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-> Consumer Affairs Victoria

This year we worked
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About us

Annual Report 2013-14

Our functions

Consumer Affairs Victoria
IS the state’s consumer
affairs regulator. At 30 June
2014, we were responsible
for administering 29 Acts
of Parliament.

Our role is to:

* review and advise the Victorian
Government on the consumer
protection framework
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Consumer Affairs Victoria

Our performance

Performance against
Budget Paper Number 3
(BP3 targets)

goods and services

This section reports on our
performance against BP3 targets
speci ed for Consumer Affairs
Victoria in the 2013-
Budget. For budget purposes,
outputs are de ned as those

government by departments,
agencies and statutory bodies.

The table below reports actual
performance against targets

for each output measure.
Corresponding data for the

two previous years is also included.

14 Victorian

provided to

Unit of 2011-12 2012-13 2013-14 2013-14
measure Actual Actual Target Actual

Quantity
Information and advice provided
number

to consumers and traders
Inspections, compliance monitoring

R number
and enforcement activities
Registration and licensing transactions? number
Quality
Customer satisfaction with services provided?® per cent
Timeliness
Services provided within agreed timeframes per cent
Cost
Total output cost* $ million

590,449 494,595 520,000 524,078
9,417 9,749 10,000 10,588
650,002 467,913 450,000 486,655
95.0 94.0 90.0 93.2
87.7 90.1 90.0 86.2
117.9 90.4 88.0 80.8

Information and advice

Information and dispute services

Calls answered 390,349
Disputes nalised — front line resolution 9,395
Digital

Website visits 2,372,794
Email and online enquiries 48,457
Twitter followers 4,984
Facebook page likes 17,418
YouTube video views 500,105
RentRight app downloads 10,368
Community information

Qonsumer Affairs Victoria participation 82
in expos/stalls/conferences

Information sessions 897

Registrations and licensing

New licence, registration and
S L 5,235
permission applications processed

Total registration and licensing transactions 486,655

Face-to-face or intensive assistance

Consumer Affairs Victoria’s funded community services

Tenants assisted under the Tenancy Advice

and Assistance Program 6.178
Victorians assisted under the Consumer Advice

. 375
and Assistance Program
Clients assisted with nancial counselling 29,515
Clients assisted with nancial counselling 12,630

(MoneyHelp telephone service)




2013-14 Year in review — highlights

Further developed our online
presence, using social media to
educate and inform businesses
and consumers, tenants and
landlords.

Launched RentRight, the rst
mobile app in Australia to put
comprehensive information

on rental rights, responsibilities
and issues at tenants’ and
property managers’ ngertips.

Held 897 information sessions
to educate community groups
and businesses about various
consumer laws.

Took successful court action
against estate agents who
misused trust account money.

Delivered 4,671 compliance
assistance site visits to businesses
across Victoria, to help them
understand their obligations.

Launched the rooming houses
register and delivered an intensive
rooming house compliance
program, to ensure that rooming
houses complied with the

15 minimum standards
introduced in March 2013.

Protected Victorians from unsafe
products by removing 39,027
unsafe products from sale.

Won a landmark case against
Dimmeys Stores Pty Ltd and
others, which upheld our right
to take Australian Consumer
Law (ACL) matters to the Federal
Court of Australia. We obtained
one of the largest civil pecuniary
penalties that a court has issued
under the ACL.

Took enforcement action that
saw four non-compliant company
directors banned from managing
a company or corporation for a
number of years.

Helped businesses improve

their customer service through
our new Better Business Initiative.
On average, it led to a 19 per
cent reduction in contacts

about businesses involved in

the program.

Delivered on the measures

set out in the Minister for
Consumer Affairs’ Statement of
Expectations.

Led the national deregulation of
travel agent licensing, including
repealing Victoria’s Travel Agents
Act 1986.

Conducted a red tape review

of the Sale of Land Act 1962 and
advised the government on
amendments to streamline vendor
statements under Section 32.
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Conducted a targeted review of
the Owners Corporations Act 2006.

