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Our Vision

About the RTA

The Residential Tenancies Authority
(RTA) is a self funded regulatory authority
committed to providing targeted and
dedicated services to meet the diverse
needs of the Queensland residential
rental sector.

The core responsibility of the RTA is to
administer the Residential Tenancies Act
1994 (Tenancies Act) and the Residential
Services (Accommodation) Act 2002
(Accommodation Act) while providing fair
and unbiased information for all parties
involved in the Queensland rental sector.

The Tenancies Act establishes the
fundamental rights and responsibilities
of tenants, lessors (landlords), property
managers and caravan park managers.

Our Role

The main functions of the RTA include providing:

e tenancy information

The Tenancies Act sets out what tenants,
lessors, property managers and park
managers can and cannot do; and how
to address issues that may arise during a
tenancy and what measures can be taken
if there is a breach of the provisions within
the Tenancies Act.

The Tenancies Act does not cover holiday
lettings, retirement villages or manufactured
homes.

The Accommodation Act sets out the
rights and responsibilities of residents and
providers of boarding houses, supported
accommodation, aged persons’ rental
complexes and student accommodation.

Generally accommodation is defined as a
residential service if:

values:

Our Values

The RTA conducts its business according to a core set of

e jts purpose is to provide

accommodation in return for the rent of
one or more rooms

e it allows a minimum of four residents
occupying rooms on the premises

e there are shared facilities for residents
to use such as a common area or
bathroom, or if residents are provided
with either a food or personal
care service.

In administering the Acts, the RTA works

collaboratively with all sector groups

including tenants, residents, lessors,
property managers, caravan park
managers, residential providers, community
housing groups, industry bodies and the
Queensland Government.

rental bond management
dispute resolution
investigation and prosecution of offences under the Acts

community education

Client focus: Developing and enhancing our services to
meet the needs of our clients.

Organisational leadership: Practicing consultative
leadership and valuing our staff contribution to support
innovation and to achieve collective goals.

Governance: Ensuring our processes and actions are

transparent and open to public scrutiny.
industry research and data
Collaboration: Working in a cooperative way with our
stakeholders and business partners for the benefit of the
entire community.

monitoring and review of the legislation

policy advice to the Minister and government.
Impartiality: Being honest and ethical in our interactions
with all parties.

As a Queensland statutory authority, the RTA is governed

by a Board of Directors (see page 19) with knowledge and
experience relevant to the Queensland residential rental sector
with the Chairperson and six Directors appointed by the
Governor-in-Council for three year terms.

Respect: Valuing diversity and treating all people with
dignity and respect.

As a result of the Queensland State Election held on 21
March, 2009, the RTA portfolio shifted from Public Works,
Housing and Information and Communication Technology,
to Community Services and Housing (see page 21 for an
organisational chart).

The RTA's revenue is sourced primarily from the investment of
rental bonds lodged in accordance with legislation.

Residential Tenancies Authority 1



Our Vision

\Who are our clients?

The RTA is here to assist all Queensland tenants,
residents, lessors, property managers, caravan
park managers and residential service providers.

According to the Australian Bureau of Statistics Rented

2006 Census of Population and Housing, there :
roperties

were 452,596 rented properties in Queensland, 22 g%

representing 32.3% of dwellings for which tenure
was recorded.

See page 14 for more information on
Queensland’s residential rental sector.

What'’s the demand for RTA services annually?

Client Contact Centre enquiries 350,713

Dispute resolution requests 19,276
Bonds lodged 241,835
Website visits 963,005

See page 27 for more information on the RTA's full range of client services.

Financial summary

2008/09 2007/08 %

$°000 $000 Change

Operating revenue 7,169 23,263 -69.2% v
Operating expenses 23,816 24,319 -2.1% A 4
Total assets 531,583 490,548 8.4% A
Total liabilities 499,670 439,790 13.6% A
Value of bonds held 490,269 432,216 12.4% A

Refer to page 3 to view the RTA's highlights for 2008/09

About this Annual Report

The RTA Annual Report 2008/09 presents fundamental

performance information in a clear, concise and reader-friendly Our Clients

manner.

This report contains an inclusive record of RTA activities and

achievements for the 2008/09 financial year and summarises

key priorities and challenges for the year ahead in a way that is

easy to understand and navigate. Our Organisation

In line with the RTA Strategic Plan 2007-2010, this report

presents the RTA's performance according to its To obtain additional copies of this report, find out more about its

three priorities. contents or to provide feedback, please turn to the back page.
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Highlights 2008/09

Our Clients

Client service records broken

The RTA continued to demonstrate
excellence in client service delivery.

A growing rental sector, increased
sector awareness of RTA services and
the impending introduction of new
tenancy laws saw increased demand
for RTA client services.

RTA service delivery remained high,

as 350,000 calls were received with
more than 19,000 dispute resolution
requests, more than 240,000 bonds
lodged and almost one million website
visitors.

New conciliation process

streamlines operations

Telephone conferencing has resulted
in a positive outcome for RTA clients
as requests for conciliation increase
each year. The three way telephone
calls allow all parties to have their say
and to hear the concerns of the

other party.

A positive and more efficient
outcome for all parties is more likely
to be achieved through telephone
conferencing.

Our Sector
Introduction of new Act

With the introduction of the new rental
legislation on 1 July, 2009, the RTA
had the task of ensuring the sector
was ready for its commencement.

The RTA undertook an awareness
campaign outlining key changes
including free seminars to stakeholder
groups.

Forms, fact sheets and publications
were re-written and staff were trained
on amendments to the legislation.

RTA 2009 Grants

The 2009 RTA Community Education
Public Grants Scheme plays an
important role in ensuring tenancy
information is delivered to groups
who may otherwise not receive this
information.

For over a decade, the RTA grants
have enabled community groups to
deliver education programs promoting
a better understanding of rental
legislation throughout Queensland.

With more than one million dollars
allocated through the grants scheme
since commencement, more than
$180,000 was offered in the

latest round.

RTA atrium highlighting computer etched environmentally friendly skylight (page 50).

Our Organisation
Updated systems

With the impending introduction of
the new Act, it was imperative that
the RTA website and business system
reflected the changes ahead of the

1 July implementation.

The website is one of the RTA's major
resourcing tools recording close to
one million visits this year. All forms,
fact sheets and web pages were
completely re-written and posted
ahead of the Act’s introduction.

Intranet redevelopment

The RTA’'s new Intranet was launched
in April 2009 and provides staff with
improved access to consistent,
reliable and accurate information.

The Intranet has delivered improved
search capabilities and it is planned
to develop electronic workflows to

enhance existing manual processes.

Disaster recovery enhanced

In line with these updates to the core
business systems of the RTA, the
disaster recovery capability has been
similarly updated as a key component
of business continuity.

Residential Tenancies Authority
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Five Year Performance Summary

2007/08 | 2006/07 | 2005/06 | 2004/05
Our Clients

Contact Centre enquiries Number 350,713 346,010 327,085 309,145 286,447
Bond lodgements Number 241,835 235,160 229,244 221,601 218,938
Number of bonds held Number (at June 30) 417,875 399,533 382,009 365,667 350,201
Value of bonds held’ $’'m (at June 30) 490.3 432.2 374.4 329.3 293.2
Investigations commenced Number 589 666 746 557 580
Requests for dispute resolution Number 19,276 18,188 16,877 15,182 14,299
Client satisfaction results Rating/10 N/A 8.2 N/A 7.9 N/A
Website user sessions Number 963,005 1,049,607 950,642 808,697 556,362

Our Sector

Briefing notes and ministerial Number 137 133 179 134 107
correspondence

Response to statistical enquiries Number 276 318 352 307 195
Grant funding for Community Education [¥eee] 148 802 159 993 136
TAAS(Q) funding * $m 3.2 3.2 3.2 3.1 3.1

Our Organisation

Employees (full time equivalent) Number 165 150 143 133 119
Staff training hours Total hours 4290 3365 2896 3972 2655
Client and stakeholder reporting (as Australasian Reporting Gold Gold Gold Gold Gold
indicated in Annual Report awards) Awards (ARA)
Quality assurance certification Achieved/not achieved achieved achieved achieved achieved achieved
Operating surplus/deficit $m (16.6) (1.1) 9.2 10.2 5.5
deficit deficit surplus surplus surplus
Accumulated surplus $m 27.7 36.8 30.6 25.3 26.1

1 Excludes unclaimed bond money and Australia Post settlements.
Additional funds committed in 2007/08 were paid in 2008/09.
Additional funds committed in 2005/06 were paid in 2006/07.

A~ W N

Also funded by Department of Communities.
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Performance Overview

Key strategic priorities

Our Clients

Provide quality services to meet the diverse
and evolving needs of Queensland’s
residential rental sector (pages 27-36).

Our Sector

Support and enhance effective legislative
and policy frameworks and collaborate
with stakeholders to sustain an evolving
residential rental sector (pages 37-44).

Our Organisation

Continue to build an innovative and flexible
organisation undertaking accountable and
sustainable operations in a healthy and
motivated work environment (pages 45-58).
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Service Quality

Continually achieve high standards of quality
in service delivery in terms of relevance,
accuracy, timeliness and accessibility.

Service Awareness and Utilisation

Continue to position the RTA as the key
information provider to the residential rental
sector ensuring current and potential clients
are aware of and can easily access

RTA services.

Regulation

Regulate the sector through a policy
framework which considers the rights and
responsibilities of all parties and its impact
on the sector.

Engagement

Engage with stakeholders to identify
emerging trends and improve understanding
of the issues affecting the residential rental
sector.

Support

Support the sector through education,
industry analysis and funding initiatives.

Our People

Build a strong organisation based on sound
planning and leadership while maintaining

a skilled, service-oriented and motivated
workforce.

Our Environment

Support whole-of-government initiatives for
environmental sustainability.

Our Business Operations

Continually improve RTA systems and
processes to support the achievement of
business outcomes.

Our Finances

Maintain financial accountability and
sustainability.

Targets and comments for 2008/09

Answer 90.0% of calls within two minutes.

Process 95.0% of Australia Post refunds within
15 minutes.

Process 85.0% of non-Australia Post refunds within
two working days.

Resolve 65.0% of disputes through participation
in conciliation.

Finalise 70.0% of disputes within 28 days of receipt.

Successfully finalise 85.0% of investigations.

Finalise 90.0% of investigations within six months
of commencement.

Develop and implement an action plan based on
key areas for improvement identified in the 2008
Client Satisfaction Survey.

Implement Phase Two of e-Services enabling client
access to online bond administration services.

Improve information on the RTA website for all
stakeholders to assist in the prompt resolution
of disputes.

Commence implementation of the new Residential
Tenancies and Rooming Accommodation Act
2008, following its passage through Parliament
and draft and introduce the Residential Tenancies
and Rooming Accommodation Regulation 2009 to
support the Act.

Engage with sector stakeholders and maintain
quality consultative processes.

Maintain high quality and regular statistical reporting
and analysis.

Undertake a program of outreach and education
activities with a focus on regional areas. Conduct
a new funding round for the Community Education
Public Grants Scheme.

Provide funding of $3.3m for the continued
operation of the TAAS(Q) program to provide
community based tenancy information and advice.

Conduct a review of the RTA Performance
Development Scheme and Policy and implement
outcomes of the review.

Continue to implement environmentally friendly
initiatives such as waste and energy reduction and
maintain organisational awareness.

Continue redevelopment of RTA Intranet for
improved internal communications and information
management.

Develop and review the required component
documents of the RTA Corporate Governance
Framework.

Achieve target of 7.75% return on investment.



Were these targets achieved? Aims for 2009/10

Answered 85.6% (350,713) calls within two minutes, almost meeting target
(page 29).

Processed 97.8% of Australia Post bond refunds from across Queensland
within 15 minutes, exceeding target (page 30).

Processed 87.2% of non-Australia Post refunds within two working days,
exceeding target (page 30).

Resolved 65.6% of disputes through participation in conciliation, exceeding
target (page 32).

Finalised 87.9% of disputes within 28 days of receipt exceeding target, despite

a significant increase in the number of disputes processed (page 32).
Resolved 96.9% of investigations successfully, exceeding target (page 32).
Finalised 91.3% of all investigations within six months, exceeding target
(page 32).

Action plan implemented based on results of the 2008 Client Satisfaction
Survey.

