




Director’s foreword

The mission of Consumer Affairs Victoria is a 
clear one – to promote a fair and competitive 
Victorian marketplace.

Our approach to this mission is to ensure 
businesses comply with consumer laws, and 
empower consumers to exercise their rights.

This year, we have continued to make it 
easier for businesses that do the right thing, 
while zeroing in on those that deliberately 
disregard consumer laws.

We implemented a new case management 
system that has made it easier for estate 
agents to apply for a licence and keep up to 
date with their regulatory obligations. And 
we �nalised new laws and administrative 
arrangements to end double-reporting for 
incorporated associations that are also 
registered charities.

We completed a number of important court 
matters, from civil cases focusing on product 
safety and estate agent underquoting, to 
criminal prosecutions of estate agents who 
misappropriate trust money. These cases 
demonstrate our increasing capability 
to identify, investigate and prosecute 
businesses that harm consumers.

We have increased our efforts to assist 
consumers, providing better digital 
information for all Victorians, while 
enhancing our services for those who 
are in vulnerable circumstances.

Our new website, responsive to all digital 
devices, was accessed more than 3.6 million 
times. And we delivered a diverse range 
of information campaigns targeting 
scammers – from raising awareness for 
senior Victorians through library education 
sessions across the state, to our Australian 
Tax Of�ce scam warning, which reached an 
estimated audience of over 5 million people.

And we provided, through community-based 
service organisations, intensive assistance to 
over 40,500 vulnerable and disadvantaged 

Victorians, with funding of our tenancy and 
consumer advocacy services increasing by 
more than $1 million this year.

We also have an important role in making 
the private rental sector safe and fair.

This year, we supported the Business 
Licensing Authority to implement new 
‘�t and proper person’ laws requiring the 
licensing of all rooming house operators, 
with more than 860 licences approved.

We continued our review of the Residential 
Tenancies Act 1997, and supported the 
Government to introduce in the Parliament 
new long-term tenancy laws to increase 
security for both tenants and landlords.

And the Minister approved more than 
$27 million in grants from the Victorian 
Property Fund, administered by Consumer 
Affairs, for 9 community housing 
developments providing 229 additional 
houses and apartments for low-income 
and other vulnerable Victorians.

This annual report again re�ects the 
commitment and passion of the Consumer 
Affairs team to deliver high-quality and 
relevant services to the community. I am 
indebted to them for their commitment and 
drive to keep things fair for every Victorian.

Simon Cohen

Director, Consumer Affairs Victoria 
Deputy Secretary, Regulation,  
Department of Justice and Regulation
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About us

Consumer Affairs Victoria (CAV) is Victoria’s 
consumer affairs regulator, operating within 
the national consumer protection framework. 
We are part of the Regulation Division of the 
Department of Justice and Regulation (DJR).

Our values

DJR promotes and embraces the values of:

• working together

• making it happen

• respecting other people

• serving the community

• acting with integrity.

These values are the basis for the way we 
do business and are demonstrated every 
day through the actions of our staff.

Our vision

A fair and competitive marketplace 
in Victoria.

Our goals

• Businesses comply with consumer laws.

• Victorians exercise their consumer rights.

• A fair and safe rental market for Victorians.

• A modern and effective consumer law 
framework.

• A sustainable and innovative regulator.

Our functions

We help Victorians be responsible and 
informed businesses and consumers.

To do this we:

• provide information and advice to 
consumers, renters, businesses and rental 
providers on their rights, responsibilities 
and changes to relevant laws

• register and license certain businesses 
and occupations

• enforce compliance with consumer laws

• review and advise the Victorian 
Government on the consumer protection 
framework.

We provide administrative support to several 
statutory of�ces and bodies including the 
Business Licensing Authority, the Estate 
Agents Council, the Motor Car Traders Claims 
Committee and the Residential Tenancies 
Bond Authority.

Our regulatory approach

Our regulatory approach is intelligence-
led, risk-based and outcome-focused. 
It enables us to target the conduct which 
poses the highest risk to Victorians, making 
the best use of our available resources. 
Our compliance operating model ensures 
that the approach is embedded in our 
day-to-day work.
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Our performance

This section provides a report of our performance against targets speci�ed in the 
Budget Paper Number 3 2017–18.

For budget purposes, outputs are de�ned as those goods and services provided to 
government by departments, agencies, sr3Dc-in the 





Table 2: Compliance, registration and licensing activities undertaken 1

2015–16 2016–17 2017–18

Compliance

Inspections 5,796 5,769 5,972

Investigations 2 152 105 71

Market monitoring activity 3 960 411 456

Businesses engaged through the Better Business Initiative 115 121 121

Parties to criminal proceedings, appeals and rehearings 18 18 6

Parties to civil proceedings 57 41 35

Parties signed to enforceable undertakings 11 22 8

Registration and licensing

Annual returns, updates or cancellations processed for 
incorporated associations, fundraisers and co-operatives

55,826 51,157 55,217

Total registration and licensing transactions 4 88,221 84,154 93,186

1 Data in Table 2 varies between years based on our regulatory risk priorities, government policy, the 
nature of our compliance program and the cyclical nature of our integrated compliance approach.

2 The increased complexity of investigations after 2015–16, largely in�uenced by underquoting matters, 
resulted in lower volumes.

3 Market monitoring activity reduced after 2015–16 as a result of suf�cient information being obtained 
to assure major investigations.