Conducted a technical review of
the Retirement Villages Act 1986.

Conducted a red tape review of
the Motor Car Traders Act 1986

to consolidate and simplify forms
and notices, and to make the
process of buying a car easier

to understand.

Improved integration of our
compliance risk analysis and
enforcement priorities with
our business planning.

Reviewed our performance
management framework to
improve the way we capture
and report data.

Commenced implementation

of the Information and
Communications Technology
Transformation Strategy, which
will transform the way we deliver
our regulatory services.

Trialled online checklists to
provide better support for our
staff in the eld and reduce
the time it takes to manually
input data.

Started developing a capability
framework to guide the
organisation on the knowledge,
skills and abilities our staff must
have to perform their roles
effectively into the future.
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In the same month, we launched
Party for Your Rights - an innovative
learning experience to educate
young Victorians on their consumer
rights. This online challenge helps
them to be con dent in resolving
real life purchasing problems. The
education campaign was developed
in response to national research that
found 45 per cent of consumers
aged 16 to 24 did not know what
rights they had after buying a
product or signing up for a service.

Improvements to our website

We have greatly improved the
design and usability of our contact
forms, including mobile forms

on the Consumer Affairs Victoria
website. The new forms allow for

a better customer experience when

FAARISIE oA Be pise of

mobile forms is in response to the
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Providing telephone
and email advice



Financial counselling

We fund nancial counselling
services for Victorians experiencing
nancial hardship. Financial
counsellors provide free,
independent and con dential
phone or face-to-face sessions.
A nancial counsellor can explain
your nancial options and the
potential consequences if you
cannot pay bills, nes or other
debts. In 2013-14, the community
agencies funded to provide this
service assisted almost 30,000
Victorians.

As well as face-to-face support,

we also fund MoneyHelp, which

provides a statewide phone nancial

counselling service and a self-help

website, MoneyHelp.org.au.

In 2013-14, MoneyHelp assisted

12,630 Victorians with phone
nancial counselling, and had

402,191 visits to their website.

This year we prepared to implement
arevised nancial counselling model
from 1 July 2014. The changes arose
from a review, which considered
changes in population distribution,
housing stress and the level of
community disadvantage. The
changes will improve integration
between face-to-face services
provided by community agencies
and the telephone and web-based
service provided by MoneyHelp.
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The revised model ensures the most
vulnerable Victorians are prioritised
for face-to-face services, and that
more Victorians experiencing
nancial hardship are able to
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Supporting Victorians in
the real estate market

This year, we provided seven
30-second videos to inform
consumers about how to protect
themselves when buying or selling
property. An advertising campaign
followed to promote the videos.
The key message of the campaign
was ‘when buying or selling a
home, make sure you tick all

the boxes’.

For buyers, the 30-second

videos cover pest and building
inspections, knowing how

much you can afford, the auction
process and understanding
private sales. For sellers, there
are videos on shopping around
for agents, marketing your home

Annual Report 2013-14
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The Residential Tenancies Bond
Authority (RTBA) is a Victorian
Government statutory authority.
It helps reduce disputes by holding
all residential tenancy bonds in

a neutral capacity for landlords
and tenants, including long-term
caravan park and rooming house
residents. This requirement, part
of the RTA, protects tenants from
having their bond misused by
unscrupulous landlords or agents.

The RTBA, run by Consumer

Affairs Victoria, performs numerous
transactions, including bond
lodgements, bond repayments

and transfers. In 2013-14, it
registered more than 221,600 bond
lodgements and at 30 June 2014,
held 542,209 bonds valued at
$806 million. This represents an
increase of 4.7 per cent in the
number of bonds since 30 June
2013, and a 7.9 per cent increase

10



Scams are an ongoing risk to our
community, especially to older
Victorians and people for whom
English is a second language.