Implementation of PhaseTwo delayed due to the impending introduction of the

Residential Tenancies and Rooming Accommodation Act 2008 (page 33).

Ongoing website enhancements have improved client usability and
accessibility (page 33).

The Residential Tenancies and Rooming Accommodation Act 2008 was
passed by Parliament in December 2008 and the associated regulation was
made in June 2009.

Internal and external resources such as fact sheets and RTA forms were
developed and information sessions carried out throughout Queensland
promoting the changes to all stakeholder groups.

Conducted quarterly Industry Development Forums, outreach activities and
targeted liaison (page 40).

Quarterly updates of rental sector information including median rents published

on website. Data regularly cited in industry publications and media (page 41).

Conducted education visits to Mount Isa, Gold Coast, Ipswich, Sunshine
Coast, Woorabinda, Cairns, Yarrabah, Rockhampton and Brisbane. Allocated
$180,000 to 14 community organisations through the RTA's Community
Education Public Grants Scheme (page 41).

Funding of $3.2m provided for the community based TAAS(Q) program
(page 43).

The review of the Performance Development Scheme was completed in
November 2008. The new policy and support documentation is available to
all staff on the RTA Intranet. Team leaders were also trained in the use of the
revised scheme (page 47).

Maintained waste and energy reduction activities including reducing water
usage by 12.5% and electricity usage by 9.3% over a 12 month period
(page 51).

Successfully introduced new RTA Intranet improving internal information for

staff. Changes also reflected the introduction of the Residential Tenancies and

Rooming Accommodation Act 2008 (page 53).

Successfully developed and introduced the RTA Corporate Governance
Framework which acts as the overarching document setting the structure,
rules and responsibilities of Corporate Governance.

Rate of return on investments of 1.37% was below target reflecting the impact

of the global financial crisis.

Achieve 85.0% of calls answered within two minutes.

Maintain 95.0% of Australia Post refunds processed within 15 minutes.

Maintain 85.0% of non-Australia Post refunds processed within two
working days.

Maintain 65.0% of disputes resolved through participation in conciliation.

Maintain 70.0% of disputes finalised within 28 days of receipt.

Maintain 85.0% of investigations being successfully resolved.

Maintain 90.0% of investigations finalised within six months of
commencement.

Undertake fifth biennial client satisfaction survey.

Implement Phase Two of e-Services enabling client access to additional
online bond administration services such as e-Lodgements.

Maintain relevant information on the RTA website for stakeholders and
provide increased functionality through interactive PDF forms.

Complete community education activities and monitor operations of the
new Act.

Continue to engage with sector stakeholders and maintain quality
consultative processes.

Maintain high quality and regular sector data reporting and analysis.

Continue to undertake education activities with a focus on regional areas.
Conduct a new funding round for the Community Education Public
Grants Scheme.

Provide funding of $3.4m for the continued operation of the TAAS(Q)
program to provide community based tenancy information and advice.

Review and update content of the RTA's legislation training course to
reflect the provision of the new Residential Tenancies and Rooming
Accommodation Act 2008.

Continue to implement environmentally friendly initiatives such as waste
and energy reduction and maintain organisational awareness.

Continue development of RTA Intranet for improved internal
communications and information management.

Continue the development of the management standards component of
the Corporate Governance framework including project management and
policy development.

Achieve target of 5.0% return on investment.

Residential Tenancies Authority 7



Chair's Message

Financial challenges

The RTA's revenue comes solely from
investment income and therefore has been
heavily impacted by the global financial
crisis. Fortunately, the Board appreciated
the potential volatility of investment returns
and had built up sufficient reserves to see
the RTA through this time.

Strategic direction

The RTA's 2007-2010 Strategic Plan
continues to guide the RTA, identifying key
challenges and strategies that will enhance
organisational sustainability.

The plan continues to build on the existing
framework of ‘Our Clients, Our Sector and
Our Organisation’.

Drafting is in progress for the 2009-2012
Strategic Plan outlining the direction of the
organisation for the next four years.

Serving regional Queensland

The Board of Directors and | have a
strong commitment to ensuring regional
clients have access to the full range of
RTA services.

The RTA's partnership with Australia Post
provides the sector with 577 locations
throughout Queensland where access

to the full range of forms and fact sheets
is available.

We service regional Queensland with a toll
free telephone information and conciliation
service, regional conciliators and provide
information on the RTA website.

This year Mount Isa was the location of
the RTA regional Board meeting, with
discussions held with local real estate
agents, private lessors and tenant
advocates.

Excellence in reporting

As a Queensland Government Statutory
Authority, it is crucial that we are

8 Annual Report 2008/09

Given the commitment shown over the past 12 months,
the Board and | are confident that the RTA will continue
to build on its successes and maintain its high level of
support for the Queensland residential rental sector.

transparent and accountable to our
stakeholders and information contained
within the Annual Report is not only
accurate and relevant, but also easy to
navigate and understand.

The 2007/08 RTA Annual Report was
recognised with its seventh consecutive
Gold Award in the Australasian
Reporting Awards.

The year ahead

As Chair, | welcome the introduction of
the Residential Tenancies and Rooming
Accommodation Act 2008 on 1 July,
2009. The Act is the result of more than

four years of legislative review and policy

development and extensive stakeholder
and public consultation.

| believe the new Act balances the rights

and responsibilities of both tenants and
lessors in order to meet today’s housing
challenges and will provide a balanced

framework now and well into the future.

Change of Minister

The Queensland State Election was held
in March, 2009, and saw a new Minister
appointed to the RTA.

| would like to take this opportunity to
thank former Minister for Housing, the Hon
Robert Schwarten MP for his contribution
to not only the RTA, but to the wider
Queensland residential sector.

Mr Schwarten was responsible for seeing
the new Act passed in Parliament and
leaves a legacy of change that has seen
the Queensland rental sector prosper.

On behalf of the Board and myself, |
would also like to welcome the Hon Karen
Struthers MP, Minister for Community
Services and Housing, who was appointed
on 26 March, 2009, and who has already
shown a keen interest in the RTA including
attending a Board meeting.

Acknowledgement

| would like to take this opportunity to
thank the Board of the RTA, the General
Manager, Mr Fergus Smith, and the RTA
executive members, for continually striving
for excellence even in the face of financial
constraints. The RTA has been innovative
in streamlining operations while maintaining
a very high level of customer care and
focus.

The Board and | would like to welcome Ms
Lee Banfield as a newly appointed member
of the Board.

fob="

John Battams - Chair, RTA Board



General Manager’s Message

Like all organisations reliant on investment returns, it has
been a tough year given the world economic climate. |
am proud to say however, that the RTA has maintained
its renowned high level of customer service.

Our Clients

Rental market places
unprecedented pressure on
RTA services

Although rent levels are more

stable than last financial year, the
Queensland rental market continues to
grow, placing increasing demand on
RTA services.

Over the past 12 months, the RTA’s
Client Contact Centre has answered
more than 350,000 calls (an increase
of 1.4% compared with 2007/08
results) with 46.0% answered
immediately (refer page 29).

Demand for bond refund and
lodgement services also continued to
grow with an average of 2,763 bond
forms processed daily, an increase
of 3.5% compared to 2007/08 (refer
page 30).

There was a 6.0% increase on the
number of dispute resolution requests
received during the year, taking the
total number of requests to 19,276.
Of the disputes finalised, 87.9% were
completed within 28 days

(refer page 32).

In line with our Strategic Plan, a key
focus of the RTA is to develop our
capabilities for greater accessibility
and better services for our clients.

The challenge for the RTA will be to
achieve its goals in a tight budgetary
environment.

The RTA Team

Our Sector
New Legislation passed

On 2 December, 2008, the Queensland
Parliament passed legislation that

will see the Residential Tenancies

Act 1994 and Residential Services
(Accommodation) Act 2002

repealed and replaced with the
Residential Tenancies and Rooming
Accommodation Act 2008.

The aim of the new legislation is to
balance the needs of lessors and
tenants and ensure the laws keep
pace with changes in the

rental market.

The RTA embarked on a series of
workshops held in various locations
throughout Queensland to promote
awareness of the new laws.

The sessions outlined the rights and
responsibilities of tenants, lessors
and agents and explained how the
changes would affect them.

This year, the Community Education
Public Grants Scheme allocated more
than $180,000 to community groups
to promote changes to the new Act,
targeting clients from culturally and
linguistically diverse backgrounds.

RTA staff have worked hard to prepare
for the introduction of the new laws
and a smooth transition is envisaged
for 1 July, 2009.

With the continued support of our Minister, the Hon Karen Struthers, MP, the Chair of the
Board, Mr John Battams, our Board members and all RTA staff, | am confident the RTA
will continue to successfully support the Queensland residential rental sector. To have
maintained our level of service to the sector in the face of increasing client demand while
introducing new legislation and carefully managing costs is a credit to all staff.

| would like to take this opportunity to express my sincere appreciation of the support and
dedication shown by staff during what has certainly been a demanding year.

Our Organisation
Maintaining the financial
sustainability of the RTA

The RTA is a Queensland statutory
authority that is self-funded solely

by the revenue generated from its
investments, primarily of rental bonds
lodged with it.

The global financial crisis has severely
impacted on the RTA’s investment
returns, with the RTA achieving an
overall rate of return of 1.37% as
compared with a budget forecast of
7.75% (refer page 54).

This has led to an operating deficit of
$16.6m (refer page 54).

However, in anticipation of such

a scenario, the RTA had set aside
reserves in previous years when
investment returns had exceeded
targets. Therefore the RTA remains on
a strong financial footing.

The RTA’s forecast investment return
for 2009/10 has been reduced to 5.0%
(refer page 57) due to the fall in market
interest rates and yields.

This reduction in forecast investment
returns has led to lower forecast
revenue for the 2009/10 financial year.
Nevertheless, due to the careful review
of all operational expenditure areas,
the RTA has been able to budget for a
small surplus for the next

financial year.

Fergus Smith - General Manager

Residential Tenancies Authority
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Supporting Queensland for 20 years

History of the RTA

The Residential Tenancies Authority (RTA)
started life as the Rental Bond Authority
(RBA) after being created under the Rental
Bond Act 1989.

It was envisaged that through the
establishment of a dedicated authoritative
body such as the RBA, a fairer rental
system would be established for
Queenslanders. In contrast to other
jurisdictions, Queensland remains the only
state with a dedicated statutory authority to
administer tenancy legislation and provide
related services.

The RBA ceased and became the
Residential Tenancies Authority on

3 April, 1995, following the repealing of the
Rental Bond Act 1989 and the Residential
Tenancies Act 1975 and the introduction of
the Residential Tenancies Act 1994.

The RTA assumed the role of bond
lodgement and refund services formerly
provided by the RBA and expanded

to include services such as tenancy
information and conciliation.

20 year comparison bond refund type

1989 2009
[ 1% 72%

74% 1%

25% 27%

. Agreed . Not Agreed Disputed (SCT) . Agreed . Not Agreed Disputed (SCT)

20 years serving the RTA

1989 Annual Report - Alan Tupper. 2009 Annual Report - Alan Tupper.

RTA supporting Queensland for 20 years

e Rental Bond Authority (RBA) opens for business

in Brisbane with 23 staff.

e The RBA partners with Australia Post to
establish network of agencies.

e RBA celebrates its fourth birthday
coinciding with the refund of the
first bond ever lodged.

o o
1989 1990 1991 1992 1993 1994
e Aninitial grant of $1.08 million to the Department of Housing ® Residential Tenancies
enables the appointment of 17 regional and three specialised Act 1994 introduced.

Housing Resource Service workers (now Tenant Advice and
Advocacy Service) (Queensland) throughout the state.

10 Annual Report 2008/09



20 year comparison bond refund disbursement

1989

62%

. Tenant

. Landlord

1989 Annual Report - Peter Melrose.

2009

73%

. Tenant . Landlord

2009 Annual Report - Peter Melrose.

The need for change

While both the Residential Tenancies

Act 1994 and the Residential Services
(Accommodation) Act 2002 encapsulates
each intended market, the growing and
changing needs of the Queensland rental
market meant a review of both Acts was
warranted in order to ensure legislation
kept up with the growing needs of

the sector.

Following extensive consultation within the
sector, it was decided that a new law was
needed to ensure the system was fairer
and that legislation kept pace with changes
in the rental market and continued to meet
the needs of Queenslanders.