4 Registration activity and estate agent transactions have increased, in part as a result of making 
electronic transactions simpler through myCAV.

Making it easier to comply
We are committed to making it easier for 
Victorian businesses to interact with us, 
comply with laws and not be burdened 
with unnecessary red tape.

Following the successful implementation 
of myCAV, which enables incorporated 
associations to manage their responsibilities 
online, we are creating a single, modern 
information technology system to support all 
of our regulatory functions and the function 
of the Business Licensing Authority. The 
rooming house operator licensing scheme 
commenced on myCAV in April 2017, and the 
system was further expanded this �nancial 
year for estate agents.

myCAV is being used extensively by 
incorporated associations: more than 
6,500 new incorporated associations have 
registered since it launched in March 2015, 
and more than 290,000 transactions have 
been processed. Similarly, myCAV has been 
widely accepted by estate agents and 
rooming house operators, with more than 
32,500 transactions processed since its 
launch to these groups.

The charitable and not-for-pro�t sector 
provides a vital social and economic 
contribution to Victoria. We are committed 
to identifying opportunities to reduce 
unnecessary red tape so that charities 
and not-for-pro�ts can focus their 
time and resources on ful�lling their 
community and social purposes.
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We introduced new legislation enabling 
the Minister for Consumer Affairs to exempt 
incorporated associations or a class of 
associations from annual �nancial reporting 
requirements if they are also registered with 
and reporting to another regulator. From 
1 July 2018, we will use this new provision 
to remove separate reporting requirements 
where incorporated associations are 
registered with the Australian Charities 
and Not-for-pro�ts Commission.

Our new responsive website

We launched our new responsive website 
in June 2017, enabling seamless access 
from any device.

Our website is now more accessible for 
consumers and businesses using mobile 
devices, resulting in signi�cant behaviour 
change: mobile users are spending 
signi�cantly longer on the website. Since 
its launch, content is easier to �nd, with 
improved search functions and metadata 
improvements.

The website provides education, advice 
and self-help information resources in 
a range of formats that are easy to �nd, 
understand and act on. In addition to text 
content, the use of video, icons and other 
visual tools help consumers understand their 
rights and responsibilities, and businesses 
to understand what they have to do to 
comply with the law.

Considering the breadth of our online 
visitors, the website provides assistance in 
28 languages other than English, including 
translated video content and Readspeaker 
(text to speech software) for those with 
low literacy, learning disabilities or those 
who speak but may not necessarily read 
in English.

We seek to understand the customer 
experience, by listening to and acting on 
feedback. We have worked to implement 
a series of recommendations to improve 
customer satisfaction with the website and 
enable self-help where appropriate. Our 
improved online tool suite includes decision 
tree functionality and quizzes. Its new search 
capability has been tested with real users to 
support a digital-�rst approach.

Underquoting

We integrated into our ongoing compliance 
program the new underquoting laws in the 
Estate Agents Amendment (Underquoting) 
Act 2016.

We tested compliance with the new 
laws through our spring 2017 and autumn 
2018 auction monitoring campaigns, 
during which we monitored the marketing 
of 100 properties. We also checked 
estate agents’ compliance with the 
new requirements relating speci�cally 
to statements of information, with over 
100 statements assessed for compliance 
this �nancial year.

We worked with the Real Estate Institute 
of Victoria to share the changes with their 
members, and connected with all licensed 
estate agents through direct mail, SMS, 
online newsletters and social media about 
the new laws. We partnered with Realestate.
com.au (who are a part of REA Group), the 
leading real estate platform in Australia, 
to deliver original, bespoke content to �rst 
home buyers actively looking to purchase 
properties. REA Group created and promoted 
two videos and articles that shared the 
new underquoting laws through contextual 
case studies.

Consumer Affairs Victoria: Annual Report 2017–18
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We took strong enforcement action when 
laws were not followed. The Federal Court 
of Australia found Fletcher and Parker 
(Balwyn) Pty Ltd engaged in misleading 
or deceptive conduct, and made false or 
misleading representations about the sale 
of land. Our investigation revealed the 
agency had marketed and negotiated the 
sale of 22 residential properties throughout 
2015, knowing the vendors would not sell for 
a price within the listed range, or properties 
were unlikely to sell for the listed price.

The $880,000 penalty was a state record for 
underquoting. Fletcher and Parker was also 
ordered to undertake a compliance program, 
publish adverse publicity notices about its 
illegal conduct and pay our legal costs.

Misuse of real estate 
trust account money

Buying or selling a home is the biggest 
�nancial transaction many people undertake 
in their lifetime. When selling, most Victorians 
put their trust in an estate agent. One of 
many protections for buyers and sellers 
under the Estate Agents Act 1980 is the 
requirement for agents to keep money they 
receive on behalf of any other person in a 
separate trust account. Failing to handle 
trust account money appropriately may 
result in property owners being adversely 
affected and property purchases being 
delayed or failing, causing emotional and 
�nancial stress for those involved.

During 2017–18, CAV conducted 807 trust 
account inspections for compliance with 
laws and processed over 2,900 trust account 



Dangerous products 
removed from shelves

We removed thousands of dangerous 
and unsafe products from Victorian 
shelves, following inspections in the 
lead-up to Christmas. Through November 
and December, we conducted more than 
400 inspections, leading to the seizure 
of over 3,200 unsafe products.

