings forms werealsocreated
andprintedinthereportingperiod.
Applicationformslocatedatwww.fairtrading.gov.nsw.auwereupdatedforeasier
publicaccess. ThissitenowcontainsallTribunalapplicationformsandcanalso
beeasilylocatedthrough

A new automated telephone system with a centralised 1300 number was
introduced. Thissystemrequestsclientstoenterapostcodewhichthendirects
theircalltotheRegistryTeamdealingwiththeircase.
Initiallythesystemexperiencedsomedifficulties.Asuccessfuloverhaulhasnow
ensured thesystemrunssmoothly. It is envisaged that during 2002/2003 the
Tribunalwillintroduceinformativemessagesforcallerstolistentointheevent
thattheyaretransferredortheircallplacedonhold.

Aseriesofpublicinformationsessionswerearrangedandheldthroughoutthe
State.ThesesessionsaredesignedtoimprovepublicawarenessoftheTribunal's
roleandactivitiesinruralandregionalNewSouthWales.
Student groups and other interested parties have also toured the Tribunal's
facilities to observe hearings and gain first hand experience of Tribunal
procedures.

Consumer,TraderandTenancyTribunalapplicationformsandinformationare
specialisedtoincludeinformationregarding:

The judicial functions of the Tribunal are exempt under Section 10 of the

UnderCommonwealth legislationtheTribunalisrequiredtoprovideaccessto
informationoncasefilestotheDepartmentofSocialSecurity.
Parties to proceedings have access to the information contained on theircase
files inaccordancewiththeprovisionsofClause 38 of the Consumer, Trader
andTenancyTribunalRegulation2002.

Representatives of the Tribunal participated in Consultative Committee
meetings.For example,senior Tribunal staff attendedmeetingswithinterested
parties from the Motor Vehicles, General, Tenancy, Commercial, Residential
ParksandHomeBuildingDivisions
The Tribunal currently operates eight consultative committees with industry
groupstoobtainideasandfeedbackonproceduralandlistinginitiatives.Asa
result of these consultative initiatives the Tribunal is able to make operational
changestoimproveservicestoitsclients.

www.cttt.nsw.gov.au.
v

v

v

TelephoneandFacsimileServices

CommunityEducation

PublicationsandPolicyDocuments

FreedomofInformation

TribunalOperationalCommittees

FreedomofInformationAct.

v

v
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TenancyDivision
GeneralDivision
HomeBuildingDivision
(notification&ordersform)
MotorVehiclesDivision
ResidentialParksDivision
Strata&CommunitySchemesDivision

CommercialDivision
RetirementVillagesDivision
Rehearingapplicationform
NoticetoRenewProceedings
Introducing the new Consumer, Trader and
TenancyTribunalleaflet
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TenancyDivision

GeneralDivision

HomeBuildingDivision

MotorVehiclesDivision

ResidentialParksDivision

StrataandCommunitySchemesDivision

CommercialDivision

RetirementVillagesDivision

PropertyOwnersAssociation
RealEstateInstituteofNSW
TenantsUnionofNSW
SouthWestTenantsAdvice
Renting Service, Department of Fair
Trading
SouthernSydneyTenancyService
EACMultilist
Combined Pensioners & Superannuants
Association
PublicTenantsCouncil(CentralSydney)
DepartmentofHousing
ARCH
NSW Federation of Housing Association
Inc
NSWAboriginalHousingOffice
GandangaraLocalLandsCouncil

AustralianConsumersAssociation
Combined Pensioners and Superannuants
Association
CommunityRelationsCommission
DisabilityCouncilofNSW
AustralianRetailersAssociation NSW
PawnBrokersAssociationofNSW
DepartmentofFairTrading
Attorney General's Department, Law
AccessNSW

LawSocietyofNSW
MasterBuildersAssociation
NSWBarAssociation
HousingIndustryAssociation
National Electrical and Communications
AssociationofNSW
RoyalAustralianInstituteofArchitects
Master Plumbers and Mechanica l
ContractorsAssociationofNSW
Swimming Pool and Spa Association of
NSW
Building andConstruction Council NSW
Inc
AustralianInstituteofBuilding
InstitutionofEngineersAustralia
CivilContractorsFederation
DepartmentofFair Trading

MotorTradersAssociation
DepartmentofFairTrading
MotorVehicleRepairIndustryAuthority
NationalRoadsandMotoristsAssociation
AustralianManufacturingWorkersUnion
ServiceStationAssociation
Institute of Automotive Mechanical
Engineers

Caravan&CampingIndustryAssociation
AffiliatedParksResidentsAssociation
Combined Pensioners & Superannuants
Association
Central Coast (North) Park Residents
Association
EnergyandWaterOmbudsmanNSW

InstituteofStrataTitleManagement
HomeUnitOwnersAssociation
PropertyOwnersAssociationofNSW
TenantsUnionofNSW
Combined Pensioners and Superannuants
Association

ConsumerCreditLegalCentre
FinancialCounsellorsAssociationofNSW
&ACT
LegalAidCommissionofNSW
KempStrangLawyers
DepartmentofFairTrading
RedfernLegalCentre
WesleyCounsellingServices

Combined Pensioners & Superannuants
Association
RetirementVillageAssociationofNSW&
ACT
AustralianConsumersAssociation
TheAged-CareRightsService
HousingIndustryAssociation
AgedServicesAssociationofNSW
Nursing Homes and Extended Care
Association
CouncilontheAgeing(NSW)Inc
WesleyMission

v

v

v

v

v

v

v

Consumer, TraderAndTenancyTribunal
Consultative Committees
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CurrencyofExpertiseandKnowledge
v ComplaintsHandling

TechnologyAvailableforPublic,MembersandstafftoAccessInformation
inmanyLocations

RegistryTraining

Externaltraining

MemberTraining

Matters relating to theconductofproceedingsby the Tribunalarehandledby
the Chairperson. Complaintsconcerning the Registry and its procedures are
addressedbytheRegistrar.
A totalof221writtencomplaintswerereceivedby the Consumer, Trader and
Tribunal. The majority of these complaints dealt with matters and issues
associated with the two former Tribunals. The Tribunal is committed to
responding to complaints within 21 days. The majority of correspondence is
dealtwithwithin14days.

