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The Honorable Tom Roper M.P.
Minister for Consumer Affcirs




The Hon. Tom Roper, M.P.,
Minister for Consumer Affcirs,
500 Bourke Street,
MELBOURNE . 3000

Sir,
ANNUAL REPORT 1987/88

Pursucmnt to Section 8 of the Annual Reporting Act 1983, I present {o you my report on
the activities and operations of the Ministry of Consumer Affairs, for the year ending 30
June, 1988.

The report has been prepared for you to lay before the Houses of Parlioment.

This Annucal Report incorporates those matters on which I am required to submit a
report pursucmt to Section 8A of the Ministry of Consumer Affairs Act 1973 cnd Section
16 of the Credit (Administration) Act 1984.

By virtue of Section 5 of the Annual Reporting Act 1983, the laying of this report before
both Houses of Parlioment is deemed to satisfy the provisions of the legislation for which
this Ministry is responsible.

Yours fadthfully,

Dowstd, Hull,

David Hall
Director of Consumer Affairs
3 October 1988
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MINISTRY OF CONSUMER AFFAIRS 1987/88

COMMUNITY INFORMATION & ADVICE SERVICES:

Grants to a wide range of community organizations have
increased from « total of $45,000 five years ago to the level last
vear of $2,056,715. At the same time the number of funded
groups increased from 2 to 75.

PUBLIC ENQUIRIES:

General enquiry telephone calls handled have increased by
45% while the average waiting time has been reduced by 79%

RENTAL HOUSING REGULATION:

Applications for hearings before the Residential Tenancies
Tribunal have continued to increcse to the current level of
24,137.

Public waiting times have been reduced to 4 weeks cnd held
there despite the significant increase in numbers of
applications.

MARKET REGULATION:

Defendants successfully prosecuted by the Ministry increased
from 12 in 1983/84 to 41 in 1987/88. At the same time the
number of successful prosecutions increased from 33 to 277.




MINISTRY OF CONSUMER AFFAIRS 1987/88

Expenditure

Average Waiting Time (mins)

Number

(millions)

Ministry of Consumer Affairs Expenditure

12,354,155

10,375,487

8,926,650

6,217,654

4,547,409
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WHAT YOU NEED TO KNOW TO USE THE MINISTRY'S SERVICES

HOW DO YOU FIND US?

Telephone
Metropolitam

Telephone Numbers:

Country
Toll Free Number

Correspondence

Business Address

Fex Numbers

Personal Visit
Enquiries Desk

Business Hours
Community Organisations

Local Information
Centres

HOW CAN WE HELP YOU?

We are listed in the white pages on page 47 of the Victoriom
Government Section under the heading

"CONSUMER AFFAIRS - MINISTRY OF'

See ailso YELLOW PAGES - Page 3

GENERAL ENQUIRIES AND INFORMATION
602 8123

RESIDENTIAL TENANCIES ENQUIRIES

602 8140

The Ministry is listed in the State Government section of all
country telephone books. We also have « toll
free number: (008) 13 6716

If you womt to write to the Ministry our address is:

Ministry of Consumer Affcirs
5th Floor

500 Bourke Street
MELBOURNE . VIC . 3000

Our General Fax number is: (03) 602 3443
Tribunal Fox number is:  (03) 670 2446

Our main reception area is located on the 3rd Floor,
500 Bourke Street, Melbourne. Reception is open to
enquiries between 9.00 a.m. - 4.30 p.m. Monday to Friday

By contacting your local Citizens Advice Burecu you can
find out how to obtain assistcmce over a wide range of
consumer and other issues.

The Ministry helps people with advice, assistomce, a referral
service or advocacy in relation to virtually any matter
involving Consumers, Private and Public Tenancy matters
ond consumer credit.




_ WHAT YOU SHOULD DO

Ring for advice

Lodge a written
complaint

Interview
Adjudication

Stamp duty

Hearings

Tribunal Orders

If you have a problem that you think Consumer Affcirs may
be able to help you with, remember, the first thing you must
do is go back to the trader or other party and try to
armicably resolve the problem with them.

It is encouraging how many people, upon going back to the
other party and calmly stating their complaint, find that the
problem can be readily resolved.

If however, you have been back and the problem is not
settled then the next thing to do is ring the Ministry's General
Encuiry number for advice. (You will find that we're not too
hard to contact although it's best to try to ring later in the
day to avoid the early morning rush). Try to tell us your story
as briefly as possible and have all the facts and documents
with you before you ring.