This inspection program came a week 
after the Federal Court of Australia issued a 
$1 million penalty to retailer Daiso Industries 
(Australia) Pty Ltd, which was found to have 
supplied, offered to supply or possessed 
goods that did not comply with mandatory 
product safety and information standards, 
in contravention of the Australian Consumer 
Law. A cross-jurisdiction investigation, 
involving our counterparts in New South 
Wales and Queensland, led to the seizure of 
more than 6,500 non-compliant products 
from 15 Daiso stores, including seven stores 
in Victoria.

Compliance monitoring 
framework wins award

Our commitment to effective compliance 
monitoring through our Project Jupiter 
initiative was rewarded this year at the 
Department of Justice and Regulation’s 
Risk and Resilience Awards.

The awards recognise projects that actively 
apply best practice to manage risk or 
increase resilience, and provide insights 
into practical ways of addressing these 
challenges. This project was chosen from 
a competitive �eld of nominees across the 
department, and is a great example of 
the drive and commitment of our staff to 
ef�ciency, innovation and collaboration.

Through Project Jupiter, we established 
a robust framework for monitoring and 
enforcing court orders against and 
undertakings by businesses who have 
breached consumer law. An enforceable 
undertaking is a written undertaking 
offered by a business that admits breaching 
a consumer protection law, con�rming 
they have stopped and will not repeat the 
conduct. They are often more ef�cient and 
effective than a court proceeding. We have 
now embedded this project as business as 
usual and included voluntary undertakings 
in our monitoring framework.

Consumer Affairs Victoria: Annual Report 2017–18

13



Enforcement actions

We took a range of enforcement actions in 2017–18. Actions completed or in progress 
at 30 June 2018 are outlined in the table below.

Parties signed to enforceable undertakings

Legislation Parties

Australian Consumer Law 
(Victoria)

Peleguy Distributions Pty Ltd

Yaniv Peleg

Australia Manolite Pty Ltd

Zhenghong Mei

Gemwide Trading Pty Ltd

Wan Wing Mo

JRW Property International Pty Ltd

Dong Pei Ren

Superior Realty Pty Ltd

Evangelos Nestor

Fadi Khoder

MRK Distributor Pty Ltd

Mounir Kassabian

Court and tribunal matters

Prosecutions �nalised

Legislation Parties

Estate Agents Act 1980 Melbourne Deluxe Real Estate Pty Ltd

Paul Pfeiffer

Ranelagh Realty Pty Ltd

Helen Sly

Tri Duc Ngo (also known as Joseph Ngo)

Motor Car Traders Act 1986 Nicholas Augerinos
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Civil proceedings �nalised (including disciplinary inquiry and appeals)

Legislation Parties

Estate Agents Act 1980 Gull and Company Pty Ltd

Peter Maxwell Simmons

Danielle Talia

Bonds Real Estate Sales Pty Ltd

Manningham Property Group Pty Ltd

Joseph Ko

Peter Murray Daly

Sedinsi Pty Ltd

Sex Work Act 1994 Josef Rutten

Zhao Yuan Pan

Joseph (Joe Paul) Molinari

Australian Consumer Law 
(Victoria)

Annabelle Natalie Gibson

Inkerman Road Nominees Pty Ltd (in liquidation)

Daiso Industries (Australia) Pty Ltd

The Reject Shop Limited

Fair Group Global Pty Ltd

Fair Financial Pty Ltd

Bluebell Conveyancing Australia Pty Ltd

Fletcher & Parker (Balwyn) Pty Ltd

Kenneth Chappell

Anastasios Adgemis

Manningham Property Group Pty Ltd  
(t/a Hocking Stuart Doncaster)

Big Aussie Deals Pty Ltd

Steven Petrovski

Rooming House Operators 
Act 2016

Muralietharan Varadharajah
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Legislation Parties

Domestic Building 
Contracts Act 1995 and 
Australian Consumer Law 
(Vic)

Tim Phan

Walid El Haouli

Administrative/judicial review

Legislation Parties

On behalf of the Business Licensing Authority

Second-Hand Dealers and 
Pawnbrokers Act 1989

Sell Your Gold Pty Ltd

Diamonds on Sale Pty Ltd

The Gold Buying Company Pty Ltd

Estate Agents Act 1980 Minh Thai

Jessica Muphy

Khaled Khaled

On behalf of the Motor Car Traders Claims Committee

Motor Car Traders Act 1986 James Galea

Thannun Hussain

Ongoing court matters as at 30 June 2018

Criminal prosecution

Legislation Parties

Estate Agents Act 1980



Civil proceedings (including disciplinary inquiry)

Legislation Parties

Estate Agents Act 1980 Century 21 Australia Pty Ltd

Tsun Ngai Lee

Robert Pedersen Real Estate Pty Ltd

Robert Pedersen

Bill Kaye & Co Pty Ltd

Vassilios Kaimakamis

Dean Anthony Johnson

Darren James Dean

Property Express Pty Ltd

The Sarain Pty Ltd

Surinder Surain

Australian Consumer Law 
(Victoria)

Melbourne South Eastern Real Estate Pty Ltd

Domain Register Pty Ltd

Origo & Co Pty Ltd



Table 3: Registers administered by Consumer Affairs Victoria

New applications lodgedTotal on register

2015–162016–172017–182015–162016–172017–18

Estate agents1,5821,5811,80012,45813,23014,133

Motor car traders1541581432,1112,0562,008

Incorporated associations 2,126 1,8372,00640,57741,21241,296

Co-operatives232533573540577

Fundraisers9806317782,0912,0291,953

Second-hand dealers 
and pawnbrokers

3313483463,8653,7233,650

Patriotic funds601591563550

Limited partnerships553831342366384

Conveyancers9992136820877961

Owners corporation managers807980638659673

Retirement villages141314439447453

Funeral service providers10148434448453

Sex work service providers (licensees)w22.> Tcle_Body_Right 259145343938
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Goal 2: Victorians exercise their consumer rights

We empower Victorians to exercise their 
consumer rights by providing them with 
information and support. We continue to 
work with partner organisations to improve 
the information we provide, and to target 
groups with specialised information needs.