This was achieved by combining the
Residential Tenancies Act 1994 and the
Residential Services (Accommodation)

Act 2002, and updating many of the
existing provisions into the new Residential
Tenancies and Rooming Accommodation
Act 2008, effective from 1 July, 2009.

Residential Tenancies Authority (RTA)
established as a statutory authority.

New functions include telephone information
service and dispute resolution.

Coverage of Act incorporates moveable
dwellings.

1995 1996

One millionth bond processed.

First Unclaimed Money .
campaign gets underway
with $0.5 million unclaimed.

RTA moves into new award winning premises at
33 Herschel Street.

e New joint action plan with the Department of Justice
and the Small Claims Tribunal to improve the handling
of tenancy disputes.

e Industry Development Forum established improving
stakeholder consultation.

1997 1998

e  Significant
amendments to the
Tenancies Act.

1999 2000

Two millionth bond processed.

Residential Tenancies Authority 11



Supporting Queensland for 20 years

General Managers of Weekly rent comparison

the RTA
1989/90 #' 2008/09 #2 2008/09 #2

Since inception in 1989, the RTA or RBA )
as it was known then, has been guided by Area Two bdrm units Three bdrm houses

four General Managers including Mr Robin Atherton $121 $180 $280
Yarrow who was at the helm from 1989 :
through to 1994 before Mr Terry Hogan Brisbane $139 $350 $370

took charge and the RBA became the RTA. Bundaberg $104 $195 $255
In 1997, the RTA's longest serving General Cairns $128 $250 $300
Manager, Ms Carolyn Mason took over Gladstone $108 $240 $300
and remained in the position for close to

a decade before Mr Fergus Smith was Gold Coast $163 $340 $390
appointed to the role in 2006. Hervey Bay $111 $220 $250
Throughout the history of the organisation, Ipswich $126 $230 $270
the RTA has been under the umbrella of Mackay $97 $280 $375
a number of different ministerial portfolio’s

including Housing, Consumer Affairs, Fair Maryborough $78 $160 $230
Trading and Communities. Mount Isa $136 $280 $420

Maroochydore $119 $285 $350
Noosa Heads $132 $320 $370
Rockhampton $102 $210 $275
Toowoomba $101 $180 $250
Townsville $107 $270 $320

#1 Information is calculated on the average rent from the 1989/90 Annual Report and includes all
dwelling types.
#2 Information is calculated on the median weekly rent and is broken into two bedroom units and three
RBA reception 1989. bedroom houses as they are the most commonly reported dwelling types.

RTA reception 2009
-
RTA supporting Queensland for 20 years

e The introduction of the Residential Services e Student e RTA commences
(Accommodation) Act 2002. accommodation review of the
covered. Accommodation
e  Clients register an overall satisfaction rating of 8.2 Act two years after
out of 10 in the inaugural client satisfaction survey. its introduction.

[
2001 2002 2003 2005 2006

e Ground breaking work on tenancy database listings leads to * Review of Residential Tenancies
Queensland becoming the first state to regulate these listings. Three Act 1994 commences.

millionth bond
processed.
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While the RTA has seen many
achievements over the last

20 years, it is with the future
that its priorities lie. With
Queensland the only state

to offer the level of services
and resources provided by
the RTA, the organisation will
continue to grow and support
the rental sector now and into
the future.

20 years of bonds held

130,000

122,142

120,000

60,000 ?

50,000

40,000

30,000

15,058

20,000

10,000

404
6,593
1,157

Brisbane
Bundaberg
Cairns

18,282

571

Caloundra

Total number of bonds held

6,826

Bonds held at 30 June, 1990

e RTA launches Phase One of its online bond

management system e-Services.

2007 2008

—
—
<
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Total bonds held (‘000s)

0
1989/90 1998/99 2008/09

58,978

15,898
14,686
11,177
12,036

4,122
6,309
5,871
1,174
7,020
2,140
3,638
6,251
1,285

393
246
576
251
117
188
529
829

Rockhampton

o
S
ke]
>
<
[
o)
I
3
=

Gladstone
Gold Coast
Hervey Bay
Ipswich
Mackay
Mount Isa
Noosa Heads
Toowoomba
Townsville

. Bonds held at 30 June, 2009

2009

New Act to commence on 1 July.

e Residential Tenancies and

Rooming Accommaodation Bill

introduced into Parliament.

e Bill passed on 2 December.

Residential Tenancies Authority
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Queensland’s Private Residential Rental Sector

The RTA’s rental bond database provides the
foundation for the most comprehensive, up-to-date
and reliable source of data available on Queensland’s
private residential rental sector. Economists,
government, property managers, analysts, developers
and employers use the RTA's rental sector data

extensively.

About the data

The RTA monitors and reports on
Queensland’s residential rental

sector through data gathered as part of

its rental bond custodial function combined
with data from other official and

industry sources.

Bond lodgement data has been collected
since 1989 under the Residential
Tenancies Act 1994 and previously the
Rental Bond Act 1989. Until August
2002, RTA rental bond data related
mostly to general tenancies, including
moveable dwellings and some boarding
houses. From 23 August, 2002, the

RTA began administering the Residential
Services (Accommodation) Act 2002
which requires the lodgement of rental
bonds for defined residential services
including private boarding houses,

aged rental accommodation, supported
accommodation and privately operated
student rooming accommodation. The
following analysis of the residential rental
sector does not include residential services
as rental bonds are not commonly taken
in this sector and current data does not
provide a reliable analysis. See Our Sector
starting page 37 for discussion of activity
within the RTA's broader sector.

Bond records provide data for a range

of factors, including the rental property
location, dwelling type (including the
number of bedrooms), weekly rent paid,
and the type of person managing the rental
property (ie agents, lessors, moveable

dwelling park owners). Combined with
operational data, such as dates of
transactions, this data is used for analysis
of:

* type and location of properties rented
(bonds held)

® turnover
(bond lodgements and refunds)

® length of tenancies
(length of time bond held)

e management of tenancies
(who manages properties)

® rents charged for various types of
dwellings (ranges and medians).

The size of the sector

At 30 June, 2009, the RTA held 417,875
rental bonds compared with 394,183 at
30 June, 2008. The number of bonds held
throughout the year grew by 23,269 or
6.0%. There was an increase in both the
number of new bonds lodged and bonds
refunded. The difference between the
number of bonds lodged and refunded
remained high, leading to a continuation
of the growth in bonds held. There were
238,844 new lodgements in 2008/09 and
216,478 refunds.

During the RTA's early years of operation,
much of the growth in bonds held was
due to the increase in people complying
with the legislative requirement to lodge
bonds. More recently, the growth in bonds

Bonds held, lodgements and refunds - 2004/05 - 2008/09

450
400
350 S—
300

200
150

Bonds (‘000)

100
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260 PN S S
«——— ¢ & ———e—*©

2004/05 2005/06

B Bonds held
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2006/07

<> Lodgements

2007/08 2008/09

® Refunds

Queensland continues to
have the highest proportion
of rented dwellings of any
state with some analysts
suggesting that up to 40%
of Queensland households
could be renting within the
next 10 years.

is indicative of changes in the market
influenced by a range of factors over the
past five years.

Population growth continues

In the 12 months to June 2008,
Queensland’s share of Australia’s
population growth was 31.8% or 98,000
people. At this time, Queensland had

an estimated population of 4.3 million

or 20.0% of the nation’s total population.
Net interstate migration (an average net



gain of 440 each week) and net gains from
overseas migration accounted for 23.6%
and 42.1% of growth respectively, while
34.3% was from natural increase (births
less deaths).

Demand for rental housing

A population increase translates to greater
demand for housing and renting appears to
be growing as a tenure of both choice and
necessity. According to the 2006 Census
of Population and Housing, there were
452,596 rented dwellings in Queensland,
approximately 90,000 more than ten years
earlier in 1996. The Census results showed
that rented dwellings accounted for 32.3%
of occupied dwellings for which tenure was
known. Results from previous census for
1996 and 2001 showed that 31.3% and
31.5% respectively of dwellings were being
rented at the time. The Census results
show that Queensland continues to have
the highest proportion of rented dwellings
of any state.

An easing market

A property boom in the early 2000s

was fuelled by high population growth,
increased full-time employment, low
interest rates and government incentives.
The effect was increased property prices
and higher rental values. Over the past 12
months, the housing market has not grown
to the extent of previous years due to
national and global financial factors.

Some factors such as continued

high population growth and housing
construction rates continuing to run below
underlying demand have put pressure on
the housing market.

In late 2008 and early 2009, low interest
rates and an increase in government
incentives saw more first home buyers
enter the market. This has possibly had
a positive flow-on effect to the residential
rental market as vacancy rates increased
and rents stabilised.

This has seen pressure on the ‘tight’
Queensland private rental market begin to
ease slightly. However, there are still many
renters on low incomes who want to buy a
home, but financial pressures often mean
these tenants remain in the rental market
for longer periods.

High density dwellings

In recent years, there has been growth

in high density dwelling types, specifically
rooming style accommodation catering
for students and community title
schemes consisting mainly of flats,

units and/or townhouses. Rooming

style accommodation is used mostly by
international students, particularly in their
early years of study.

According to Queensland Education and
Training International, in September 2008
there were 49,566 international student
enrolments, 24.0% higher than a year
earlier and 14.6% of the Australian total.

Proportion of occupied private dwellings rented - 2006*

50%

40%
32.3%  30.6%
30% 25.6%

20%

10%

QLD NSW VIC SA

27.2%

48.3%

30.2%
28.1% 0 o o A
. 0

WA TAS NT ACT AUST

* For occupied private dwellings where tenure was known.
Source: ABS, 2006 Census of Population and Housing.

Type of dwellings rented in Queensland 2001 and 2006

2001

Not stated
0.7%

Other
1.8%

Flats, units and Houses
townhouses 59.9%
37.6%

2006

Other
1.6%

Not stated
0.1%

Flats, units and Houses
townhouses 61.2%
37.1%

Source: ABS, 2001 and 2006 Census of Population and Housing.
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Queensland’s Private Residential Rental Sector
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Queensland’s South
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What are people renting?

A comparison of data from the 2001 and
2006 Census showed that the number
of rented flats, units and townhouses in
Queensland increased from 153,709 to
160,325, an increase of 4.3%. These
dwelling types represented 37.1% of all
rented dwellings in 2006 compared with
37.6% in 2001. The increase in rented
houses was greater than for flats, units
and townhouses. There were 264,404
rented houses in 2006, 7.9% more than
the 2001 figure. Houses represent 61.2%
of all rented dwellings in 2006 compared
with 59.9% in 2001. The chart on the
previous page shows the changes in the
types of dwelling rented in Queensland in
2001 and 2006.

Where are people renting?

The RTA's bond data provides a guide

to the distribution of rental properties
throughout Queensland. The data as at

30 June, 20009, is presented on the map
opposite. As shown, 71.0% of rental
properties for which the RTA was holding a
rental bond were located in the south east
corner of the state, in the Brisbane, Gold
Coast, Sunshine Coast and West Moreton
Statistical Divisions. In comparison,

66.0% of the state’s population (Regional
Population Growth, Australia 2007/08) and
66.8% of rented dwellings, not including
those rented from the State Housing
Authority, (2006 Census) were in the area.

Brisbane and Gold Coast statistical
divisions saw the largest growth in
bonds with an increase of 9,794 bonds,
representing 56.7% of the total growth.
Other areas experiencing noticeable
growth include the Wide Bay Burnett
statistical division which grew by 1,345
or 6.8% and the Fitzroy, Mackay and
Far North Statistical Divisions which
experienced growth of 6.6%, 5.3% and
5.2% respectively.

Who is renting in Queensland?

Excluding the growing number of
properties for which tenure is not recorded,
Census results showed there were
452,596 rented properties in Queensland,
representing 32.3% of the 1,399,142
dwellings for which tenure was recorded.
Of these dwellings, 89.3% were renting in
the ‘private’ sector.

According to the 2005/06 ABS Housing
Occupancy and Costs Survey, household
types most likely to rent are:

e group households which represent
10.5% of households and 78.9% are
renters

® one parent and dependents
households representing 14.3% of
households and 64.2% are renters



e |one person households which
represent 28.0% of households and
35.3% are renters. Renters aged less
than 35 years make up 51.1% of lone
persons households.