It's a good idea to make written notes of all that has
transpired prior to contacting us and for future reference if
necessary.

After having spoken to one of our telephone enquiry staff you
will know what to do next end what are your rights and oblig-
ations. You may be invited to send us a written complaint. If
the matter is urgent or serious you may be asked to come
into our office for an interview.

When you come in bring dll relevant papers with you. You
will be asked to fill in a complaint form cnd copies will be
made of your documents - the originals will be given back to
you.

You will then be interviewed to find out all the detcdls of your
complaint. The frader will then be contacted, asked for their
side of the story and an attempt made to either negotiate or
conciliate a resolution on your behalf.

Depending on the nature of the problem, if the matter is not
settled at this stage, then you may be directed to the Small
Claims or Residential Tenancy Tribunal where a legal and
binding order may be made.

If you decide to take your unresolved problem to the Tribunal
you will be asked to fill in the appropriate application forms
and pay a stamp duty application fee of up to $5.

A copy of your clam will be sent to the other party ond a
date set for hearing. At any time prior to the Referee ("judge”)
making an order the parties may settle the dispute them-
selves.

Hearings are conducted at venues throughout the State, the sub-
urbs and in the Ministry's head office. They cre conducted in
an informal non-intimidating atmosphere but the Referee's
decision is final and binding on all concerned.



SOME THINGS THE MINISTRY DOESN'T DO

There are lots of things the Ministry connot, or does not do.
Set out below is a list of those things which mony people ask
us about.

@

(i)

(i)

i)

W)

(vi)

(vid

(viif)

Trader vs. trader complcaints

In general terms the Ministry will not interfere in
disputes between one trader and cnother.

Choice Magazine

Is produced by the Australion Consumers Association,
57 Carringion Road, Mcrrickville, NSW, 2204,

Rudeness

The Ministry receives many complaints about
discourteous or aggressive behaviour on the part of
some traders. Although the Ministry can consult with
the trader we have no legal base to stop such activity.

Censorship

The Ministry has no responsibility for censorship or the
maintencnce of standards of decency or good taste.

Wages cnd Employment

Complaints and enquiries regarding wages and
conditions of employment or exploitctive employment
practices should be taken up with the Department of
Labour and/or Jobwatch.

Consumer Price Index

The Consumer Price Index is compiled by the
Australiom Burecru of Statistics.

Prices

The monitoring of prices is undertaken by the Office of
Prices.

Disputes between Neighbours

The Ministry cannot intervene in disputes between
neighbours about boundary fences,noise, smoke,
machinery, trees animals,etc.  These matiers may
best be handled by the Police, Local Council,
Environment Protection Authority, Neighbourhood
Mediation Centre or a lawyer,



(ix)

&)

(x1)

(xii)

Intervention in Legal
Proceedings or Court Decisions

The Ministry will not intervene in a dispute between a
consumer and a trader where the consumer has
engaged a lawyer or where legal proceedings are
under way. [t is not a function of the Ministry to
provide legal advice or to give a second opinion
where someone doubts, disputes or does not
understand legal advice or the decision of a court. '

Diesel Fuel Rebate Scheme

This scheme is administered by the Australiom Customs
Service.

Government or Semi-government Bodies

(Except Energy or Water Authorities such as the Gas
and Fuel Corporation, S.E.C. etc.) Complcints about
Government or Semi-Government bodies should be
taken up with the appropriate Siate or
Commonwealth Ombudsmaon.

Free Legal Advice
With the exception of advice about the jurisdiction of

the Credit Act, the Ministry cannot give free legal
opinions.




MANAGEMENT OF COMPLAINTS AND BREACHES OF
CONSUMER PROTECTION LEGISLATION

Enquiry/Complaint
| 1
Advice Given COMPLAINT
RESOLVED UNJUSTIFIED
Complaint justified
Been back to
Trader?
NO
‘ YES
Go Back |
to Trader Lodge Claim
with Tribunal
l |
Appointment and Lodge Written
Conciliation Interview Complaint
Complaint
Accepted
Negotiation
with Trader
r
RESOLVED
Not Resolved
| 1
Referred to MATTER
Solicitor or DROPPED
other appropriate
organization
If within
Jurisdiction
Referred to
Tribunal or
Industrial Regulation Branch
PROSECUTION | ADJUDICATION
9




David Hall, Director of Consumer Affairs




DIRECTOR'S OVERVIEW

PROPOSITION
1988

WHAT'S IT ALL
ABOUT?