Highlights

In 2017–18, we provided information 
and advice to over 304,000 callers to our 
telephone service and responded to more 
than 65,000 written and online queries. 
Our social media presence continues 
to grow with 42,600 Facebook likes and 
10,175 Twitter followers.

We received 3.6 million visits to our website, 
which provides education, advice and self-
help resources in a range of formats that 
are easy to �nd, understand and act on.

We continued to focus on promoting scams 
awareness, with targeted campaigns to 
the Victorian community to help reduce 
detriment and harm.

In response to the recommendations of 
the Family Violence Royal Commission we 
enabled family violence training to over 
200 �nancial counsellors across Victoria. 
Almost 33,000 Victorians used our �nancial 
counselling service this year, including more 
than 2,400 victims of family violence through 
our specialist family violence �nancial 
counselling program.

Partnerships are important to us. We 
worked closely with the Dispute Settlement 
Centre of Victoria, transferring some of 
our relationship-based dispute resolution 
services to this team, and provided support 
to Domestic Building Dispute Resolution 
Victoria during a year of high demand 
for its services.
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Table 4: Information, advice and assistance provided to consumers



Family violence training 
to tackle economic abuse

To support victims of family violence, we 
arranged training to almost 200 �nancial 
counsellors across Victoria to respond to 
economic abuse. The training was delivered 
by Women’s Legal Service Victoria, in 
partnership with Women’s Information 
Referral Exchange, across 10 metropolitan 
and four regional locations.

Financial counsellors can assist vulnerable 
women who have experienced economic 
abuse to access �nancial hardship 
programs and negotiate with creditors 
and debt collectors to protect assets from 
repossession.

The Victorian Government provided 
$1.5 million for a specialist family violence 
�nancial counselling service this �nancial 
year, in response to the recommendations 
of the Family Violence Royal Commission. 
The funding provides for 10.6 full-time 
equivalent family violence �nancial 
counsellors across the state. These 
specialist staff have provided services to 
more than 4,100 clients since October 2016.

This specialist service is an extension of 
our existing Financial Counselling Program. 
The program provides free, independent 
and con�dential telephone or face-to-face 
counselling sessions delivered by community 
agencies across Victoria. Almost 33,000 
Victorians were assisted with �nancial 
counselling in 2017–18.

New campaign to stop 
Victorians getting scammed





Partnering with the Dispute 
Settlement Centre of Victoria

In April 2018, we transferred some of our 
dispute resolution services to the Dispute 
Settlement Centre of Victoria (DSCV) as part 
of a commitment across the Department of 
Justice and Regulation to ensure Victorians 
have the right level of service at the right 
time.

DSCV is now responsible for assessing and 
managing internal dispute matters within 
retirement villages and owners corporations, 
leaving us to focus on our compliance 
functions as a regulator.

To support the dispute resolution service 
provided by DSCV, we continue to provide 
lot owners, residents and managers with 
information and advice on their rights and 
responsibilities, including the steps they 
can take if there is a dispute. We will also 
continue to educate lot owners, owners 
corporations, retirement village operators 
and managers about their legal obligations, 
and address any identi�ed breaches of 
the law.

We worked closely with DSCV to plan, 
develop and test the new referral process, 
to ensure there was no disruption of service 
to the community, and that consistent and 
comprehensive information was provided to 
all stakeholders and impacted organisations.

Services to help builders 
and building owners

Building or renovating a home is one of the 
biggest �nancial decisions Victorians will 
make. It is important that the protections 
for consumers are strong and disputes are 
resolved quickly.

The Domestic Building Dispute Resolution 
Victoria (DBDRV) commenced operating on 
26 April 2017. It was an outcome of signi�cant 
reforms to strengthen the domestic building 
consumer protection framework. DBDRV 
offers a free service to help builders and 
home owners resolve their disputes without 
the cost and time often associated with 
courts and tribunals.

In its �rst year of operation, DBDRV received 
almost 6,500 applications, far exceeding 
initial expectations. In the same timeframe, 
we answered over 28,000 calls on the 
building information line, assisting callers 
with information about how to resolve a 
building matter, the DBDRV service and 
how to lodge applications.

The Victorian Government also established 
the Domestic Building Legal Service (DBLS), 
a no-cost legal advice service for eligible 
Victorian domestic building consumers 
in special need of assistance. The DBLS 
commenced in July 2017, and is delivered 
by not-for-pro�t community legal service 
Justice Connect, with the assistance of 
pro bono legal practitioners.
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Table 5: Information, advice and service delivery to tenants, landlords and agents



Residential Tenancies review

Since mid-2015, we have led a comprehensive 
and evidence-based review of the Residential 
Tenancies Act 1997. The review ful�ls a 
commitment in the Victorian Government’s 
Fairer, Safer Housing plan, and responds to 
substantial changes in market conditions 
since this Act was passed almost 20 years 
ago.