In 2013-14, we continued our
comprehensive program of work
to help protect Victorian businesses
and consumers from scams.

Education is the key and providing
information on how to avoid being

Annual Report 2013-14
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To ensure compliance

with consumer laws, we
provide registration and
occupational licensing
services, support businesses
through compliance
assistance, and take
enforcement action

when appropriate.

As a market regulator, we work

to prevent harm to consumers
and businesses by engaging with
businesses to ensure compliance,
and acting quickly against those
harming Victoria’s marketplace.
This approach means that we
protect more consumers and
businesses, earlier, more ef ciently
and with more permanent effect.

We have a comprehensive integrated
compliance framework to ensure
businesses meet their regulatory
requirements. We monitor

the marketplace and plan our
compliance program accordingly.
This enables us to focus our efforts
on areas that pose the highest risk
to Victorians.

We continue to enforce the law
when non-compliance is systemic or
poses a high risk to the community.
Con rming our standing in the
Federal Court, the landmark win
against Dimmeys Stores Pty Ltd and
others relating to the sale of unsafe
products saw one of the largest civil
pecuniary penalties ordered under
the Australian Consumer Law (ACL).
See page 15 for the story.

Providing the right
support to small business

Compliance assistance site

visits are a practical tool we use
to help businesses meet their
obligations under consumer law.
These proactive visits help to
prevent breaches by informing
and supporting the business to
understand their responsibilities.

The visits provide businesses with
the information and advice they
need to ensure their conduct,
processes or record keeping
complies with their legislative
obligations. They also help
businesses save on the time and
costs of understanding their
legal obligations.

Coupled with a more targeted
approach to compliance monitoring
and enforcement, we have used

our resources to help businesses
become compliant and responded
swiftly to those that fail to comply.

This is a much better model than
punishing businesses for minor
housekeeping irregularities, and
can address any such issues before
enforcement action is required.

As a result, we now visit more
businesses in order to provide
compliance assistance.

In 2013-14, we have undertaken
4,671 compliance assistance site
visits to businesses across Victoria;
the most we have ever done.

It is important that small businesses
have the right information available
to them, so that they can comply
with the laws and avoid regulatory
intervention.






Consumer Affairs Victoria

We use an integrated compliance
approach to improve compliance
with the law and reduce consumer
detriment. By actively engaging with
consumers, businesses, community
agencies and regulatory partners,
we work towards our vision of

a well-functioning consumer
marketplace in Victoria. In turn, this
contributes to a thriving economy
and inclusive community in Victoria.

Integrated compliance is about
using all of our tools effectively,
from early intervention tools, such
as education, advice and dispute
resolution, through to court action
for the most serious matters.

Our operations must align with
the complex internal and external
environments in which we operate.

In 2013-14, we refreshed our
compliance assistance programs
with a renewed focus on

business accountability. This was
demonstrated through our launch of
the Better Business Initiative, which
targets businesses with a relatively
high number of contacts reported

to Consumer Affairs Victoria.

The initiative focuses on

businesses that would bene t
from implementing ongoing and
sustainable improvements, to
reduce consumer problems and
prevent further intervention.
Sectors engaged through the
program include the building
industry, solar retailers, and clothing
and furniture retailers. The types of
issues dealt with include product
and service faults, delayed supply
and disputed fees and charges.

14

There are seven key principles of
integrated compliance that we
consider when managing any
matter that comes to us.

Outcome-focused

Our work is focused on improving
compliance to reduce consumer

detriment — individual compliance
actions are not ends in themselves.

Tailored

We tailor our solutions to the
speci ¢ problem, assess the
underlying cause and select
the right tool for the job.

Integrated

Our approach is integrated across
the organisation — we are more
effective when we align our
activities, such as education

and compliance.

Since starting this initiative in late
2013, we have engaged with more
than 50 businesses, and initial
results already point to success:

e an average 19 per cent reduction
in contacts about the businesses
engaged in the initiative

e 117 business improvement
recommendations implemented
by businesses engaged under
the initiative.