In this bicentencry vecr, it seems appropriate o begin our
report with what might be termed ‘Proposition 1988"

It is probably true that the majority of people setting out to

sell goods and services to the public is honest, well-intentioned

tioned and of good will.

= but clearly the imperative is to sell; the consumer benefit
comes, for the frader, from selling what the consumer
needs or has been persuaded to want at a price the
consumer will pay.

It is equally true that the minority which does not act fairly

and honestly causes disproportionate pain, canguish and

hurt to innocent parties - the consumers who put their trust in

the trader:

» doubtless harm is also caused to other fraders, and the
image of business is adversely affected.

By and lerge, traders are in a relatively powerful position in

thelr dedalings with consumers:

® that some consumers may be advantaged does not
invalidate the general proposition.

Government intervenes in the market place, through its

regulatory and standcrds bodies, in order to ensure that the

benefits of a competitive, pluralistic commercial

environment are available to and shared by all, without

fear or favour.

Of critical importance to any organisation seeking to serve the
public is to reach those who most need assistcnce, in a timely
and effective way.

Much of what the Ministry does is necesscrily hidden from
public gaze. What we are judged by is often only a part -
important though it is - of the total responsibility of the
Ministry; to inform, to educate, to moke awcare, to prompt
industry to be more responsible for its own standards of
behaviour, to intervene where consumers in general or
vulnerable groups are at risk, to persuade, to cajole,
ultimately to bring the full force of the law to bear on those
who persistently cmd deliberately tremsgress.

Clecrly, no one orgcemisation can meet all of the needs of all
consumers. But it is possible to help promote networks of
services that will give consumers enough advice and
information for them to be able to take their own action in
many instances, or at least to feel more confident in
pursuing their rights. To this end, the Ministry provides
gramts to community ond consumer bodies that cre able o
undertake information, advice, dispute resolution and
advocacy services in line with the Government's objectives
in the consumer affairs crea.

The grants program is one imporicmt meoms of enhancing

the access of consumers to 'user- friendly’ sources of advice
and help. It dllows ouireach beyond the direct services the

11




THEMES AND
ISSUES

Ministry itself is able to provide and offers a channel for
assessing priorities of consumer cnd community need ond
for increasing community aworeness of consumer issues.

The window of the Ministry for most people (consumers cnd
traders) is our telephone and counter information and
advice services - involving what we term the Customer
Information Service as the general access point to the
Ministry, the specialised services of the Residenticl Tenomcies
and Small Claims Tribunal and the Trade Measurement
Product Scfety omd Packaging ond Labelling functions. It is
pleasing to be able to report that the 'standing joke' of the
waiting times to access our main telephone system is now as
tired as many over-worn party pieces. The fact is that
waiting times have been reduced from an average 8.9
minutes to 2.9 minutes. This does not mean that the
individual caller will not suffer uncicceptable delays at peak
periods. We are trying to improve further our performonce
in this regord. But clearly there cre limits to the resources
that can be directed o meeting what are short-term peak
loads.

The selection and training of customer information officers is
an intensive business and even if Government were 1o
cllocate limitless funds to this function, it would not be
possible responsibly to provide ears for every mouth that
wishes 1o talk.

We have therefore concentrated on better identifying the
underlying problem the customer faces, and quickly
providing information that will help the caller to resolve that
difficulty. We do not purport to emulcate the radio talk-back
that allows people merely to ventilate their anger or concern
about matters that simply cannot be resolved. We are
solution oriented.

Annudl reports of the Ministry over the last four years have
sought to identify issues and themes cffecting its role and res
ponsibilities, In particular, we have tried to document trends
in the behaviour cnd perceptions of traders cmd consumers
that influence the priorities of the Ministry and the way that
it goes about its work.

It is clear that the market place in 1988 is more complex ond
demanding than it was even five years ago. Financial
deregulation, economic growth and the promotion of
Australian products have all combined to increase the
complexity of decision- making for the consumer and the
smdall frader clike.