The household type least likely to rent

is couples aged 55 years and over,
representing 15.3% of households and only
7.9% of all renters.

According to data published by the Real
Estate Institute of Australia for the March
2009 quarter, at $340 per week Brisbane is
ranked fifth in terms of median weekly rents
for three bedroom houses, after Darwin,
Canberra, Perth and Sydney. At $340 per
week Brisbane is also ranked fifth in terms
of median weekly rents for two bedroom
other dwellings after Sydney, Canberra,
Darwin and Perth.

Longer tenancies

The length of time rental bonds are held by
the RTA provides an indication of the length
of tenancies. Based on bonds which were
paid out in 2008/09, the median length of
time bonds were held was 12.0 months
compared to 11.9 months in 2007/08.
Further, 49.5% of bonds were finalised
within 12 months (50.7 % in 2007/08).

The first graph on the left shows that

in comparison to 2004/05, the median
length of time bonds were held was 11.2
months with 54.5% being finalised within
12 months.

This measure demonstrates the continuing
trend towards longer tenancies and is
consistent with a tight rental market.
Tenancies in houses are generally longer
than those in flats/units with the median
length of time bonds were held in 2008/09
for flats/units being 11.6 months (11.4
months in 07/08) compared to 12.7 months
for houses (12.7 months in 2007/08).

Who manages properties?

Information recorded on RTA bond
lodgement forms in 2008/09 show that
83.5% of rental properties were managed
by licensed real estate agents, 14.8% were
managed by lessors or owners with 1.7%
managed by other parties.

Rents - whole of Queensland

The weekly rent applicable when a bond

is lodged (generally at the beginning of a
tenancy) is recorded in the RTA's rental
bond database. An analysis of bond
lodgement data during a period provides a
guide to market rentals at the time.

The bottom chart on page 16, shows rents
for Queensland from 2000 to 2009. After

a period of stability in rents, particularly in
the mid to late nineties, there have been
steady increases over the past ten years,
particularly since 2002.

Median weekly rents - 2 bedroom flats
(Based on new bonds lodged in June quarters 2008 and 2009)
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Queensland’s Private Residential Rental Sector

The growth shown in
RTA bonds over time
provides an indication

of the level of growth in
the number of properties

being rented. |

Rents have begun to stabilise in the

past 12 months. Increases in housing
affordability and vacancy rates have started
to relieve pressure on rent increases.

Rent - centres in Queensland

Queensland has a number of housing
markets based on factors including
location and dwelling type. The charts

on the previous page show changes in
median weekly rents in selected areas of
Queensland between June 2008 and June
2009 for the two most common dwelling
types. Traditionally, the most expensive
areas in terms of rents are in South East
Queensland, particularly areas of Brisbane
and both the Gold and Sunshine Coasts.
In recent times, mining centres such as
Mackay and Mount Isa have also had
higher rent levels. Areas which experienced
more significant rent increases for both
houses and flats included Warwick,
Kingaroy and Toowoomba.

Brisbane City from Mt Coot-tha
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Considerable increases in rents for flats
were also experienced in Bundaberg and
Gladstone, while Roma and Mackay had
large rent increases for houses. In contrast,
Cairns showed a decrease for both flats
and houses while Roma saw a decrease
for flats and Mount Isa for houses.

Vacancy rates remain low

The Office of Economic and Statistical
Research, Queensland Treasury, collects
rental vacancy data from real estate agents
throughout the state. This survey provides
reliable and independent data on rental
vacancies to enable analysts to complete
the rental market picture. Vacancy rates are
published for broad geographic areas

each quarter.

Unpublished results are available at Local
Government Area level annually.

Results from the June 2009 survey show
the overall vacancy rate for rental dwellings
in Queensland was 4.6%. This figure

has increased from 2.8% in June 2008,
indicating that vacancy rates have

eased significantly over the past

12 months.

Brisbane had the lowest vacancy rates with
inner Brisbane 3.3% (1.6% in June 2008),
the remainder of Brisbane at 2.8% (2.2%

in June, 2008) and Brisbane surrounds

increasing to 3.9% up from 2.7% in
June 2008.

The vacancy rates on the Gold Coast have
increased 10 5.4% (3.9% in June 2008)
with the rest of Queensland increasing to
5.7% compared to 3.1% in June 2008.

For more information

Information relevant to Queensland’s
residential rental market is regularly
reported through the RTA’'s website
www.rta.qld.gov.au




The RTA Board

The RTA Board of Directors provides ongoing support to Queensland’s rental sector by
establishing the RTA’s strategic direction and corporate governance standards.

Chair - John Battams

Entering his fifth year as Chair, Mr Battams was first appointed in December 2004.

Mr Battams brings significant corporate directorship experience as a former director of

a not-for-profit health fund, a private investment group of companies and WorkCover
Queensland. Mr Battams is currently Director and Chair of the Board of one of Australia’s
largest industry superannuation funds. He has extensive knowledge of Queensland in his
capacity as General Secretary of the Queensland Teachers’ Union. As President of the
Queensland Council of Unions, Mr Battams also brings significant experience in leading
organisations, forging good working relationships with senior management and employees
and developing and implementing business plans.

Lee Banfield

Appointed to the Board in June 2009, Ms Banfield is currently the Manager of the Tenant
Advice and Advocacy Service TAAS(Q) on the Sunshine Coast. Ms Banfield brings with her
extensive knowledge of the Queensland rental sector through her experience as a property
manager and years of experience working with the Tenant Advice and Advocacy Service
(Queensland) and Tenants Union of Queensland (TUQ). Ms Banfield has also been a
Queensland Shelter representative on the RTA Industry Development Forum.

Cathy Bavage

Appointed to the RTA Board in 1995, Ms Bavage is also the Chair of the RTA Audit and
Risk Committee. Ms Bavage brings to the Board a long and distinguished history of
involvement with supported accommodation and related services as well as chairing a large
community services network in the Bayside area of Brisbane. Ms Bavage's experience in
developing and managing community services further enhances the RTA’'s understanding of
high needs groups within all sectors of the residential rental community.

Darrell Brady

Mr Brady has served on the RTA Board from April 2001 to April 2007 before being
reappointed in March 2008. As a licensed real estate agent, member of the Real Estate
Institute of Queensland (REIQ), licensed general auctioneer and a national accredited trainer
and facilitator, he brings to the Board a wealth of knowledge about the rental sector.

Mr Brady also brings to the table a practical understanding of the residential rental
community from tenant, agent and lessor perspectives.

Luella Camp

Appointed to the Board in April 2001, Ms Camp brings with her a balanced perspective to
the Board from her years of experience with school and community related activities.

Ms Camp’s involvement in numerous community groups responsible for assisting families
with accommodation issues gives her a deep understanding of community issues.

Roslyn Wallace

Appointed to the RTA Board in April 2004, Ms Wallace is also a member and Secretary of
the Property Owners’ Association of Queensland (POAQ) and a member of the Unit Owners
Association of Queensland (UOAQ). Ms Wallace brings to the Board her vast experience
and skill in interviewing, advising and supporting parties, particularly lessors with rental
concerns. Ms Wallace also has prior RTA experience as an Industry Development Forum
member and active participant in a range of consultations on the residential rental sector.

Charles Ware

Appointed to the RTA Board in April 2005, Mr Ware is also a member of the RTA Audit and
Risk Committee. Mr Ware brings to the Board more than 20 years experience in property
law and government practice as partner in a Central Queensland private legal practice.
Through directorship experience with current appointments including Deputy Chancellor of
Central Queensland University and Deputy Chairman of Gladstone Ports Corporation, Mr
Ware brings a wealth of experience to the RTA Board. Mr Ware has also held prior positions
in the Queensland electricity supply industry.
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Corporate Governance

The success of the RTA has been established through
transparency, accountability and trustworthiness with the
RTA’'s Board and management having a long standing
commitment to good corporate governance

The RTA's Corporate Governance Framework is based on the Queensland Auditor-General’s

model and involves two major perspectives:

Organisational Perspective Accountability Perspective

Showing how the management structure
and management standards provide the
RTA’s leadership and direction.

Management
Structure

External

Accountability \

Perspective

Organisational Perspective
Management Structure

The management structure includes the
organisational arrangements which enable
the RTA to carry out its role.

The RTA Board

The Governor-in-Council appoints the
Board and is comprised of a Chair and

six Directors for a term of three years. The
current term for RTA Directors expires in
April 2010. All new Directors participate in
an induction program covering governance,
RTA operations and familiarisation with the
management team.

Board meetings for 2008/09

Members

John Battams

Roslyn Wallace 11
Charles Ware 11
Cathy Bavage 11
Darrell Brady 11
Luella Camp 10
Lee Banfield' 0
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> Corporate

Showing how internal monitoring

and review mechanisms and external
accountabilities provide assurances that
the RTA will achieve its objectives.

Organisational
Perspective

Management
Standards

Internal
Accountability

Board members have diverse skills and
expertise and are selected on the basis
of their knowledge of and experience in
Queensland’s residential rental sector.

Remuneration for Board members is
determined through Cabinet approved
procedures, administered by the
Department of Industrial Relations and
based on the Board’s functions and
powers. Each year the Board conducts

a regional Board meeting providing the
opportunity to meet with representatives
from the local residential rental sector.

This year, the Board convened in Mount Isa
on 4 September, 2008, joining Minister for
Housing, the Hon Robert Schwarten MP,
host a successful meeting of stakeholders.

Full Board Scheduled | Audit & Risk | Scheduled
Meetings Comittee? Meetings
11 11 4 4

11

11
11
11
11

0

The role of the Board

The Board of the RTA operates in
accordance with its responsibilities outlined
in the legislation. The RTA Board Charter
outlines the powers reserved to the Board,
delegations made to management and
provides clarity in the respective roles and
responsibilities of the Chair, Board and
General Manager.

The Board’s specific responsibilities
include:

® reviewing and approving strategy

® setting values and standards

e endorsing the RTA's annual budget
® monitoring business performance

* monitoring investment activities and
financial position

® ensuring significant business risks are
identified and managed effectively

® ensuring performance of the Board
and management is regularly assessed.

As Chief Executive Officer, the General
Manager provides strategic policy advice
to the Chair, Board and Minister on the
operation and monitoring of the legislation.

The General Manager is responsible for
all aspects of RTA management, staffing
and administration.

The General Manager provides monthly
RTA performance, operations and
compliance reports to the Board and
Minister. The Board also receives reports
and updates on strategic policy issues.

The General Manager attends all Board
meetings with senior executives attending
Board meetings as required.

As part of the annual review process,
the RTA Board Charter was reviewed in
December 2008. Profiles of the RTA
Board members are on page 19.

Notes

1. Appointed to Board in June 2009.

2. Catherine Blunt attended ARC meetings as an

independent member.



Organisational structure
With direction from:

Fergus
Smith
General
Manager

The
Minister

RTA Board
N of Directors

Audit
and Risk
Committee

Audit and Risk Committee

The RTA Board’s Audit and Risk
Committee (ARC) is a key governance
function that ensures the RTA operates
within an appropriate framework of internal
control and risk management. The Audit
and Risk Committee Charter, which is
reviewed annually, clearly defines the roles
and responsibilities of its members.

The ARC consists of Ms Cathy Bavage
(ARC Chair/RTA Director), Charles Ware
(ARC Member/RTA Director), Mr John
Battams (ex-officio member/RTA Chair) and
Ms Cathy Blunt (Independent Member).

The main functions of the ARC are

to oversee RTA accounting policies

and practices, the integrity of financial
statements and reports, the scope, quality
and independence of the RTA's external
audit arrangements, the monitoring of the
internal audit function and the effectiveness
of risk measures.

This committee is also responsible for
monitoring overall legal and regulatory
financial compliance.

The Chair of the ARC and the General
Manager conduct entry and exit interviews
with external auditors, oversee the conduct
of the audit, and discuss the findings with
the auditors and identify priorities that
require the attention of the ARC for the
coming year.

Organisational structure

The RTA has a functional structure
aligned to the strategic plan and aimed at
maximising the operational capability and
capacity of management and staff. This
structure was reviewed in late 2008 with
minor changes introduced to reduce the
number of reporting levels.