The reform package will promote a modern 
and dynamic rental market that meets the 
needs of the Victorian community now and 
into the future. The proposed new laws will 
also address recommendations from the 
Royal Commission into Family Violence to 
better protect family violence survivors in 
rental accommodation.

The Victorian Government has already 
approved a selection of reforms speci�cally 
focused on increasing the security and 
rights of Victorians who rent. The full 
reform package was introduced into 
Parliament in August 2018.

Long-term lease agreements

Many Victorians want the certainty and 
stability provided by a longer-term tenancy 
agreement. Families are the most common 
renters in Victoria and there are many 
who would bene�t from a long-term lease 
arrangement to be able to lay down roots, 
including to �nd a local job, enrol their kids 
in school and establish themselves in a 
community.

The Residential Tenancies Amendment 
(Long-term Tenancy Agreements) Act 2018 
received the Royal Assent on 28 August 
2018. A draft standard long-term tenancy 
agreement, to enable leases of �ve years or 
more, is being developed after consultation 

with key stakeholders. The agreement is 
expected to be available to landlords and 
tenants in early 2019.

Long-term leasing agreements are part 
of the Victorian Government’s Homes for 
Victorians strategy and its Fairer, Safer 
Housing plan.

To support this initiative, an online matching 
service is being developed to connect 
tenants and landlords who are interested 
in long-term leases.

Implementation of new rooming 
house licensing scheme



More homes for family 
violence victims

The Victorian Government has delivered 
another 20 affordable homes in Melbourne’s 
inner west for women and children escaping 
family violence.

In March 2018, Minister for Consumer Affairs 
Marlene Kairouz joined Williamstown MP 
Wade Noonan to of�cially open the new 
units, which will provide a safe haven for 
family violence victims and women aged over 
55 who have had trouble �nding a home.

Through the project, seven outdated units 
in Newport were demolished and replaced 
by nine one-bedroom and 11 two-bedroom 
homes. Funding was provided through a 
$5.6 million grant from the Victorian Property 
Fund (VPF) to Women’s Housing Limited.

The units are close to health and community 
services, public transport, shops and schools, 
and have been designed to meet at least 
a 6-star energy ef�ciency rating. They 
have features to reduce energy and water 
consumption, helping to keep utility bills low.

The VPF invests in affordable 
accommodation and is used to �nance 
community-led property projects across 
Victoria. For more information on the VPF 
see page 38.

Standing up for Victorian 
renters and consumers

Our advocacy services were remodelled 
after an extensive review involving 
consultation with service providers and other 
stakeholders. The integrated Tenancy and 
Consumer Program, launched in July 2017, 
targets �nancially disadvantaged Victorians 
and those experiencing family violence. The 
new program has four distinct components, 
providing:

• support to private tenants who are 
�nancially disadvantaged or victims 
of family violence, through the place-
based Tenancy Assistance and Advocacy 
Program (TAAP)

• expert tenancy legal advice and 
professional development for tenancy 
workers assisting private tenants, through 
the Tenancy Central Service

• assistance to vulnerable older Victorians 
living in retirement housing, through 
the Retirement Housing Assistance and 
Advocacy Program

• a consumer service focusing on systemic 
and emerging consumer issues impacting 
vulnerable Victorians, through the 
Consumer Assistance and Advocacy 
Program.

As funding of our advocacy services 
increased by more than $1 million in 2017–18, 
we supported over 7,800 vulnerable and 
disadvantaged Victorians through our 
tenancy and consumer advocacy services, 
up from 6,600 in 2016–17. This includes 
intensive assistance to over 6,800 tenants 
through TAAP.
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Goal 4: A modern and effective consumer law framework

To be an effective regulator, our consumer 
law framework must continue to evolve 
with the changing market. We lead and 
participate in policy and legislative reviews 
and work in partnership with other regulators 
and organisations, to ensure our consumer 
law framework supports a fair and 
competitive marketplace.

Highlights

The Victorian Government introduced new 
laws banning cash for scrap metal when 
reforms to the Second Hand Dealers and 
Pawnbrokers Act 1989 and the Second Hand 
Dealers and Pawnbrokers Regulations 2018 
came into effect in May 2018.

We completed our extensive review of a 
number of consumer property law Acts, 
which had been underway since 2015. In 
addition, a signi�cant and ambitious forward 
program of research and policy work for 
consumer affairs agencies over the next four 
years was endorsed following the Australian 
Consumer Law review.

We continued our work to better protect 
residents in high-rise apartment buildings 
from unruly short-stay parties.

We are reviewing the recommendations of 
the Parliamentary inquiry into fuel prices in 
regional Victoria and undertook signi�cant 
activity in reviewing the retirement housing 
sector.

The Victorian Government established the 
Consumer Policy Research Centre, dedicated 
to provide a compelling and expert 
consumer voice.

Cash for scrap ban 
comes into effect

Organised crime in�ltration can cause 
signi�cant harm to an occupation or 
industry, and to the broader community. 
We recognise that the scrap metal industry 
is one that is susceptible.

The Victorian Government introduced new 
laws banning cash for scrap metal when 
reforms to the Second Hand Dealers and 
Pawnbrokers Act 1989 and the Second Hand 
Dealers and Pawnbrokers Regulations 2018 
came into effect in May 2018.