There has unquestionably been a concentration of power
around lorger institutions, both in the finamcial services ond
retail sectors. There is growing concern about consumer
indebtedness (running at about $1400 for every man,
woman ond child in Australia). The growth in electronic
funds transfer systems and computerised retailing has
brought new challenges for clear disclosure of contract
conditions, resclution of disputes cnd protection of privacy.

12




OUR CHARTER

There care continuing assertions that Australicn-made goods
are of inferior quality to those which are imported; there is
growing awdadreness of price increases; there is frustration
oand even onger ot inadequate or off-handed service; cnd
resentment that unethical traders seem to be able 1o
continue to catch unwery consumers cnd corry on trading
unchecked.

The continuing upsurge in claims for adjudication by the
Residential Tencmcies Tribunals highlights the fundamental

. importance of this jurisdiction. The Tribunals determine

matters literally affecting the consumers caccess to "the roof
over one's head" and the livelihood of some lemdlords. The
use of the Fund generated by the interest on tenomts' bond
monies, both in terms of improved administration and for
broader purposes of the Act governing this function is under
extensive review and will be the subject of progressive
recommendction to the Minister.

It is noteworthy that there is also increasing tension between
the desire of many people to see smaller government and a
grecter measure of industry self-regulation, and constant
demands for stronger intervention of Government in
problem creas, such as with the health cnd fitness industry.
If broad-based surveys undertaken by the Trade Practices
Commission cnd telephone polling by the ABC are correct,
then most people want Government to continue to provide a
watch-dog and independent arbiter for consumers in their
relationships with fraders. Yet, industry asserts that there is
too much bureaucratic interference in the merket place, omd
thet competition will of itself ensure the necesscry protection
consumers.

These sort of debates cre most graphically illustrated in the
discussions about consumer credit legislation. Victoria has
re-asserted the importance of clear, uniform credit laws,
written in plain English, that are certain in their application,
apply to dl lenders, and recognise the loan situations in
which consumers cre at most risk. At the end of the period
under review, the Ministry was preparing for perhaps the
most significant meeting of Consumer Affairs Ministers in the
past decade - a meeting at which decisions critical to the
future of consumer credit law would be made.

Victorid's position in the consumer affairs area is very clear.
Government offers a romge of programs and services that all
hecrve as their aim the achievernent of fair trading.

Victoria has deliberately maintained and strengthened its
separate administration of consumer law and programs,
while ensuring that the agency charged with consumer
affairs responsibilities relates to a range of relevant other
agencies (law enforcement, business and industry,
econormic and social policy) through appropricte licison ond
joint project mechanisms.

The validity of this approach has been borne out in the work
the Ministry has done during the year on review of the

13




SOME
HIGHLIGHTS

consumer credit laws and implementing radically revised
housebuilders' gucramntee provisions. While there has been
extensive consultation with industry, industry groups and
Government agencies reflecting commercial and business
perspectives on these matters, it has been vital that the
Ministry com ultimately determine the course of regulation in
these arecas from a distinctly consumer-needs orientation.

As the market place becomes more complex, and das
consumer needs change in accordance with that
complexity, so a Ministry such as ours has o be very clear
about its prime objectives. There are priority needs of
consumers that we are only just touching on - to fry to
spread ourselves cicross other fields would further reduce our
capacity to do properly what we know needs much more
attention.

By way of example, there is some pressure for the Ministry to
expand into the field of what is called 'trader vs. frader’
disputes. That is, to help one business to resolve a dispute
with cnother. Without questioning the possible need for such
a service, it seems very clear that for MCA to embark on
such a course will shift the balance of its relationship with
consurners ond traders, ond is likely to deflect us from acting
efficiently and effectively as the honest broker' on behalf of
consumers in the market place.

What the Ministry can legitimately continue to do is to
sponsor liaison mechanisms with industry that promote
proper dispute resolution procedures, and the setting of
responsible standards for trader response to consumer
problems. Concurrently, the Ministry continues to work with
industry groups to promote information, education and
awareness programs that will strengthen the capacity of
both provider and user to build up a fair and effective
relationship.

Among the many highlights of the year, there are a few init-
iatives that stond out. As already mentioned, foremost is the
review of the consumer credit legislation, introduced in 1984
but already demonstrably needing reform both to adapt to
the requirements of a deregulated mcarket and to make it
accessible to the user.