The successes of this initiative
include:

e avolume builder that had a
40 per cent reduction in contacts
since we engaged with them

e asolar company that improved
its warranty claims process and
proactively contacted all its
customers experiencing delays
in supply. This led to a 30 per
cent reduction in contacts to
Consumer Affairs Victoria since
we rst met with the business.

Flexible and innovative

Our staff are empowered and
encouraged to pursue new
solutions to problems.

Problem solving

We take a problem-solving approach
and ensure that the compliance
tools tthe problem. We empower
staff to seek an effective solution.

Evidence-based

Evidence is used to target
interventions in the market and
to rigorously assess how effective
the interventions have been.

Builds on past actions

We always take into account
our previous interactions with
the business or industry.

While we work closely with
businesses to help improve their
business practices as part of this
initiative, the results indicate that
this meets a broader objective to
prevent consumer harm.

The initiative is another example

of how we are taking a more
innovative approach to regulation.
Some ACL regulators have

also adopted this model as a
framework for engaging businesses,
demonstrating our leadership in
national regulation. We continue
working with a number of
businesses to further reduce contacts
and increase business compliance.



Leading the way in
product safety

We work to protect the community
from unsafe products, including
unsafe toys. Unsafe products may
include curtain blind cords, children’s
toys, sunglasses, quad bikes,

button batteries and more recently,
in atable and portable pools. We
have a comprehensive approach

to product safety enforcement.
Reaping the bene ts of years of
strategic court actions in Victoria’s
superior courts, we have a targeted
and effective regime to stop non-
compliant conduct and to prevent
unsafe products reaching the market.
We conduct regular inspections

of wholesale and retail businesses
for non-compliant and unsafe
products. By targeting importers
and wholesalers, we can stop unsafe
products before they get onto

shop shelves.

To ensure our product safety
messages are reaching our target
audiences, we collaborate with
organisations such as Kidsafe
Victoria and the Royal Children’s
Hospital Safety Centre. In June 2014,
the Minister for Consumer Affairs
visited Monash Children’s Hospital
to warn parents about button-
shaped batteries.

Annual Report 2013-14

Button batteries found in common
household items such as remote
controls, laptops, toys and books
can cause severe, life-threatening
injuries if swallowed by children.

We also participate in Standards
Australia committees to develop
safety standards for children’s
products. As part of the nationwide
ACL ‘one law, multiple regulators’
model, we protect consumers

by working closely with the
Australian Competition and
Consumer Commission (ACCC)
and counterparts in other states
and territories.

The collaborative approach enables
Victoria to be at the forefront of
product safety compliance and
enforcement.

We monitor business compliance
with product safety laws through
regular, targeted compliance
activities. This year, 39,027 unsafe
products were identi ed and
removed from sale, including
26,000 non-compliant toys.

We prevented thousands of unsafe
products from ending up in the
hands of vulnerable children.

We have accepted enforceable
undertakings from 12 companies
and individuals. We have also taken
court action against 26 importers
and suppliers of non-compliant

15
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Simplifying services for business,
this year we brought together our
existing registration and licensing
branches to form the Regulatory
Transaction Centre (RTC). The RTC
delivers occupational licensing and
registration services to Victorian
businesses and associations. It also
provides over-the-counter services
on a broad range of enquiries and
transactions.

This year, we processed 5,235 new
licence registration and permission
applications, including those

for businesses such as motor car
traders and estate agents. We also
processed 23,271 occupational
licensing and registration annual
returns; a 25 per cent increase
from the previous year.

16

We processed 168 claims against the
Motor Car Traders Guarantee Fund
and 86 claims against the Victorian
Property Fund. We also processed
41,569 incorporated association,
fundraising and co-operative
applications, annual returns and
changes; a 10 per cent increase
from the previous year.