9 Ray Rapinette - Corporate Services
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RTA Executive Team

The General Manager leads the RTA
Executive Team and is comprised of the
divisional managers. The Executive Team
takes a proactive role and meets weekly to
ensure strategic priorities and operations
of the RTA are on track. To view the RTA's
Executive Team profiles see page 26.

Agency Consultative Committee

The RTA Agency Consultative Committee
(ACC) includes representatives from
management, staff and the Queensland
Public Sector Union. The ACC assists at
the local level with RTA staff issues through
open dialogue.

Information Steering Committee

The Information Steering Committee is
chaired by the General Manager and
attended by senior management. An
independent expert provides advice on
aspects of project management and
emerging technologies.

Management Standards

Management Standards outline the
existence and adequacy of organisational
policies and standards as well as the roles
and responsibilities defined through the
delegation process.

Ethical standards

The RTA's Code of Conduct guides staff
to carry out their duties with efficiency,
integrity, confidentiality and impartiality
and to deliver a high standard of service
to the community.

The RTA values clients’ privacy and
adheres to the Queensland Government’s
privacy regime which sets standards for the

business improvement and support

collection, use, storage and disclosure of
personal information. The RTA's Privacy Plan
outlines how clients can access and amend
personal information held by the RTA and
can be found at www.rta.qgld.gov.au.

Freedom of Information Act

The RTA operates in a transparent and
accountable manner while maintaining
appropriate confidentiality for clients.

In 2008/09, the RTA responded to

16 requests for access to files related

to bonds, dispute resolution and
investigations under the Freedom of
Information Act 1992 (FOI). Some
documents or parts of documents are
exempt under FOI law to protect the
public interest and/or the personal and
business affairs of others. The FOI Act will
be replaced by the Right to Information Act
2009, commencing 1 July, 2009.

Whistleblowers Protection Act

The Whistleblowers (Disclosure to Member
of Parliament) Amendment Act 2007,
amended the Whistleblowers Protection
Act 1994 to require all Queensland

public sector entities to provide statistical
information relating to public interest
disclosures throughout the year. For the
period 2008/09, the RTA received no
disclosures pursuant to the Whistleblowers
Protection Act 1994.

Accountability Perspective
Internal and external accountability

Internal accountability examines the
effectiveness of the planning and control
environment, management of risk and the
associated internal audit function, flow

of information to and from the Executive
Team and engagement with stakeholders.
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Corporate Governance

External accountability involves
accountability to Parliament including
provision of financial and non-financial
reporting.

Business planning

The RTA has an established business
planning process as shown in the diagram
below. The RTA Board sets the strategic
direction of the organisation, documented
and formalised through the RTA's Strategic
Plan 2007-2010.

The plan details a range of strategies to
achieve the vision of working together to
support and enhance an evolving rental
sector. It also identifies the RTA's continuing
strategic priorities: Our Clients, Our Sector,
Our Organisation.

Structured according to these strategic
priorities, the Annual Report is the main
vehicle for reporting the RTA's progress.
The strategic plan is underpinned by

RTA business planning cycle

periodic client
satisfaction
surveys.

RTA business planning overview

Communication and “
Education Strategic Plan

Workforce Management M

Strategic Plan

Information Technology
and Telecommunications
Strategic Plan

Asset Strategic Plan 4

Financial Management P
Strategic Plan

Corporate
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0 Support Plans

v $ v

corporate support plans, an annual
business plan and unit operational plans
specifying activities and performance levels
to be achieved.

The RTA has five major support plans:

e Communication and Education
Strategic Plan.

e Workforce Management Strategic Plan.

® Information Technology and
Telecommunications Strategic Plan.

e Asset Strategic Plan.

¢ Financial Management Strategic Plan.

In conjunction with their line manager,
all staff complete annual performance
development plans to identify their
contribution to RTA planning and
performance as well as establishing
professional development requirements.

Government Priorities
The RTA's business planning seeks to
enhance its services to further support
government objectives and in particular,
contributing to the government’s priority
of ‘strengthening services to
the community’.

Client Needs Stakeholder Views
The RTA uses all interactions  The RTA works in partnership
with clients as an opportunity  with all stakeholder groups
to gain feedback on current  supported by systematic
services and suggestions  consultation and
on future developments, environmental
as well as conducting scanning.

RTA Board

=

RTA Strategic Plan

£ 3 £

Annual
Budget

Annual
Business Plan

Unit Operational Plans

¢

Staff Performance Development Plan

Financial planning

The annual budget process runs in parallel
with the business planning cycle with
planning undertaken in the context of the
financial environment. Business priorities
identified as part of the development of
the annual business plan form the basis
for detailed budget allocations which
fund the activities in operational plans.

In the latter part of the financial year, the
Board endorses the upcoming year’s
administration budget for Ministerial
approval.

A core part of the RTA's business planning
cycle includes performance monitoring and
environmental scanning. The Board and
Executive Team review performance

to date, sector trends and stakeholder
issues particularly at the start of the
planning cycle.

The budget and performance are reviewed
against monthly targets as part of
standardised reporting processes.

A comprehensive mid year budget review
allows for internal reallocations to be
made within budget, if necessary, ensuring
performance targets are met. The RTA
reports to public stakeholders through the
Annual Report, Service Delivery
Statements and associated Parliamentary
Estimates processes.

The Executive Team is responsible for

the implementation of this cycle and to
ensure RTA staff understand their role and
contribution to the process. The General
Manager reports to the Board and with the
Executive Team, monitors progress during
the cycle. Managers, team leaders and
senior staff meet monthly to ensure a team
approach to decision making and strategic
policy implementation.

Risk management

The RTA's Risk Management Framework is
designed to assist staff in implementing risk
management practices and to facilitate a
risk management culture.

In November 2008, a review of the Risk
Management Framework was
undertaken to:

e |dentify opportunities for improvement.
* Review the risk register.

e Ensure formal risk management
approaches that are appropriate to
the RTA's level of risk have

been adopted.

Senior staff, team leaders and the
Executive Team participated in a Risk
Management Workshop to review the
current risk rating process and to review
the risk register.



Performance review framework

Monthly financial reporting

Performance measures

Internal audit program

Quality assurance certification

Client satisfaction survey

Service Delivery Statements

Annual Report

Internal Audit

The Audit and Risk Committee appointed
HLB Mann Judd to provide an internal
audit service for three years commencing
in 2008. The Annual Internal Audit Plan for
2008/09 was completed and included the
following reviews:

Bond Refund Review

This review concluded that the RTA
maintained, in all material respects,
effective control procedures for processing
bond refunds.

Payroll Review

The review concluded that the RTA
maintained, in all material respects,
effective control procedures in relation to
payroll processing.

Risk Management Review

This review resulted in a refined Risk
Register and Risk Assessment matrix.

Access Controls to Core Systems
Review

This review concluded that the RTA
maintained a sound system of internal
control over unauthorised access to
RTA systems.

Performance Review Framework

The RTA Board and General Manager

are responsible for monitoring and
reviewing the performance of the RTA. The
performance review framework ensures
this role is undertaken with comprehensive
knowledge of the full depth and breadth
of the RTA's functions. The table above
outlines the RTA's 2008/09 performance
against key elements of this framework.

Reports level of revenue and expenditure against
the approved budget at each Board meeting.

Reports achievement against annual
performance targets and quantity, quality,
timeliness and location at each Board meeting.

Reports progress and recommendations
from internal audit for Board Audit and Risk
Committee endorsement.

Maintains certification against the relevant ISO
standard.

Biennial survey to gauge client satisfaction and
identify areas for improvement through an
action plan.

Contributes to the Minister’s report on
performance and budget results to the
Parliamentary Estimates Committee.

High reporting standards ensure accountability
to the RTA’s clients, sector and staff.

RTA atrium staircase.

Comprehensive monthly financial reports
provided at each Board meeting - no major
variances from expenditure budget.

Full performance reports provided at each
Board meeting - majority of performance targets
achieved.

Full status of all audits provided to Audit and Risk
Committee - no current critical level risks.

ISO 9001:2000 certification renewed.

Average client satisfaction rate 8.2 out of 10
achieved in 2007/08. Next survey due in
2009/10.

Actual expenditure less than budget forecasts.

Achieved seventh consecutive Gold Award from
Australasian Reporting Awards.
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Corporate Governance

The RTA’s high standards of disclosure, responsibility
and transparency are reflected in the way it consults
with stakeholders to achieve the RTA's vision of
‘Working together to support and enhance an evolving
rental sector’.
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Stakeholder engagement

The RTA prides itself on its effective
partnerships with its external stakeholders
and key business suppliers to provide
responsive service to clients. These
activities, along with formal and informal
client feedback, are an integral part of the
RTA's corporate governance.

The RTA's high standards of disclosure,
responsibility and transparency are
reflected in the way it consults with
stakeholders to achieve the RTA's vision of
‘Working together to support and enhance
an evolving rental sector’.

Industry Development Forum

The Industry Development Forum is
comprised of representatives from key
rental sector stakeholders and is chaired
by the General Manager. Four forums were
held in 2008/09 and provided the RTA with
feedback, opportunities for community
engagement and input on policies and
future directions.



Specific consultations

The RTA undertook specific consultations
with key stakeholders in the following
areas:

consultation in developing the RTA's
Strategic Plan 2009-12

ongoing involvement in cross
government working groups to develop
uniform national legislation for tenancy
databases and the establishment of the
Queensland Civil and Administrative
Tribunal (QCAT).

Business partners

The RTA works closely with key business
partners and has developed strategic
partnership agreements with:

Queensland Investment Corporation —
provides tailored investment services
for the RTA.

Australia Post — enables the RTA
to maintain a local agency service

network around the state. In 2008/09
Australia Post services to the RTA
included:

- eletter Solutions (printing of cheques,
receipts and notices)

- Business Post (parcels)

- Display and Print on Demand (RTA
forms available at Australia Post
outlets)

- Postbillpay (bond lodgement and
refunds via Australia Post outlets)

- Postlogistics (forms warehousing and
distribution)

- Decipha (opening and sorting
incoming mail).

Overseas travel

The RTA's Board members and staff did
not undertake overseas travel during
2008/09.

Did You Know ?

°
... In 1989/90, the Authority
received just over 30,000
telephone calls. In 2008/09
the Authority received more
than 350,000 telephone calls.

...The Australia Post fax
network in 1989 enabled

the Authority to provide the
fastest refund operation of its
kind anywhere in the world.

...The first computers used
by the Authority in 1989
were IBM 286 and 386’s
costing $18,000 and $22,000
respectively.

Future Priorities -
Corporate Governance

The RTA is strongly committed to
further developing its Corporate
Governance Framework and will
focus on enhancing the Management
Standards component. A number of
internal audits are planned as part

of the second year of a three year
Internal Audit Program. The Board
and management of the RTA will also
continue to promote and maintain
the RTA's high standards of corporate
governance and reporting.

Key activities for 2009/10 are to:

e Continue development and review
of the Corporate Governance
Framework, in particular
the Management Standards
component.

Standardise the development and
review of administrative policies
and their enabling procedures.

Broaden the scope of the
Information Steering Committee to
encompass RTA-wide projects and
review, standardise and embed

an effective project management
methodology.

Conduct a test of RTA’s business
continuity plans and facilities.
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Executive Team

The RTA's Executive Team effectively manages daily operations within the RTA’s

strategic framework.
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Fergus Smith, BSc, GAICD, MA, MBA - General Manager

Appointed General Manager in August 2006, Mr Smith brings strong leadership skills and
extensive knowledge of the Queensland housing sector. This knowledge ensures the RTA
continues to support and enhance Queensland’s ever evolving residential rental sector.
Prior to his appointment, Mr Smith was the RTA's Corporate Services and Investigations
Manager from 2002 to 2006. Before commencing with the RTA, Mr Smith spent seven
years with the Queensland Department of Housing in senior management in areas such as
policy, strategic planning, research, performance management, housing systems initiatives
and community housing. Mr Smith has also worked in Queensland TAFE and as the
Director of Client Services for the Queensland Treasury Corporation.