The hearing of the Credit Licence application of HFC
Financial Services is the first major test of the effectiveness of
the licensing regime in ensuring that the practices of
mainstream’ credit providers cre fully in accordance with
the principles of the credit legislation, as well as meeting the
criteria of fair frading.

The Travel Agents Act has been put in place, and is proving
to be an effective exercise in co- regulation, with shared
responsibility of the industry bodies cand Governments of four
States. The Scheme is rapidly developing into a truly
national, uniform provision for the protection of consumers
cnd gucranteeing the performance of licensed traders.

14




In a climate of great scepticism, and with the real risk of
further failures in the industry, the Code of Practice for the
health ond fitness industry has undoubtedly led to improved
practices, resulting in increased consumer confidence, and
providing the basis of a model for other States to adopt.
There is still a long way o go, and the Ministry is concerned
that meny hedalth ond fitness clubs have not joined the code
administration bedy - the Fitness Institute of Victoria. But
progress is being made, and so far it has not been necesscry
for Government to impose legislative conirol which might
well inhibit the industry overail.

The Fair Trading Act has not had the immediate impact thart
might have been expected, at least in terms of direct
litigation. But it had always been redlised that there would
be a considerable lead time in having the community
generally come to grips with the power of the new
legislation as a means of tackling - and preventing -
unacceptable behaviour by traders. In this regard, it had
been thought that competitors would wish to bring actions
under the Act against those who were taking unfair
advantage of the market, by making false or misleading
claims. This has not yet happened.

It is undoubtedly the case, however, that the very existence
of the legislation, and the substantial fines under it, is
bringing home to traders in a way that never happened
before that the community will not tolerate attempts to play
on the susceptibility of some consumets for the impossible
bargain or immediate riches beyond one's wildest dreams,
or even the perfect product.

Late in the year, another seminal piece of legislation came
into effect. The House Contracts Guarantee Act gives
consumers a whole new range of protections in relation to
the single most importont purchase cmy of us makes in our
lives. It extends that protection to renovations, maintencmce
cnd repair work worth more thon $3,000 (the current celling
for disputes before the Small Claims Tribunal), while at the
same time giving far grecter certainty to the industry. This is
the essence of the notion of fair trading. It will be some time
before the full impact of the new legislation can be assessed.
In the meantime, the Housing Guarantee Fund, as the
legislative instrument for implementation of the scheme, is
working closely with the Ministry to publicise it and to
ensure that all builders and building works cre registered
and claims processed as quickly as possible.

These very real achievements have been posted in a
climate of continuing restraint. Over the last three years, the
Ministry has implemented productivity improvements
totalling $249.000, as well as the efficiency offsets of four per
cent required for the Second Tier National Wage Case this
yecr.

15




NAMING OF
TRADERS

LEADERSHIP

It has become accepted over many years that the Ministry
should nome in its Annual Reports traders who have come
under pcrticular notice. This serves three purposes:

(o) it draws attention to the activities of traders whose
behaviour has been of such concern as to warrant
prosecution, caction by a Licensing Authority or a
Tribunal or warnings from the Minister or the Ministry.

(b) it highlights the responsibility of the Ministry to monitor
the market place so as to report on unacceptable
behaviour and practices; ond

(¢) it reassures consumers who have brought complaints to
the Ministry that their experiences influence Ministry
activity, and lead to action that will benefit other
consumers ond the public generally.

Against this, it must be recognised that the Ministry of
Consumer Affairs has access only to pcrt of the picture of the
frensactions between a trader and a consumer.

It is necessary, therefore, to exercise much ccution in
highlighting the deficiencies of particular traders in our
reports, when it is undoubltedly true that there are many
other traders whose behaviour is not better - and perhaps
much worse - thon those who come to the attention of the
Ministry.

Nevertheless, it would be irresponsible for the Ministry not to
bring to public notice those traders whose transgressions
have necessitated substontial action by the Ministry.

These traders are named in this report and its appendices.

On 10 December 1987, the Premier cnnounced new Minister-
ial arrangements by which The Honourable Tom Roper
becarme Minister for Consumer Affairs. Peter Spyker, who
had led the Ministry through a major reform process, ond
who had made a signal contribution to giving it a high
profile as an umpire of fair trading, became Minister for
Property and Services, Minister Responsible for Prices,
Minister for Youth Affcirs omd Minister Assisting the Minister
for Labour, as well as retaining the Ethnic Affairs Portfolio.
Over a five yvear period, Peter Spvker built up close
relationships with Ministry staff emd with a wide voriety of
consumer and industry groups.