By streamlining licensing eligibility
criteria and reworking our internal
processes, we have signiernal



The Victorian Government
introduced minimum standards for
rooming houses, which took effect
in March 2013, and a statewide
register that went live in August
2013. These reforms set a minimum
level of safety, amenity and security.

Consumer Affairs Victoria was
responsible for the implementation
of the minimum standards, working
with local councils and other
organisations.

Minimum standards

Fifteen minimum standards that
address safety, security, amenity

and privacy for residents were
introduced, along with infringement
notice provisions for owners who

fail to comply with the standards.
The reforms also empowered local
councils to consider the minimum
standards in registration applications,
where councils can impose
conditions on a registration or refuse
registration due to non-compliance.

We have undertaken a range of
measures to assist owners, including
on-site visits, written notices of
observed non-compliance and
follow-up inspections. We issued
infringement notices when premises
were found to be in breach of the
standards, and we took enforcement
action against owners where there
was evidence of systemic non-
compliance. This is highlighted

by recent legal proceedings in the
Supreme Court of Victoria and the
Magistrates’ Court of Victoria.

Annual Report 2013-14

We conducted 1,377 inspections
and re-inspections of 1,127 rooming
houses. There are about 1,100
premises registered and operating
as rooming houses, administered by
local councils. This gure changes
as councils register new rooming
houses, process new applications
and cancel the registration of
existing rooming houses. Ninety-
nine per cent of rooming houses
became compliant. We commenced
civil proceedings to require the
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Mark William Whittingham A mortgage trail is a database of
and Connection Blue Pty Ltd

In August 2013, the Magistrates’
Court of Victoria disquali ed

Mark William Whittingham from
managing any corporation until
2028. Mr Whittingham was sole
director of Connection Blue Pty
Ltd, which took deposits totalling
$292,723 from ve estate agents
for rent rolls that it then did not
supply or provide refunds. Rent rolls
are databases of rental properties
that the agent will manage. The
court required Mr Whittingham
and Connection Blue to pay nearly
$20,000 in costs, and advertise

the court’s decision in the Herald
Sun newspaper. It restrained

Mr Whittingham and his company
until 1 June 2023 from undertaking
the following activities in relation to
rent rolls, mortgage trail books or
planning books:

e disbursing, transferring, dealing
with, drawing on or disposing of
deposits received before sale and
delivery

e requesting any money from
anyone for access to such assets

e requesting, disbursing,
transferring, drawing on or
disposing of any payment or
other consideration before
delivery.

Annual Report 2013-14
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Pamela Redford

Ambiance Property Group Pty Ltd
City Residential Real Estate Pty Ltd
Riad Mindraoui

Colin Rounds

Colin Rounds Real Estate Pty Ltd
James Paul Moularas

Gayle Stewart

11th Empire Pty Ltd

Kent Morgan

Morgan Realty Pty Ltd

Eric Cohen

Top Blue Pty Ltd

Ping Zhang

Dimmeys Stores Pty Ltd

Starite Distributors Pty Ltd
Douglas Zappelli

Durmaz Pty Ltd

DK Choices Pty Ltd

Chao Dong Chen

Sergio Durso

Alfred Mazzaferro
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Civil actions nalised (parties)
— continued

Anfastar Pty Ltd — Review of decision
of VPF Claim

Gillian Reynolds — Business Licensing
Authority

Matthew Long — Business Licensing
Authority

Raymond Uren — Business Licensing
Authority

Karl Veljkovic — Business Licensing
Authority

Benvi International Pty Ltd —
Business Licensing Authority

Karam Barbar — Business Licensing
Authority

Chao Guo — Business Licensing
Authority

Donald Ray — Review of decision
of Motor Car Traders Claims
Committee

Michael Chard — Review of decision
of Motor Car Traders Claims
Committee

Mouhamed Chebib — Review of
decision of Motor Car Traders Claims
Committee

Annual Report 2013-14
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Our consumer law framework

Highlights
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To ensure a well-
functioning consumer
marketplace in Victoria,
the consumer laws and
framework in which we
operate must continue
to evolve.