Ray Rapinette, BCom, GAICD - Corporate Services Manager

Joining the RTA in January 2007, Mr Rapinette has more than 20 years of local government
experience and 18 years in the banking industry. Mr Rapinette held executive management
positions in local government in areas including corporate governance, policy and
organisational performance, strategic and operational planning, financial management,
organisational development, information technology and telecommunications, risk and
property and facilities management. Corporate Services provides internal support to the
RTA through human resources, corporate communications, legal, financial management,
information technology and project assistance while supporting the Queensland residential
rental sector and RTA clients through external communications channels.

David Breen, BA (Hons), Grad Cert (Housing Mgt & Policy) -
Policy and Educational Services Manager

Joining the RTA in 1999, Mr Breen has extensive knowledge of the Queensland housing
sector holding a number of executive positions in the Department of Housing. Having
considerable experience with disability services in Tasmania, Victoria and Queensland,
Mr Breen managed the unit that established the Queensland Government Program
‘HomeAssist/Secure’, which removes some housing related difficulties for people with

a disability and the elderly. Policy and Education Services undertakes research, policy
development, community education and investigations to maintain integrity and balance
with Queensland’s residential tenancies rental sector.

Phil Davison, BSW, Grad Dip (HR & IR) -
Dispute Resolution Services Manager

Mr Davison joined the RTA in January 2006, as Manager Dispute Resolution Services.

Mr Davison has previously held positions with Queensland government bodies, worked

for the Office of Adult Guardian and Manager of complaints of the Anti-Discrimination
Commission Queensland for more than seven years. Dispute Resolution Services supports
the RTA's clients by providing specialist conciliation services to help resolve disputes arising
in agreements under the Tenancies Act and the Accommodation Act.

Kylie Lewis, BBus (Mgt) - Rental Bond Services Manager

Joining the RTA in 1995, Ms Lewis was appointed to the position in May 2009, bringing
with her extensive public service experience. Ms Lewis’ career at the RTA spanned

many roles beginning as Research Officer (Statistics). Before joining the RTA, Ms Lewis
worked for organisations including the Lands Department, the Queensland Government
Statisticians Office and the Department of Education and Corrective Services. The Rental
Bond Services Division provides a rental bond custodial service including the processing of
all bond lodgements and refunds.

Alan Tupper - Client Contact Services Manager

As the longest serving Executive member, Mr Tupper has been part of the Executive
Team since the creation of the Rental Bond Authority (RBA) in 1989. Mr Tupper played a
pivotal role in getting the RBA off the ground as a member of the first management team
and oversaw the administration of the Rental Bond Act 1989 ahead of the introduction of
the RTA in 1995. Before joining the RBA, Mr Tupper had aimost 20 years experience in
management, held banking and retail positions in both the private and public sectors. The
Client Contact Services Division offers a free telephone information service for tenants,
lessors, agents, residents and accommodation providers.



Our Clients

Services for Our Clients

As Queensland’s residential rental sector
continues to evolve and grow, the RTA
addresses the needs of all clients through
client focus, innovation and commitment to
excellence in service delivery.

Objectives

Service Quality

Continually achieve high standards
of quality in service delivery in
terms of relevance, accuracy,
timeliness and accessibility.

Service Awareness and
Utilisation

Continue to position the RTA as
the key information provider to the
residential rental sector ensuring
that current and potential clients
are aware of and can easily access
the RTA’s services.
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Received 1,392 calls each working day or
350,713 calls for the year, up 1.4%.

Answered 46.0% of calls immediately and
86.5% within two minutes, almost achieving
target of 90%.

Processed an average of 2,763 bond forms
daily, or 696,190 for the year, up 3.5%.

Processed 97.8% of Australia Post refunds
within 15 minutes, exceeding target of 95%.

Achieved a take up rate for e-Services of 1622
agents, representing 59.2% of all bonds held
compared to 50.0% last financial year.

Received 19,276 requests for dispute
resolution, up 6.0%.

Finalised 87.9% of disputes within 28 days of
receipt, exceeding target of 70.0%.

Resolved 65.6% of disputes where parties
participated in conciliation, exceeding target
of 65.0%.

Successfully resolved 96.9% of the 589
cases investigated.

Promoted the RTA through response to media
enquiries, advertising, the RTA website and
targeted community education activities.



Our Clients

Focus on Service Quality

With a significant increase in demand for client
services, RTA staff remain committed to providing
consistently high quality information and support

services to our clients.

Delivering accurate information

The RTA Client Contact Centre is an
integral part of the RTA’s client service
frontline, responding to an average of
1,392 calls each working day in 2008/09
(1,379 daily in 2007/08). With a thorough
knowledge of Queensland tenancy

law, staff provide accurate and helpful
information to clients.

As growth of the state’s residential rental
sector continues, demand for RTA services
increases. Client Contact Centre enquiries
increased 1.4% in 2008/09 to 350,713
calls (compared to 346,010 in 2007/08).

The majority of client calls continue to be
bond related, accounting for 61.8% of all
calls. However, the proportion of bond
queries has reduced (63.3% in 2007/08)
due to agents now accessing their own
bond records via the RTA's e-Services

Mandy Lewis, Dispute Resolution.

facility (see page 33 for more information on
e-Services). Other common client enquiries
include rent increases, maintenance issues

and breaking tenancy agreements.

Despite increased demand, the Client
Contact Centre maintained high service
quality standards, with 46.0% of all calls
answered immediately (target 55%) and
85.6% within two minutes (target 90%).
The average waiting time for callers was
53 seconds in 2008/09, showing an
increase compared with the previous year
(41 seconds). The three busiest months
recording the highest daily averages in 2009
were January (1,493), February (1,674) and
March (1,541).

Significantly, average talk time in 2008/09
was 212 seconds compared to 199
seconds in 2007/08. This was largely due to
increased call complexity.

The RTA introduced online enquiries as a
further client access point in July 2008.
More than 3000 online enquires about
bond and tenancy matters (averaging
more than 15 per day) were received
during 2008/09.

Consistency and quality of information

is a constant focus for the RTA. The
RTA's Monitoring for Quality project is
used to safeguard the organisation’s high
service standards. The Contact Centre
Skills, Performance, Expertise, Attitude,
Knowledge (SPEAK) program provides a
framework for ongoing improvement.

During the year, staff also continued to
work on identifying call quality monitoring
software tools for enhancing overall
performance. This culminated in the
approval to purchase new software which
will be used to monitor call quality.

Client Contact Centre - calls logged by client type - 2008/09

Unit Manager
1.5%

Tenant/Resident
57.4%

Other
3.1%

Lessor/Service Provider
11.1%

Real Estate Agent
26.9%

Calls answered by the RTA's Contact Centre - 2004/05 to 2008/09

400 350,713
346,010 ’
327,085 !
350 309,145
286,447
300
250
200
150
100
50
0
2004/05 2005/06 2006/07 2007/08 2008/09
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Rental bond management

The management of rental bonds is one
of the RTA's core client service functions
with 2763 bond forms processed daily
(compared to 2669 daily in 2007/08).

In 2008/09, the RTA processed a record of
696,190 bond forms. This figure comprised
353,224 bond lodgement forms (341,426
in 2007/08) and 342,966 bond refund/
change bond forms (328,385 in 2007/08).

The peak months for bond administration
services were from December to March,
with daily averages of bond forms
processed above 2950 and a maximum
daily average of 3250 forms processed

in February.

Bond lodgements

New bonds lodged rose from 235,160 in
2007/08 to 241,835 this year, illustrating
the ongoing growth of the state’s rental
sector. In monetary terms, average daily
figures grew significantly in 2008/09 to
$1,250,000 in bond lodgements compared
to $1,132,000 in 2007/08. The flattening
of rent levels reflecting changing economic
conditions led to decreasing bond top-ups
toward the end of the year.

In order to maintain high client service
levels, bond management initiatives
derived from the RTA's Monitoring for
Quiality project continued to be developed
throughout 2008/09. This ensures

the accurate and complete transfer of
information between property managers
and the RTA. Ongoing work will further
streamline bond transactions.

Refund of bonds

Demand for bond refund services also
grew during the year with an average
887 bond refunds finalised daily (868

in 2007/08). The average value of the
RTA's bonds refunded daily, increased to
$1,022,000 in 2008/09 from $902,000 in
2007/08. Of all bonds refunded, 72.2%
were agreed by the parties and, of the
remaining 27.8%, 86.2% were finalised
after a Notice of Claim was issued and
not disputed. In total, 72.3% of bond
monies was returned to tenants (73.3% in
2007/08).

The RTA's online bond management
service, e-Services, provides agents with
the option to process a refund where they
direct 100 percent of the bond to be paid
to the tenant. In 2008/09, 7625 refunds
were processed through e-Services (3149
in 2007/08).

In 2008/09, the RTA processed 97.8% of
Australia Post refunds within 15 minutes,
exceeding the target of 95%.

The proportion of non Australia Post
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refunds (via mail or direct credit) processed
within two working days totalled 87.2% for
the year, exceeding the target of 85%.

The RTA continues to encourage clients

to use direct credit for bond refunds, with
50.9% of all transactions processed by this
method compared to 49.9% in 2007/08.

Marc Fidler, from the Contact Centre.

This refund method continues to grow in
popularity amongst self-managing lessors,
with 68.5% of refunds paid to lessors via
direct credit against 67.1% the

previous year. The adoption rate for
tenants using this method remained
consistent with 34.9% receiving direct
credit refunds.

Forms received for bond processing - 2004/05 to 2008/09
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Dispute resolution requests received - 2004/05 to 2008/09
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Reasons for disputes - 2008/09
Compensation Repairs Lease broken
(in excess of bond) 8.2% 0.7%
18.1%

Rent

S

Bond distribution
45.6%

36.3%

Rent arrears

41%
increases

Other -
Entry by lessor/agent General tenancies
2.2% 13.2%

Breach Notice to Leave
10.4%

— Other - On going tenancies

Residential Services
1.6%

Results of dispute resolution requests processed - 2008/09

Negotiation
attempted - failed to agree
24.6%

Advice provided

15.6%

Agreement
31.3%

Other - Did not participate

28.5%

Unable to contact parties

3.2% Received
too late
2.0%
Withdrawn
Unsuitable for conciliation 6.3%

14.4%

Negotiation refused
2.6%

-
What are the reasons for
disputes?

A tenancy dispute can occur for a
variety of reasons including cleaning or
outstanding rent. Disputes relating to
the distribution of bond money at the
end of a tenancy accounted for 45.6%
of all disputes received during the year.

The RTA also receives disputes
involving claims for compensation in
excess of the rental bond held for the
rental premises, after the bond has
been distributed (18.1%).

A significant proportion of disputes
relate to ongoing tenancies and
accounted for 36.3% of all disputes.

The reasons for disputes during
tenancies often relate to issues involving
repairs and maintenance to premises,
rental arrears and terminating a tenancy.

Resolving tenancy disputes

The RTA's free Dispute Resolution Service
assists all clients involved in disputes under
the Tenancies Act and the Accommodation
Act. RTA conciliators primarily use shuttle
negotiation by telephone and telephone
conferencing to assist parties reach an
agreement. However, meetings can also
be facilitated between parties

where appropriate.

The RTA's Dispute Resolution staff provide
high quality support to clients by:

e providing information about the
legislation

® encouraging resolution of disputes by
generating options and sharing offers

e assisting parties to exchange relevant
information and documents such
as receipts.

In 2008/09, the RTA again experienced

an increase in the total number of dispute
resolution requests received (6.0%), with

a total of 19,276 requests compared with
18,188 in 2007/08. The number of dispute
resolution requests received under the
Accommodation Act increased 12.1%
with 324 requests received in 2008/09
compared with 289 in 2007/08.

The increase in the total number of
disputes received by the RTA may be the
result of a number of ongoing interrelated
factors, including greater awareness of the
RTA's services, a tight Queensland rental
market, an increase in median rents and an
increase in the number of people renting.
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Achieving positive outcomes

Disputes are generally resolved through
a three way telephone hook up with
parties (telephone conferencing), or
separate shuttle telephone negotiations
with each party. While conciliation is a
voluntary process and the RTA cannot
compel parties to participate, people are
encouraged to take part as there is a
strong possibility the matter will be resolved
without the need for further action in the
court system.

In 2008/09, the proportion of resolved
disputes after parties participated in
conciliation was 65.6% against a target of
65%. The RTA continues to identify and
analyse trends in the sector to understand
the nature of disputes.

Despite the increased volume of disputes,
the RTA achieved timely outcomes
finalising 87.9% of disputes within 28 days
of receipt in 2008/09, against a target

of 70%.