He demonstrated a special capcacity 1o judge the consumer
benefit (and conversely the detriment) of the variety of
schemes cnd crrcngements offered in the market place. We
wish him well in his new portfolios.

Tom Roper brings to the Ministry a breadth and depth of
experience cnd understcnding of socicl and economic issues
that have already had significemt impact on the Ministry's
programs ond activities. It is a fruism that the crgomisation
that stomds still is dying: the level of new activity since Mr.

16




MISSION

Roper was appointed Minister will ensure that there is no
possibility of stagnation in the foreseeable futurel

Mr Roper has indicated to the Ministry o series of new directions,
and changes of emphasis for existing programs, which he
wishes us to pursue.

These include revitalising ond strengthening the Educcation
ond Awareness program ond publicity cnd media activities,
re-directing the gramts programs, providing a shcarper focus
to the Ministry's enforcement responses, reviewing the
performonce and direction of Residential Tenoncies services
across the Ministry ond enhoncing community licison cnd
customer services both at the Melbourne office and at a
local level.

The implications of these moves for resources is significont.
Capital and operating costs, numbers of people and their
skills, as well as deployment issues, cre being addressed.

The Ministry is actively working with the Minister ond with
central agencies of government to provide qudlity responses
to the new directions. Various functions will require review,
development activities will require upgrading, end renewed
attention to funding ond strategy for the implementation of
the Ministry's information systems plomn will be essential for
these directions to be fully successful.

It is useful to re-state the aims of the Ministry at this time of
growth ond development: there are basically three major
objectives that we pursue:

() the resolution of disputes between consumers and
traders, involving giving people information and
advice, negotiating on their behalf and, ultimately,
offering independent adjudiccrtion;

(b) the development and enforcement of safety,
information, packaging omd other stemdards cimed ot
ensuring fair trading in the market place;

(¢) education, information ond awareness programs that
will enhance the ability of consumers ond traders to
operate fairly, ond to exercise rights cnd responsibilities
to mutual benefit.

One of the difficulties for om orgcmiscation constemtly exposed
to the shoddy aspects of the behaviour of traders and
consurners alike is to maintain a belief in the basic tenets of
the so- called free marketplace. The Ministry sees the worst
features of the intransigence of some ifraders and some
consumers; it all too rarely has the benefit of direct
experience of unsolicited acts of generosity. The expression
of the ‘fair go' ethic that may well characterise most trading
camn all too easily be blanketed in utter despair at the endless
machinations of those who seem to believe they have aright
- almost a duty - to indulge in ever more cunning and
devious meoms of deceiving the consumer.

17




Senior management of the Ministry is involved in a
continuing process of planning development and review.
Plans are in hand for a major review of the Corporate Plan of
the Ministry. The original Plan, put in place during 1985, has
served us well, but obviously in a changing climate and
with the expansion of the Ministry, re-assessment is needed.
The work that has been done with staff at all levels to
identify social justice initiatives, and in identifying Budget
priorities, will form a solid foundation for this planning
exercise.

18
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pLANNING AND MANAGEMENT TARGETS

THE MARKET
PLACE

Consumers flood
through the doors at the
start of the summer sales.

INCREASING LEVEL OF
_ DEMAND FOR GOODS
AND SERVICES

The Ministry opercttes in a dynamic socic-economic environ-
ment, where the existing conditions influence, if not determine,

the nature of the relationship and the extent of conflict
between the users and suppliers of goods cnd services.

The Ministry, through its ongoing program of resecrch cnd
planning, maintains an understanding of its operating
environment so that it can more effectively target its
programs ond services to areas of need.

It must be acknowledged that the last twelve months, and
indeed the laét few years, have been characterised by
significont economic growth, increasing levels of demand,
wage stability ond increasing cost of credit. These factors
create conditions which dictate the role of this Ministry in
the fair operation of the marketplace.

The Victoriom economy, in the last twelve months, has seen an
increasing level of demand for goods cnd services and cn over-
all level of economic growth.