This year we further supported the
Victorian Government in reviewing
and amending legislation that
imposes a burden on businesses
or is not easily understood.

We worked to make legislation
clearer and easier to understand.

Working with our
interstate colleagues

The Australian Consumer Law
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In 2013-14, we advised on a range
of legislative changes to improve
consumer protection and remake
regulations due to expire or that no
longer met the needs of Victorian
businesses and consumers.

Professional indemnity
insurance scheme for
conveyancers

Conveyancers are required to

take out professional indemnity
insurance, and must maintain a
minimum cover of $1.5 million

at all times as speci ed in the
Ministerial Order by the Minister
for Consumer Affairs. From 1 July
2014, Austbrokers Countrywide is
the broker providing conveyancers’
professional indemnity insurance.

24

Domestic building reforms

In May 2013, the Victorian
Government released its Domestic
Building Consumer Protection
Reform Strategy.

The reforms aim to provide a more
effective system that will bene t
both consumers and builders, and
give Victorians con dence in the
domestic building industry into the
future. Among other reforms, the
voluntary conciliation service will
be strengthened by introducing
binding recti cation orders for
builders. The Victorian Building
Authority (VBA) will be the one-stop
shop for information, regulation and
dispute resolution for consumers
and builders.

Retirement village regulations

New regulations relating to
retirement villages came into effect
on 1 July 2014. The changes make
it easier for older Victorians and
their families to choose a retirement
village. The new regulations ensure
that prospective residents and

their families have clear, simple

and accessible retirement village
information.

Through improved information
disclosure requirements, the
regulations will help provide

more details before a retirement
village contract is signed and make
the contracts easier to understand
and compare.

The regulations will require
retirement village operators to:

e provide prospective residents
with a factsheet of relevant
information about their village

« allow interested retirees to
inspect relevant documents
about the village

e provide a pre-contract disclosure
statement to those intending to
sign a contract for a unit, that sets
out the costs of entering, living in
and leaving the unit

- standardise the structure and
layout of their contracts to make
these easier to understand and
compare.

We also educated the industry
about the changes to ensure

a smooth transition when the
regulations took effect on 1 July.
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Reducing red tape

This year, we continued our
efforts to reduce red tape, improve
Victoria’s competitive position and
make it easier for small businesses
and community organisations

to operate.

As well as delivering on the
Minister’s Statement of Expectations,
we conducted a range of reviews
and implemented changes across

a number of sectors that will reduce
red tape for businesses.

Company title home units

The new Company Titles (Home
Units) Act 2013 came into effect on
1 October 2013, providing for the
resolution of disputes through the
Victorian Civil and Administrative
Tribunal (VCAT). Before this change,
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Transforming our
information and

communications
technology

We are implementing our
Information and Communications
Technology Transformation
Strategy, which will change the way
we deliver our services and how
Victorians will interact with us.

Our strategy will enable transactions
that are easier and less time
consuming for business. Information
and self-help tools will be easily
accessible through our website.

The strategy will ensure that we
have better access to data and
information for analysis and

decision making.

We will implement this strategy
through a series of projects during
the next three years. The rst project
will streamline registration processes
for incorporated associations and
fundraisers.

Enhancing our
people capability

While our investment in technology
will transform the way we do
business, investment in our

people is critical to delivering our
organisational objectives. We are
working on a capability framework,
which will underpin our training
and development program.

The framework will guide the
organisation on the knowledge,
skills and abilities our staff need

to perform effectively.

This year we have focused on
increasing our skills and capability.
We have increased staff resilience
through workshops on occupational
violence to ensure relevant staff

are equipped to handle dif cult
situations.

We have enhanced our internal

Wiki intranet to be a resource hub
for staff. Through the intranet,

staff have access to all policies,
procedures and processes as well

as a wealth of information relevant
to their speci c roles. We delivered
training on the use of the intranet to
ensure staff can make the most of
the available information.