We worked closely with key industry 
stakeholders, the Australian Metal Recycling 
Industry Association (AMRIA), the Victorian 
Automobile Chamber of Commerce (VACC), 
and Victoria Police, to develop the reforms.

Second-hand dealers are now banned from 
paying or receiving cash payments for 
scrap metal, or dealing in unidenti�ed scrap 
motor vehicles without police authorisation, 
and must keep detailed records of all 
transactions involving scrap metal. Police 
have new search and entry powers that 
will allow them to enter business and 
storage premises without a warrant if they 
reasonably believe that dealing in scrap 
metal is taking place.

The new Regulations require second-
hand dealers who deal in scrap metal to 
register as second-hand dealers through 
the Business Licensing Authority (BLA) 
by 1 September 2018. The BLA will assess 
registration applicants to determine whether 
they are suitable to be registered.

New offences have been introduced, with 
penalties of more than $30,000 for buying 
or selling scrap metal for cash. Police will be 
able to issue on-the-spot �nes to scrap metal 
dealers not adhering to the new laws, with 
penalties of more than $1,900.
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Fuel price inquiry

Fuel is an essential item for most families 
and businesses, and high prices cause 
signi�cant pressure on already strained 
budgets. Regional Victorians feel the impact 
of high fuel prices even more because they 
travel long distances to access services 
and have fewer options to purchase fuel 
compared with Melbourne residents.

The �nal report of the Parliamentary inquiry 
into fuel prices in regional Victoria was 
tabled in February 2018. The committee 
focused on how to improve competition 
between fuel retailers in regional Victoria, 
such as the use of fuel price comparison 
apps and websites and the removal of 
barriers for businesses entering new markets. 
It made three recommendations to increase 
fuel price transparency in Victoria. These are 
that the Victorian Government:

• conduct a public awareness campaign 
in regional Victoria to encourage the use 
of fuel price apps

• support the Royal Automobile Club of 
Victoria to improve the coverage of its 
fuel price app

• review planning policies to encourage new 
service stations in regional markets with 
low competition.

The Government’s response to the �nal 
report was tabled in Parliament on 20 August 
2018 and supports each recommendation 
in full, as a means of enabling regional 
Victorian residents to make informed 
decisions about when and where to purchase 
fuel. A public awareness campaign is 
planned to commence in September 2018.

Work in this area follows the introduction 
of new Regulations in 2016 requiring 
Victorian service stations to only advertise 
the full price of petrol to motorists on price 
boards, and remove the advertisement of 
‘docket-discount’ fuel prices. This improves 
transparency for Victorian motorists, 
ensuring they are con�dent that the price 
on the board is the most they will pay at 
the pump.

Unruly parties in short-stay 
accommodation

Victoria’s tourism sector is worth more than 
$25 billion and employs over 200,000 people.

The sector is supported by an estimated 
170,000 short-stay properties in Victoria. The 
vast majority of short-stay owners, and their 
guests, do the right thing. However, some 
short-stay guests have hosted unruly parties 
and damaged properties.

New laws have been developed to protect 
residents of high-rise apartments from 
unruly parties in short-stay accommodation. 
The new laws propose to address this 
problem by making short-stay providers 
in high-rise buildings responsible for the 
behaviour of their short-stay residents. 
Owners corporations and residents in 
high-rise buildings will be permitted to 
take action for repeated breaches of 
prescribed short-stay conduct rules.

The Owners Corporations Amendment 
(Short-Stay Accommodation) Act 2018 
received the Royal Assent on 14 August 2018 
and will commence by 1 February 2019.
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Review of the Australian 
Consumer Law

The Australian Consumer Law was reviewed 
in 2016–17 for the �rst time since it was 
introduced in 2011. The comprehensive 
and wide-ranging review was conducted 
by Consumer Affairs Australia and New 
Zealand, a forum of senior state and territory 
consumer affairs of�cials.

Commonwealth, state and territory 
consumer affairs ministers received the �nal 
report on 31 March 2017. It drew from more 
than 260 submissions and face-to-face 
meetings with over 130 stakeholders across 
Australia.

Ministers from across the country endorsed 
a package of 19 legislative proposals to 
strengthen and clarify the law. These range 
from increasing the maximum penalties 
available for breaching the law, to making 
it easier for consumers to get refunds for 
faulty products.

Ministers also endorsed a signi�cant and 
ambitious forward program of research and 
policy work for consumer affairs agencies 
over the next four years, including examining 
how an unfair trading prohibition could be 
adopted in Australia.

The program will also include a project, 
commencing in 2018–19, to assess whether 
changes to the law are needed in relation 
to not-for-pro�t fundraising.

Consumer property law review

We completed our extensive review of a 
number of consumer property law Acts, 
underway since 2015. The laws under review 
were the Sale of Land Act 1962, Estate Agents 
Act 1980, Conveyancers Act 2006 and the 
Owners Corporations Act 2006. Each affects 
the way people buy, sell and manage their 
property.

The review was a great opportunity for 
industry and consumers to participate in a 
wide-ranging examination of laws affecting 
the most signi�cant lifetime transaction for 
many Victorians. It provided an avenue for 
Victorians to comment on how these laws 
are working and where improvements could 
be made.

Stakeholder feedback was very strong, with 
more than 200 submissions and comments 
received on the three issues papers released 
during the �rst stage of the review. The 
second stage involved the release of three 
options papers, with over 140 stakeholders 
providing comment.