Victoriar has experienced a housing boom in 1987/88, with
significant increases in home lending and dwelling
approvals. This has largely resulted from a lowering of
home interest rates and the reintroduction of negative
gearing provisions. Improvements occurred in both
ownership cnd rental sectors with vacancy rates of cround
2.5%, indicating a considerable increase in supply of private
rental dwellings.
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VACANCY RATES,
MELBOURNE

HOUSEHOLD
INCOMES AND
COSTS

AVERAGE WEEKLY
EARNINGS (AUSTRALIA)
NOMINAL AND CONSTANT
DOLLARS, 1982-1987

%

VACANCY RATES, MELBOURNE
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While the level of demand has been high in the economy.,

household incomes for a large sector of the community have
failed to keep pace with inflation. Demoand-driven economic
growth has put additional pressure on the already stretched
finances of low income families. For many the ready
availability of credit has provided easy but temporary

escape.
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Soutser Austratian Bureau of Statistics.

High demand has also dllowed. a record rate of creation of
new jobs and Victoria has the lowest unemployment rate in
Australia. In addition there is considerable consumer
confidence as indicated by the level of consumer spending.
It must be noted that while real wages have declined over
1987/88, there has been a rapid increase in numbers
employed.
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CONSUMER PRICE INDEX
MOVEMENTS 1987,/88
MELBOURNE

EASY
AVAILABILITY
AND COST OF

CREDIT

INTEREST RATES -
HISTORICAL COMPARISONS

With CPI at 7% for 1987/88, the cost of living has increased
at a faster rate than average weekly earnings.

CATEGORY INDEX INDEX  %CHANGE
' JUNE 1987  JUNE 1988  86/87-87/88

CPI (Al groups) , 1686 1804 70
FOoOD 1605 1740 84
CLOTHING - 1573 - 4703 83
HOUSING E 180.1 191 - 50
 HOUSEHOLD EQUIPMENT - 168.7 1768

and OPERATIONS o .

- TRANSPORTATION 1710 1808

TOBACCO and ALCOHOL 1848 e

HEALTH and PERSONAL 1728 1908

CARE o .
RECREATION AND ' 1491 1604

EDUCATION , f .

Sotirce: Aus’traﬁan Bureau of Statistics

Consurner Credit is costly especially with the current high rate
of interest, but it is also readily available, in a 'competitive'
deregulated merket. The purchase of houses and cors and even
the less expensive day-to-day consumption items can be heavily
dependent on access to credit.

In an economy facing increasing levels of demond, with
household incomes remaining stable and with easy access
to credit, a number of households with low income have
found themselves financiclly overcommitted.

o

X

I

8 T ; T t T e
19767 1977 1978 1979 1980 1981 1982 1983 1984 1985 1986 1887

: Year: .
{a) Welghted Average Issue Yield .~ ~ . 10YearTreasuryBonds
{b) Predoninant Rate S Cofifiestes of Daposit (a)

(Source: Reserve Bank Bullstins) L. Overdrahs less than $100,000 () :
.= Bavings Bank Housing Loans () -
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CONSUMER CREDIT DEBT
MARKET MAJOR LENDERS %

IDENTIFIED
VULNERABLE
GROUPS

The deregulated fincmcial market, while it has made the
institutions more competitive, has by no means led to lower
cost of credit. The ten year historical comperison of interest
rates indicates that the cost of credit is now relatively higher
thon ever before.

There has been a shift in consumer debt from finance
compoanies to banks. Banks today hold over 50% of the
consumer lending market compared to 26% in 1976.

dune Est, Finance - Credit General ~Building - Totai Con
30 Banks Coys Unions . Einancrs ~Socigties Credi{
1976 26:2 64.2 756 1.8 0.4 100.0
1977 30.6 58.4 8.7 2.0 0.3 100.0
978 344 53.9 9.6 2.3 0.2 1$00.0
1979 37.8 47.9 118 2.7 0.3 100.0
1880 40.2 43.3 13.7 2.4 0.4 100.0
1981 435 40.2 18.6 2.2 0.4 000
1982 450 39,1 13.7 19 0.5 1000
1683 50.2 331 15.0 13 05 100:0
1984 b5 28.7 5.6 1.7 14 100.0
1985 54.8 251 16.3 1.8 2.1 100.0
1986 50.9 245 185 3.2 2.9 100.0
1987 50:6 22.3 20.0 4.9 2.2 1000

Source: Figures provided by Australian Finance Conference

For much of this period consumer lending by the banking
industry remained unregulated. In 1984 the Credit Act was
introduced for the protection of consumers and to set
uniform lending stemdords.