Annual Report 2013-14 <

Staff completed a number of online
eLearning modules, which contain
important information about our
accountabilities and responsibilities
as public servants.

The eLearns educate staff on
complying with statutory
obligations and policy requirements.
We are also developing our own
Regulation 101 eLearn module,
which will provide all staff, and
particularly new starters, with an
overview of how regulation works,
our role in regulating the consumer
marketplace and how we protect
consumers by ensuring businesses
comply with the law.
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This year we have undertaken a
range of continuous improvement
projects that enable staff to work
more ef ciently, and improve the
quality of our services for Victorian
businesses and consumers.

Online compliance checklist

One of our innovations this year was
the piloting of online compliance
checklists, which enable inspectors
and other staff to enter data in an
electronic format through mobile
devices. The digital checklist reduces
the manual data entry required

with paper-based forms. Real-time
data also improves the timeliness
and accuracy of intelligence and
reporting. We have implemented
the project for rooming house
minimum standards inspections

and our motor car traders inspection
program. We are considering
extending this innovation to

other programs.

30

Productivity improvements

We also reviewed our investigative
process to identify ef ciency
improvements. This includes early
case assessment and endorsement
of appropriate action based on

a streamlined assessment tool,
and faster access to information
held by third parties which is
critical to cases progressing.
These improvements have saved
time for our investigations staff,
so that they can focus on
achieving results.

The Public Service Medal recognises
employees of Australian, state,
territory and local governments
who have given outstanding service.

This year, Pushparani Brown from



Appendix 1

Trust funds managed by
Consumer Affairs Victoria

Consumer Affairs Victoria manages
eight funds established by Acts of
Parliament. The funds, and their

expenditure purpose, are as follows:

Domestic Builders Fund
(administration of the Domestic
Building Contracts Act 1995, costs
relating to the Domestic Building
List of VCAT)

Motor Car Traders Guarantee
Fund (administration of the
Motor Car Traders Act 1986,
guarantee claims)

Residential Bonds Investment
Income Account (administration
of the Residential Tenancies Bond
Authority)

Residential Bonds Account
(bonds held on trust,
repayment of bonds)

Sex Work Regulation Fund
(administration of the Sex Work
Act 1994)

Victorian Consumer Law Fund
(administration of the Australian
Consumer Law and Fair Trading
Act 2012 Part 7, Division 2,
s.102A to E, orders for payment
to non-party consumers, special
purpose grants)

Annual Report 2013-14

* Residential Tenancies Fund

(Administration of the Residential
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Appendix 2

Financial Information 2013-14

Victorian Domestic Motor Car Residential Bonds
Consumer Builders Traders’ Investment Income
Law Fund Fund Guarantee Fund Account

Consumer Affairs Victoria revenue

Revenue recognition, Estate Agent and Conveyancer trust accounts
Revenue recognition, Residential Tenancy Bonds 20,430,191
Appropriations: Consumer Affairs Victoria

Appropriations: Fire Services Levy Monitor (NOTE 1)

Fees income 3,439,852

Interest income 22,733 373,195 12,382 304,416
Transferred from the Building Commission Victoria (NOTE 2) 9,847,856

Grants received and other revenue 720,000 12,356 8,369 1,024
Recoveries related to claims previously paid 26,095

Penalty income 106,605

Transfers 600,000 (12,300,000)
Total Consumer Affairs Victoria revenue 742,733 10,233,407 4,193,303 8,435,631

Consumer Affairs Victoria expenditure

Audit services 13,300
Claims on consumer guarantee funds 675,707

Consumer Utilities Advocacy Centre

Contractors, consultants and professional services 133,747 68,459 302,891
Departmental governance and support costs

Fire Service Levy Monitor

Employee related costs 5,473,393 2,356,599 1,395,882
Grants paid 4,969

Information technology

w ‘
N
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Appendix 3

Grants approved

Victorian Property Fund
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