We have carefully reviewed stakeholder 
feedback as we develop reform proposals 
for Government’s consideration. Reforms to 
sale of land laws have been �nalised, with the 
Sale of Land Amendment Bill 2018 introduced 
into Parliament and second read in the 
Legislative Assembly on 22 August 2018.

Retirement housing sector

The Victorian Government is committed 
to ensuring the regulatory framework in 
the Retirement Villages Act 1986 strikes a 
balance between supporting growth and 
innovation in the sector and protecting the 
rights and interests of retirement village 
residents.

This year, we completed a review of 
the Retirement Villages (Contractual 
Arrangements) Regulations 2006, which 
resulted in the Minister remaking the 
Regulations as the Retirement Villages 
(Contractual Arrangements) Regulations 
2017. We also undertook a review of internal 
dispute resolution procedures under the 
Retirement Villages Act 1986 as well as 
completing a review of a number of key 
aspects of the Act as part of the consumer 
property law review.
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The Standing Committee on Legal 
and Social Issues reported on its inquiry 
into the sector in March 2017 and 
made 15 recommendations. In tabling 
its response to the Inquiry’s report in 
September 2017, the Victorian Government 
has supported, supported in principle 
or committed to further investigate 
12 of the 13 recommendations directed 
to the Government.

We are leading much of the work required 
to implement these recommendations, 
a number of which will be considered as 
part of a review of the Retirement Villages 
Act 1986.

New regulations for conveyancers

The Victorian Government introduced the 
Conveyancer (Quali�cations and Experience) 
Regulations 2018, as part of four new sets of 
regulations for conveyancers that came into 
effect on 26 May 2018.

These Regulations introduce a new 
quali�cation for eligibility for a 
conveyancer’s licence, and expand the range 
of legal practitioner with whom a prospective 
conveyancer can gain their work experience. 
The new quali�cation is the Advanced 
Diploma of Conveyancing from the Business 
Services Training Package. The Advanced 
Diploma of Conveyancing comprises 18 units 
of competency and replaces the current 
quali�cation for a licence, which is eight 
units.

This new quali�cation provides further 
assurance to Victorians that conveyancing 
matters are handled appropriately.

The other three sets of regulations 
introduced were the Conveyancers 
(Fees) Regulations 2018, Conveyancers 
(Professional Conduct) Regulations 2018, 
and Conveyancers (Trust Account and 
General) Regulations 2018.

New consumer policy and 
research hub launched

The Victorian Government has established 
a new research centre, the Consumer Policy 



Regulations commenced or revoked

Table 6: Regulations commenced in 2017–18

Name Date commenced

Conveyancers (Fees) Regulations 2018 26 May 2018

Conveyancers (Professional Conduct) Regulations 2018 26 May 2018

Conveyancers (Quali�cations and Experience) Regulations 2018 26 May 2018

Conveyancers (Trust Account and General) Regulations 2018 26 May 2018

Domestic Building Contracts Regulations 2017 1 August 2017

Estate Agents (Professional Conduct) Regulations 2018 26 May 2018

Estate Agents (General, Accounts and Audit) Regulations 2018 20 May 2018

Retirement Villages (Contractual Arrangements) Regulations 2017 30 July 2017

Retirement Villages (Infringements) Regulations 2017 1 December 2017

Second-Hand Dealers and Pawnbrokers (General, Exemption and 
Record-Keeping) Regulations 2018

22 May 2018

Sex Work Amendment Regulations 2017 1 October 2017

Subordinate Legislation (Owners Corporation Regulations 2007) 
Extension Regulations 2017

4 December 2017

Subordinate Legislation (Residential Tenancies Regulations 2008) 
Extension Regulations 2018

10 June 2018

Veterans (Patriotic Funds) Regulations 2017 1 November 2017
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Table 7: Regulations revoked in 2017–18



Goal 5: A sustainable and innovative regulator

Ef�cient and effective internal operations 
are critical to our ability to be a modern and 
effective regulator. We continue working 
on new ways to develop our capability, 
technology and approach to collaborating 
with our partner agencies.

Highlights

We commenced a two-year program to 
reduce the cost of regulation for business, 
while maintaining appropriate consumer 
protections, outlined in our Statement of 
Expectations 2017–19.

We continued to develop mutually bene�cial 
partnerships with key stakeholders and 
organisations through our Partnership 
Strategy.

We are supporting the establishment of a 
new GovHub of�ce to be built in Ballarat, an 
investment in the future of regional Victoria.

We established a compliance operating 
model to ensure that risk is at the centre of 
compliance decision making. Our intelligence 
capabilities were recognised through a 
national award from the Australian Institute 
of Professional Intelligence Of�cers.

Through effective management of our 
trust accounts, in accordance with relevant 
legislation, the Victorian Government was 
able to allocate $29 million from the VPF 
to important affordable housing projects. 
We also launched the �rst VPF funding 
round to support registered housing 
agencies to improve the environmental 
sustainability of their social housing 
properties.

Extending our capabilities 
through partnerships

We continue to develop mutually bene�cial 
partnerships with key stakeholders and 
organisations through our Partnership 
Strategy. This included holding a second 



Ballarat GovHub

The Government is investing in the future 
of regional Victoria by creating hundreds 
of public sector jobs at a new GovHub of�ce 
to be built in Ballarat. Our Information and 
Dispute Services Centre, which provides 
front-line service delivery to the Victorian 
community, will move to the Ballarat GovHub, 
with construction expected to be complete 
in late 2020.