A computer has been providedinthepublic areas atallTribunalRegistriesfor
clientsto accesssignificantcasedecisionsandlegislativeprovisions.
AllRegistries have a directtelephonelinkinthe publicarea connected tothe
Department of Fair Trading's information call centre, for clients needing
informationabouttheirmatter.

Cross training of Registry staff and Members from the former Tribunals
commenced in November 2001 to ensure the development of specialist
legislative and procedural knowledge before the commencement of the new
Tribunal. Changemanagementprocedureswereimplemented tofacilitatethe
effectiveintegrationoftheformertwoTribunals.
Ongoing training on procedures and legislative change isconducted monthly
and is part of the Tribunal's strategy to achieve long-term improvements by
implementing best practice methodologies across the operational areas of its
Registry.

Registrystaffattended trainingsessionswhichincludedtopicsregardingTeam
ParticipationandTelephoneCustomerService.

16 Officers attended a six week (one day per week) Team Leader training
program.
ThreemanagerscompletedthePublicSectorManagementCourse.

The Tribunal conducted formal training for all Tribunal Members during
December2001January2002andMay2002. Informaltrainingcontinuesfor
Members with all new Members receivingaminimumoffourdaysonthejob
training

v

v

v

v

!

!
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ent:

:

Level Total
Officer

Officer
responding
toEEOdata

Men Women Aboriginal&
Torres
Strait

Islander
People

People
from

Racial,
Ethnic,
Ethno-

Religious
Minority
groups

Peoples
whose

Language
First

Spokenas
aChild
wasnot
English

People
witha

Disability

Peoplewith
aDisability
requiring

Adjustment
atWork

Perman

FullTime

PartTime

Temporary

FullTime

PartTime

SES

Other

TOTAL

136

120

16

132

116

16

32

32

0

103

88

15

4

4

0

39

37

2

28

26

2

11

10

1

3

2

1

6

6

0

4

4

0

0

0

0

5

5

0

0

0

0

4

4

0

2

2

0

1

1

0

1

1

0

2 2 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0

144 138 35* 9* 4 43 12 4

CTTT Registry Staff
byEmployment Basis**

CTTT Registry Staff
by Level**

& EEO Representation

*Totalsprovidedonlywherestaffmaybeidentified
**InformationprovidedbyDepartmentofFairTrading

Level Total
Officer

Officer
responding
toEEOdata

Men Women Aboriginal&
Torres
Strait

Islander
People

People
from

Racial,
Ethnic,
Ethno-

Religious
Minority
groups

People
whose

Language
First

Spokenas
aChild
wasnot
English

People
witha

Disability

Peoplewith
aDisability
requiring

Adjustment
atWork

$27,606 -
$36,258

3 3 2 1 0 0 0 0 0

$36,259 -
$40,535 62 56 9 53 3 23 16 4 1

$40,536 -
$51,293 31 31 7 24 1 11 8 3 2

$51,294 -
$66,332 34 34 13 21 0 7 5 3 0

$66,333 -
$82,914 10 10 3 7 0 0 0 0 0

>$82,914
(non-SES) 2 2 0 2 0 0 0 0 0

$82,914
(SES) 2 2 0 0 0 0 0 0 0

TOTAL
144* 138 109* 4 43* 31* 12* 4*

*Totalsprovidedonlywherestaffmaybeidentified
**InformationprovidedbyDepartmentofFairTrading

2
SeniorOfficers 2
StatutoryAppointees – FullTime 25
StatutoryAppointees – PartTime 90
LegalOfficers 1
Clerks 139
GrandTotal 259

SESCTTT Officer
Classification

ProfiletoJune2002

NewSouthWales
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FINANCIAL
REPORTS

EXPENDITURE $,000

SalaryandRelated
Payments

Salaries 4,862

StatutoryAppointees 5,714
EmploymentAgencies&Security Services 1,874
AnnualLeave 528
Overtime 160
MealAllowance 14
LongServiceLeave 326
Superannuation 976
WorkersCompensation 71
PayrollTax 780
FringeBenefitTax 77

15,382

OperationalExpenditure Office Accommodation 3,263
PostageandCouriers 370
Telephones 432
MinorComputerPurchasesandConsumables 155
Fees 1,131
TrainingandDevelopmentFees 71
MotorVehicleExpenses 116
TravelExpenses 485
MinorEquipment,ConsumablesandStores 562
MinorMiscellaneousExpenses 102

6,687

Depreciation 830

TotalOperational
Expenses

22,899

AdministrativeOnCosts 2,370

TotalRecurrent
Expenditure

25,269

CapitalExpenditure 1,362

TOTALEXPENDITURE 26,631

REVENUE $,000

LodgementsFees (1,521)
ContributionfromRentalBondBoard (7,034)
ContributionfromStatutoryInterestAccount (16,419)

(24,974)

NetCostofServices 1,657

LessNonCashTransactions–Depreciation 830

CASHDEFICIT 827

***FiguresprovidedbyDepartmentofFairTrading

TheTribunal'sfullfinancialfiguresareincludedintheIndependentAuditReportoftheDepartmentof
FairTradingYearended30June2002andpublishedinthatAnnualReport.
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