The RTA continued to work in partnership
with the Australian Centre for Peace and
Conflict Studies (ACPACS) to provide
specialised telephone conferencing skills
training for conciliators.

To further improve operational efficiencies,
the RTA optimised the availability of

15 sessional conciliators in regional
Queensland and continued to review
processes ensuring disputes lodged are
within jurisdiction and suitable

for conciliation.

Collaborating with the Small
Claims Tribunal

While the RTA encourages self resolution
of disputes, the Tenancies and
Accommodation Acts provide a two-step
dispute resolution process involving the
RTA and the Tribunal.

As part of a joint action plan with the
Tribunal, the RTA continues to promote
the information booklet, Handling Tenancy
Disputes in the Small Claims Tribunal.

The RTA also continues to work with

the Tribunal to improve administrative
coordination between agencies.

Reports provided by the RTA's data
interchange with the Tribunal indicate that
only 16.9% of disputes finalised by the
RTA in 2008/09 had a related Tribunal
application. This result illustrates the
important role the RTA's Dispute Resolution
Service plays in minimising the number

of cases proceeding unnecessarily to the
Tribunal. Of the finalised disputes with a
related Tribunal application, 61.1% involved
bonds, 24.6% involved compensation
being sought in excess of the bond and
14.3% involved ongoing tenancies.
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Types of investigations and
prosecutions

The RTA investigates complaints about
breaches of offence provisions in the Acts
as part of the RTA's function of promoting
compliance with tenancy laws.

Investigations are conducted impartially
and in accordance with the principles of
natural justice. Most investigations are
in response to complaints from tenants,
lessors or agents, however the RTA also
initiates proactive investigations from
operational information.

The RTA aims to promote compliance with
the Acts. Where it is established that an
offence has been committed, investigations
staff may take an educative approach
dependant on a range of factors including

seriousness of the offence, cooperation
with the investigation and any past history
of offences. Prosecutions are initiated for
more serious cases or where there is a
history of offences.

In 2008/09, the RTA conducted 589
investigations which, while lower than

the previous year, reflects a drop in
complaints received. Of investigations
carried out, 96.9% were successfully
resolved, with 91.3% finalised within six
months exceeding target of 90%. Most
unsuccessfully and resolved cases related
to issues outside the RTA's jurisdiction.

Of cases investigated, 29 were successfully
prosecuted in the Magistrate’s Court,
double the number of prosecutions

carried out last year, reflecting an increase
in more serious cases being reported.

Grounds for investigations of complaints regarding breaches of the
Residential Tenancies Act 1994 - 2008/09
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Focus on Service Awareness and Utilisation

RTA staff provide a wide variety of information
and support services, allowing our clients to
choose the contact option that best suits

their needs.

Providing accessible service
options for clients

With a statewide service delivery
responsibility, the RTA is committed to
maintaining multi-channel access to client
services, ensuring all client groups receive
appropriate support. Often the first point of
contact, the RTA's Contact Centre can be
reached on 1300 366 311 from anywhere
in Australia for the cost of a local call.
Clients may listen to a range of recorded
information or talk directly with a client
services officer.

RTA clients may access tenancy and
residential service forms through a variety
of service channels. Clients can download
individual forms and fact sheets from the
RTA's website. Forms are available by
calling, faxing or emailing the RTA's forms
distributor. Alternatively, all bond and
tenancy forms are available through the
RTA's print on demand, and stockholding
arrangements with selected Australia Post
outlets throughout Queensland. The RTA's
partnership with Australia Post provides

a local agency service network at 577
locations around Queensland, providing
clients with better access to forms and
tenancy information.

The RTA's online bond management
service, e-Services, continued to grow

in popularity in 2008/09. This facility,
introduced in August 2007, provides
agents with the convenience of viewing or
downloading bond records and processing
refunds where 100% of the bond is to be
paid to the tenant. By 30 June, 2009, 1622
agents were registered to use e-Services.

Together, these agents represent 59.2% of
all bonds held (50.0% in 2008).

Of agents given the opportunity to take
up e-Services (those with 10 or more
bonds), 48.0% are now registered (43.6%
in 2008).

The 2008/09 financial year saw resources
redirected to prepare the RTA for the
implementation of the new Residential
Tenancies and Rooming Accommodation
Act 2008.

Design and development continued in
2008/09 for the next phase of e-Services
which will enable agents to lodge bonds
online, either in whole or in part. Although
originally planned for release in 2008/09,
this functionality is now expected to be
available in 2010.

The RTA website (www.rta.gld.gov.au) is
an essential information and educational
resource for clients. In 2008/09 the site
recorded 963,005 visits compared to
1,049,607 visits registered in 2007/08.

This in part is due to reduced
communication activities as a result of the
impending introduction of the Residential
Tenancies and Rooming Accommodation
Act 2008.

The most frequently downloaded (111,390)
publication or form in 2008/09, was the
General Tenancy Agreement (Form 18a).

In 2008/09, e-Bulletins continued to be
used to provide information to client groups
such as tenants, agents and self managing
lessors on a number of issues including
e-Services and changes to the Acts.

Website user sessions - 2004/05 to 2008/09
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RTA front counter provides a number of client resources, including information, forms and fact sheets.
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Our Clients - RTA Publications

RTA Forms

RTA approved forms are available from the RTA's website www.rta.qgld.gov.au and from
most Australia Post outlets around Queensland or from the RTA’s distributor on
1300 136 939 or fax (07) 3216 2258 or email RTAForms.gld@auspost.com.au
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Forms for Residential Tenancies

Use these forms if you are either living
in or managing townhouses, flats,
houses, moveable dwellings

or houseboats.

e Form 1a Entry Condition Report
(General Tenancies)

e Form 1b Entry Condition Report
(Moveable Dwelling/Site)

e Form?2 Bond Lodgement
e Form3  Transfer of Bond
e Form4  Refund of Rental Bond

e Form5  Change of Lessor or
Lessor’'s Agent

e Form6  Change of Shared
Bond Arrangement

e Form7  Part Payment of Rental
Bond

e Form8 Lessor’'s Agent Signature
Record#

e Form9  Entry Notice

e Form 10 Notice of Lessor’s Intention
to Sell

e Form 11 Notice to Remedy Breach
e Form 12 Notice to Leave
e Form 13 Notice of Intention to Leave

e Form 14a Exit Condition Report
(General Tenancies)

e Form 14b Exit Condition Report
(Moveable Dwelling/Site)

e Form 15 Abandonment Termination
Notice

e Form 16 Dispute Resolution Request

e Form 17a Renting a home: a tenant’s
guide to the rules for
renting in Queensland

e Form 17b Renting in Queensland -
Your rights and
responsibilities as a tenant in
moveable dwelling tenancies

e Form 18a General Tenancy Agreement

e Form 18b Moveable Dwelling Tenancy
Agreement

Forms for Residential Services

Use these forms if you are living in or
managing rented rooms in privately
run boarding houses, aged rental,
supported or student accommodation.

e Form R1 Condition Report

e Form R2 Bond Lodgement

e FormR3 Transfer of Bond

e Form R4 Refund of Rental Bond

e Form R5 Change of Service
Provider/Manager

e Form R6 Change of Shared Bond
Arrangement

e Form R7 Part-Payment of Rental
Bond

e Form R8 Service Provider's/Manager’s
Signature Record#

e Form R9 Entry Notice

e Form R11 Notice to Remedy Breach

e Form R12 Notice to Leave

e Form R13 Resident Leaving Form

e Form R16 Dispute Resolution Request

e Form R18 Residential Service
Agreement

# Not available at Australia Post outlets

The following RTA publications are
available online at www.rta.qld.gov.au or
by calling 1300 366 311.

e Update newsletter

* Managing General Tenancies:
Information resource for Managers of
General Tenancies

e Handling Tenancy Disputes in the Small
Claims Tribunal: A guide for all parties
involved in renting in Queensland

e Renting in Queensland: Guide for
Caravan and Relocatable Home
Park Operators *Available online only

* A Resident Information Booklet

e RTA Statement of Affairs

e RTA Strategic Plan

e RTA Annual Reports (1999 — 2007/08)



RTA Fact Sheets

The RTA produces a range of fact sheets addressing
specific aspects of residential tenancies and can be
downloaded from the RTA's website www.rta.gld.gov.au.

Sign up for e-Bulletins  »

Fact Sheets for Residential
Tenancies

e Abandoned premises

e Allowing time when serving notices —
General Tenancies

e Allowing time when serving notices —
Moveable Dwellings

e Caravan parks and manufactured
homes

e Charging for electricity and other
services in a moveable dwelling park

e Continuing a fixed term tenancy
e Dispute resolution services

e Domestic violence — information
for tenants

e Entry and privacy
e Five most frequently asked questions
e Goods and documents left behind

* |mportant renting information for natural
disaster victims

e Moveable dwelling park closure

e Police powers to deal with a
serious nuisance

e Rent payments and holding deposits

e Rental premises — use condition
and repairs

® Renting in Queensland
e Residential tenancy agreements

e Share homes, co-tenancies
and subletting

* Smoke Alarms
e Tenancy databases
e Terminating a tenancy agreement

e Water charging

RTA’s e-Bulletins service keeps clients
up to date with all the news about
renting or managing a rental property
in Queensland.

Fact Sheets for Residential
Services

e Coverage of the Accommodation Act
e Dispute resolution services

* Ending a residential service agreement
e Entry and privacy

e Forms

* (Goods and documents left behind

® House rules

* Power to remove a resident

* Rent

e Rental bond

e Residential service agreements

e Residents with impaired capacity

* Rights and responsibilities of residents
and service providers

e Information for providers of student
accommodation

e |nformation for students

The RTA website offers
comprehensive information
for all parties involved in
renting a home.

Whether you are a tenant, student, service
provider, real estate agent, property
manager or lessor, everything you need

to know about renting a property in
Queensland is available on the RTA
website.

The website contains all forms and fact
sheets required throughout a tenancy and
useful information such as quarterly median
rents, hints on how to resolve disputes and
information for school students.

www.rta.gld.gov.au

To sign up for e-Bulletins, go to
www.rta.qld.gov.au/subscribe.cfm
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Our Clients

Raising Awareness

During 2007/08, the RTA developed a
range of strategies to raise awareness of
the RTA and its services amongst targeted
client groups. Findings from the 2006/07
RTA Awareness Research project provided
a clear snapshot of current awareness
across the state, client service expectations
and how best to communicate to specific
client groups.

Based on this research, the RTA increased
the effectiveness of its communication
activities by producing integrated
campaigns including targeted media
advertising, electronic media strategies and
public relations activities. Communications
campaigns implemented in 2008/09
included information on tenancy law and

Future Priorities -
Our Clients

Key activities for 2009/10 are to:

Implement Phase Two of the
RTA’s e-Services facility to provide
agents with enhanced online bond
management facilities such as
lodgements.

Implement call recording
technology as part of the Call
Quality Program and maintain high
quality client service.

Expand telephone conferencing as
a key method to resolve disputes
as well as continuing to utilise
telephone shuttle negotiation.

Develop links and liaise with

the Queensland Civil and
Administrative Tribunal (QCAT)
which will replace the Small Claims
Tribunal in handling tenancy
disputes from 1 December, 2009.

Review strategies for maintaining
statewide client access to the
RTA’s services.

Systematically review RTA forms
with a focus on usability and
processing efficiencies.

Maintain focus on proactive
investigations and assessment of
industry trends, while continuing
to resolve all complaints received
within agreed performance
indicators.

Continue to communicate the
benefits of e-Services to agents
and promote direct credit as
the preferred method of bond
payment.
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awareness campaigns on changes to
tenancies legislation.

The RTA uses a wide variety of
communication channels to get its
message across, including e-Bulletins,
web advertising, radio and print media
and public relations activities such as
media releases, press interviews and
community service announcements.

r

Case Study - The Kitchen

At the end of a tenancy, the lessor was
claiming the full bond of $1040 due to a
small burn mark about the size of a 50 cent
piece left on the kitchen bench top by

the tenants.

The lessor claimed that given the nature
of the burn, there was no other option but
to replace the entire bench top. While the
tenants agreed that they were certainly
responsible for the burn mark, they felt
that claiming the full bond was excessive,
especially given they had lived in the
property for over four years and were
exceptional tenants.