The new of�ce will be located at the Civic 
Hall site in Ballarat’s central business 
district. The site is being redeveloped 
by Development Victoria in partnership 
with the City of Ballarat Council and will 
combine government of�ces with community 
services and local businesses. The GovHub 
design followed consultation with the local 
community and recognises the important 
cultural and community signi�cance of the 
existing Civic Hall and library within the City 
of Ballarat, while also creating a modern and 
accessible workplace.

We are committed to ensuring no 
interruption to the delivery of quality 
services to the Victorian community during 
the transition to Ballarat GovHub and to 
supporting staff whose roles are affected 
by the move.

National award for 
regulatory intelligence

We were awarded the 2017 Organisation 
Award by the Australian Institute of 
Professional Intelligence Of�cers (AIPIO) for 
our “distinguished innovative contribution 
to the advancement of the intelligence 
profession in Australia”. The award was 
presented on the opening night of the 
AIPIO conference in Hobart by President 
Dr Philip Kowalick. The award recognised 
our work to enhance our intelligence 
capabilities and embed our regulatory 
approach as intelligence-led, risk-based 
and outcome-focused.

We also shared our approach to capability 
development at the inaugural Regulatory 
Intelligence Conference, held in Sydney 
in September 2017.
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Reducing red tape
In June 2017, the Minister for Consumer 
Affairs issued a reducing red tape Statement 



Trust funds managed by Consumer Affairs Victoria

We manage eight funds established by Acts of Parliament. The funds, and their 
expenditure purpose, are re�ected in Table 8.

Table 8: Trust funds administered by Consumer Affairs Victoria

Trust fund Expenditure includes

Domestic Builders Fund Administration of the Domestic Building Contracts Act 1995, costs 
relating to the VCAT Domestic Building List and Domestic Building 
Dispute Resolution Victoria.

Motor Car Traders 
Guarantee Fund

Administration of the Motor Car Traders Act 1986, guarantee fund 
claims.

Residential Bonds 
Investment Income 
Account

Administration of the Residential Tenancies Bond Authority.

Residential Bonds Account Bonds held on trust, repayment of bonds.

Residential Tenancies Fund Administration of the Residential Tenancies Act 1997, costs relating 
to the VCAT Residential Tenancies List.

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.

Victorian Property Fund Administration of the Estate Agents Act 1980 and other real estate 
related legislation as permitted by s.75 of the Act, grants relating to 
property and housing as permitted by s.76(3) of the Act, operation 
of the Estate Agents Council, trust fund claims, costs relating to the 
VCAT Owners Corporation List.
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Grants from the Victorian 
Property Fund in 2017–18

The Estate Agents Act 1980 allows the 
Minister for Consumer Affairs to make grants 
from the Victorian Property Fund (VPF) for 
the purposes speci�ed in section 76(3) of 
the Act.

The Minister makes her decision on 
grants after consultation with CAV, the 
Estate Agents Council and any industry 
associations, government departments 
and other organisations, as appropriate.

We are responsible for administering 
the VPF grants program, which includes 
evaluating applications, making 
recommendations regarding proposals 
to the Minister, and administering the 
grants awarded.

A key priority for the VPF grants program is 
to assist community housing organisations 
and develop new social housing for low 
income and disadvantaged Victorians.

Under the 2017–18 VPF Housing Funding 
Round, Minister for Consumer Affairs 

Marlene Kairouz awarded nine new grants for 
community housing development projects 
to help accommodate Victorians in need. 
These projects, across metropolitan and 
regional locations, will provide housing for 
a range of low-income or disadvantaged 
groups, including victims of family violence, 
older women, singles at risk of homelessness, 
and people with a disability.

This year, the Minister awarded $1.3 million 
under the �rst VPF environmentally 
sustainable housing funding round. Five 
grants were awarded to help registered 
housing agencies improve the energy and 
thermal ef�ciency of existing social housing, 
reducing electricity bills and improving 
health outcomes for low income tenants.

In 2017–18, the Minister approved 17 grants 
from the fund, totalling over $29 million. 
These are outlined in Table 9. Value is 
reported exclusive of GST, representing the 
net cost to the fund. Expenditure shown 
in the �nancial information section of this 
report re�ects part payment of these grants 
plus payments made in 2017–18 for grants 
approved in previous years.
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Table 9: Grants made from the Victorian Property Fund in 2017–18



Financial information 2017–18



Appendix

The list below details the legislation 
administered by Consumer Affairs Victoria 
as at 30 June 2018:

Associations Incorporation Reform Act 2012

Australian Consumer Law and Fair Trading 
Act 2012

Business Licensing Authority Act 1998

Business Names (Commonwealth Powers) 
Act 2011

Chattel Securities Act 1987

Company Titles (Home Units) Act 2013

Consumer Credit (Victoria) Act 1995

Conveyancers Act 2006

Co-operatives National Law Application 
Act 2013

Credit Act 1984

Credit (Administration) Act 1984

Credit (Commonwealth Powers) Act 2010

Domestic Building Contracts Act 1995 
– except Part 5 (administered by the 
Attorney-General)

Estate Agents Act 1980

Fundraising Act 1998

Funerals Act 2006

Goods Act 1958

Motor Car Traders Act 1986

Owners Corporations Act 2006

Partnership Act 1958

Residential Tenancies Act 1997:

• 
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