During conciliation with the RTA, the lessor
agreed that the tenants took great care of
the property and always paid rent on time
adding that this issue was not personal,
but more so a business decision.

Asked by the RTA conciliator if he had
looked into his insurance policy, he advised
that up until now he hadn’t but he would
certainly look into it and get back to all
parties concerned.

Did You Know ’?

... By June 30, 1990, the
Authority had paid 4527 bond
refunds worth $2.63 million.
In 2008/09 the Authority paid
223,648 bond refunds worth
$257.4 million.

...The RTA averages 887
bond refunds every day
worth $1.02 million.

The lessor looked at his insurance policy
and found that he could in fact claim the
bench top as part of the policy advising his
excess to claim would be $250.

The RTA conciliator asked the tenants if
they would be prepared to pay the $250
excess and if this would be acceptable
to the lessor. The tenants replied saying
they were more than happy to pay as
they caused the damage, but just not the
full bond amount of $1040 as that was
excessive for the damage done.

The lessor agreed with the compromise
and was delighted that the differences
were able to be sorted with both parties
apologising to each other for letting the
matter escalate this far.

Living in a small country town, they all
wished to remain on friendly terms and
agreed on coffee in the future.

Both parties agreed that a resolution would
not have been possible if not for the
RTA conciliation.



Our Sector

Enhancing Our Sector

The RTA works with a broad range of
stakeholders to support a growing residential
rental sector by ensuring the legislative and
policy frameworks remain effective.

Objectives

Regulation

Regulate the sector through a
policy framework which considers
the rights and responsibilities of all
parties and its impact on the sector.

Engagement

Engage with stakeholders to
identify emerging trends and
improve understanding of the
issues affecting the residential
rental sector.

Support

Support the sector through
education, industry analysis and
funding initiatives.
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Key Results

Oversaw the drafting of the Residential
Tenancies and Rooming Accommodation Act
2008 and Residential Tenancies and Rooming
Accommodation Regulation 2009.

Reviewed and introduced new suites of
forms, fact sheets and support material with
revised standard terms as required by the new
legislation.

Supported the Queensland Government’s work
in establishing draft national tenancy database
legislation.

Oversaw the preparation of the Australasian
Residential Tenancies Conference 2009 and
program, which the RTA will host in September,
2009.
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Participated in government reviews such as
the review of Queensland Tribunals which will
result in the establishment of the Queensland
Civil and Administrative Tribunal (QCAT).

Continued to support the development of
options for low-income households to access
and sustain private rental tenancies.

Undertook community education on tenancy
law and related issues with a focus on the
introduction of the Residential Tenancies and
Rooming Accommodation Act 2008.

Provided $180,000 to 14 community
organisations through RTA’s 2008/09
Community Education Public Grants Scheme.

Future Priorities - Our Sector 44
Case Study - Working with community groups 44



Our Sector

A strong and evolving rental sector

Queensland has a growing rental sector with a strong demand

for rental housing, as the market faces challenges of housing

and related infrastructure demands due to population growth.

In such a dynamic environment, it is
essential that legislative and policy
frameworks remain effective and relevant.

The RTA is an integral component of
Queensland’s rental sector, acting as
regulator, educator, policy advisor and
service provider for the private and

public residential rental markets. Its
essential work in monitoring legislation,
developing policy, working in partnerships
and providing education contributes to
maintaining a fair and balanced rental
community.

Regulating Our Sector

The RTA is responsible for ensuring that
tenancy legislation supports government
priorities and remains relevant to the sector.

This is achieved by reviewing and providing
advice on the operation of the laws
administered, as well as providing policy
advice to agencies responsible for other
legislation which impacts on the rental
sector.

The policy focus for much of 2008/09
was on drafting and seeking passage of
the Residential Tenancies and Rooming
Accommodation Bill 2008.

The Bill amended and combined the
provisions of the existing Residential
Tenancies Act 1994 and Residential
Services (Accommodation) Act 2002.

Both these Acts will be repealed when the
new Residential Tenancies and Rooming
Accommodation Act 2008 commences on
1 July, 2009.

Parliament passed the new Act on

8 December, 2008, which was the
culmination of a four year process in
updating Queensland’s tenancy laws.

The Residential Tenancies and Rooming
Accommodation Regulation 2009 was
approved by Governor-in-Council in June,
2009, and will support the provisions of the
new Act.

The new legislation incorporates

changes which were developed during
comprehensive reviews in both 2006 and
2007. RTA policy staff worked closely with
the Office of the Queensland Parliamentary
Counsel as drafting instructors during the
complex drafting process of the new Act
and supporting Regulation.

RTA Policy and Education Services Manager, David Breen and Principal Policy Officer, Janet Arber,
discuss current tenancy issues to ensure legislative and policy frameworks remain effective.

The Queensland Government building at the Brisbane Ekka housing the RTA display.

While fundamental aspects of the new
legislation remain unchanged, there are a
number of significant changes to processes
and new requirements and regulations for
emerging issues. The RTA undertook a
review of forms and education materials
reflecting the changes and commenced an
information campaign introducing changes

to the sector. Education activities will
continue into the 2009/10 year.

The RTA continued to work with other
government entities to further strengthen
legislative frameworks around rental
arrangements and have input into reviews
which impact on renting in Queensland.
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Our Sector

Responding to sector issues

Representative and democratic
governance requires the public sector
to be responsive and accountable to its
clients. The RTA offers a support role to
the Minister’s office by providing expert
advice. Following the March 2009 State
Election, the RTA now reports to the
Minister for Community Services and
Housing and Minister for Women, the Hon
Karen Struthers MP. During the year,
the RTA:

e prepared information for 82 replies to
Ministerial correspondence

e provided 55 briefing notes and
submissions about emerging tenancy
law and related issues

¢ replied to two Parliamentary Questions
on Notice

e responded to 36 requests for other
information.

The RTA also coordinated research and
briefing papers for the Board and Minister
on key legislative and other policy issues.

Engaging with Our Sector

The RTA supports the Queensland
Government’s community engagement
strategy, and aims to work with
stakeholders in a collaborative
environment. In addition to formal
community consultation during
legislative reviews, the RTA relies on
sector representatives to participate in
Stakeholder Working Parties, which are
formed as required, to provide input

into its legislative reviews. Interaction
with peak bodies and stakeholders

is promoted through regular round

table discussions at quarterly Industry
Development Forums. These provide an
opportunity for the RTA to consult with
the sector on emerging policy issues
and gives them an opportunity to raise
industry issues or views for open debate
or clarification. In 2008/09 topics included:

e input into Queensland Government
legislative reviews including targeted
stakeholder consultation into the review
of Tribunals and development of the
Queensland Civil and Administrative
Tribunal, and updates on reviews of
manufactured homes legislation

* briefings on developments in uniform
legislation for tenancy databases

e gspecific consultation on draft
versions of the Residential Tenancies
and Rooming Accommodation
Bill 2008 and the proposed
Residential Tenancies and Rooming
Accommodation Regulation 2009,
including changes to standard terms
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The RTA presents free workshops for lessors and industry representatives throughout Queensland.

e presentations about RTA business
developments, including the dispute
resolution teleconferencing initiative
and e-Services

e stakeholder input into the RTA’s
Strategic Plan 2009-2012

e updates on the Australasian Residential
Tenancies Conference 2009, which the
RTA is hosting

e overview of implementation plans for
the new legislation, including identifying
opportunities where the RTA could
support sector initiatives.

From 9 to 11 September, 2009, the RTA
will host the 8th Biennial Australasian
Residential Tenancies Conference, which
will invite representatives from around
Australia and New Zealand to examine
emerging issues in the residential rental
sector and provide unique opportunities
for networking in this specialised field. The
conference theme “Rental Realities -
Under the Spotlight” will explore the
challenges currently facing the residential
tenancies sector in Australasia, and
discuss new ideas and approaches.
Conference delegates will be able to
choose workshops from three specialty
streams:

e Tenancy Tribunals and Dispute
Resolution.

e Tenancy Information and Community
Education.

e Tenancy Policy and Legislation.

Collaborating with other
government agencies

Queensland Government agencies play an
important role in reviewing and addressing
a diverse range of sector issues and the
RTA participates in a number of cross
government working groups. The RTA
valued the opportunity to have input

into reform groups such as the review of
neighbourly relations, a national working
party responsible for introducing uniform
legislation on tenancy databases and

a cross government working group
developing water demand management
strategies.

The RTA enjoys a strong partnership with
the Department of Communities, working
together to investigate opportunities for
supporting affordable housing initiatives
for low-income households.

Throughout 2008/09, the RTA liaised with
the Chief Magistrate and representatives
of the Small Claims Tribunal as part of

an ongoing action plan to facilitate better
access to the Tribunal and encourage
greater consistency. In 2009, the Senior
Magistrate responsible for tenancy dispute
issues, Mr Bill Randall, retired. Mr Randall
handled most tenancy disputes in the
Brisbane Small Claims Tribunal for many
years and provided regular articles for
the RTA’s flagship publication ‘Update’,
providing information about the Tribunal’s
general approach to common issues. The
RTA appreciates the contribution he has
made in the sector during his career.



Supporting the sector
Monitoring sector trends

The RTA continued to be a key source of
rental sector information for all stakeholder
groups and the general public throughout
2008/09 by way of its analysis of rental
bond lodgement data. Quarterly reports
detailing median weekly rents according
to location and type of premises and data
on monthly RTA operational activity are
published on the RTA's website. The RTA's
median weekly rent data is prepared on

a quarterly basis and is often cited in the
media reporting on the current state of the
Queensland rental market.

The RTA uses regular analysis of client
contacts such as client enquiries, types
of dispute resolution requests and Small
Claims Tribunal orders to monitor the
operation of the Tenancies Act and the
Accommodation Act and inform its policy
advice. The RTA also analyses operational
data and monitors emerging trends in the
rental sector to identify target areas for
community education activities.

In 2008/09, the RTA responded to more
than 270 requests for rental market

data and other statistical information
from various government agencies,
stakeholders and the community. This
represents a slight decrease in requests
from 2007/08. While the number of
requests has decreased, data requests
are becoming increasingly complex. This
may indicate a growing need to analyse
Queensland’s tight residential rental sector
in greater detail.

Providing ongoing community
education and support

The RTA undertakes community education
on tenancy law and related issues through
the:

e delivery of an outreach program of
information sessions and information
displays

e production and distribution of targeted
information resources

e support of community organisations by
providing funding for tenancy education
through a small grants program

e development of strategic partnerships
with key industry stakeholders.

This year’s community education focused
on providing information and education
to members of the rental sector about
Queensland’s new tenancy legislation.
Over 1000 people attended public
information sessions conducted by

RTA staff.

Jason King, Senior Research Officer provides valuable rental data to the sector.

RTA display stall at the Ekka provides community education on the rules for renting in Queensland.

Managers of council owned caravan
parks, property managers from major real
estate franchises, the Real Estate Institute
of Queensland (REIQ), resident managers
from the Queensland affiliation of the
Australian Resident Accommodation
Managers Association (ARAMA),
supported accommodation providers from
Supported Accommodation Providers
Association (SAPA) and staff from
community housing provider organisations
and Queensland Community Housing
Coalition (QCHC) attended a further 18
targeted information sessions conducted
for their groups.

RTA staff also carried out community
education in regional areas including Gold
Coast, Sunshine Coast, Rockhampton,
Wooroobinda, Cairns, Yarrabah,
Toowoomba and Mount Isa and several

Brisbane locations where they delivered
information sessions and provided
educational support to tenancy workers
from community organisations and
government departments.

The RTA provided information for the
general public at its display at Brisbane’s
RNA Show and for targeted groups

at events such as the Brisbane City Council
International Student Civic Reception.

The focus of each information display
varied and included students with a
disability - Post Schools Options Expo,
property managers - Real Estate Institute
of Queensland Property Management
Conference, culturally and linguistically
diverse community members -
Multicultural Festival, Aboriginal and Torres
Strait Islander people - NAIDOC Family
Fun Day.
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Our Sector

Providing up-to-date information
to tertiary students

Targeted training and education for key
student groups continued throughout
the year.

Key activities included:

e providing resources to student
accommodation offices around
Queensland universities (fact sheets,
key rings, rent reminder