There exists, as a result of many complex forces, an ever
widening gap between the cost of goods cnd services and
the capacity of some consumers to pay. A gap also exists
between the informed and the uninformed consumer.

This problem is often exacerbated in the market place by
the imbalance that exists between the trader and the
consumer. A major function of the Ministry is to identify
vulnerable and disadvantaged groups in the community
cand torget programs to redress the balance. Considerable
energy has been expended by the Ministry, the Trade
Practices Commission, other Consumer Agencies and
Community Orgomisctions to find out the areas in which we
should be operating and the groups we should be
targetting.

The result of that resecrch clearly shows that young people, the
elderly, ethnic groups and low income consumers dre among
the most vulnerable and least knowledgable about their
consumer rights and protections and least likely to have
cny confidence in pursuing redress for their complaints.
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TRADE
PRACTICES
COMMISSION
SURVEY

COMMUNITY
CREDIT
RESEARCH

TRADER
SURVEY

TELEPHONE
ENQUIRY SURVEY

The Trade Practices Commission in its report of December 1987
said that its Survey of Consumer Opinion in Australia demon-
strated that a significant minority of consumers, for one reason
or another, still did not exercise their basic rights'. Further
cnalysis of the survey results identified youth, people with
mobility problems and people of ethnic background as
consumers least able o resolve their problems.

Research into Community Credit by a joint working group
established by the Ministry revedled issues of gredt concern
in the housing market, the prices of goods cnd services,
poverty levels and credit over commitment.

A guestionnaire survey was undertaken in 1988 of a large
sample of traders who had been the subject of consumer

complaints. The major findings of this resecrch indicate that
a very high rate of successful resolution of complaints is
achieved by Ministry mediction efforts. Of the traders who
responded to the survey and knew the outcome of the
Ministry's mediation, 80% reported a high degree of
scitisfaction in their dealings with Ministry officers and the
solutions achieved to problems or consurmer complaints.

The Ministry conducted a survey of people contacting its general
enquiries and information telephone line.

The survey indicated that our typical caller is a female,
aged between 20 and 40, who speaks English as her first
langucage. She is employed in a clerical, sales or service
occupdation, lives in Melbourne and is most likely to come
from the Western, Inner Melbourne or North Eastern
suburbs. If she lives outside Melbourne she is most likely to
come from the Barwon region which includes Geelong cmnd
its suburbs. This typical caller has enquiries relating to a
product or service with a value of not more than $500.

This profile of c¢allers compared with Victorian census
statistics reveals that the young, the aged, as well as blue
collar workers; formed much smaller proportions of the
survey sample than they do of the general population. The
disproportion was most dramatic for older women and
females in blue collar occupcttions.

This information has been utilised in Ministry plans to
develop more effective community awareness and general
public information programs promoting consumer rights
cand protection.
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CONSUMER
SURVEY RESULTS:
Age and Sex of
Respondents”

SOCIAL
JUSTICE
STRATEGY

1986 Census™”

CIS Survey Victorians aged 15+

Males Females Personst Males Femalgs Persons
% % Y Y % Yo
{Census
(Survey groups)
groups)
under 20 years = 3.9 4.5 4.3 11.8 10.9 i3 (156~
19)

201040 yéars 69.6. 88.5 68.0 42.4 41.0: 417 (20'-‘
39)

40to B0 years < 21.8 23.3 228 28.2 26.2 22 {40-
59)

60yrsandover 4.9 37 42 176 219 198
(604) '
Total % 1000 1000 1000 1000 1000  100.0

As aresult of survey findings a package of Social Justice
proposcls has been implemented.

The Ministry has strengthened its regional presence to
ensure that Consurner services are easily accessible for those
most in need.

Effective promotion of awareness of consumer rights has
been undertaken with four specific campaigns.

s youth and credit drawing on knowledge gained through
the Ministry's complaints-handling experience, the
licensing process and the outcomes of the National Forum
on Overcommitment of Consumer Credit;

» ethnic communifies with particular attention given to
information about residential tencncies rights and credit
awdareness;

s elderly people concentrating on areas of particular
concern, such as door-to-door and telephone sales, home
improvements cmd pre-pcid funerals;

There will be further improvement of front line enquiry
services offered by the Ministry.

We will improve the capacity of the Ministry to take strong
action to enforce rights and promote acceptable stondords
of marketplace behaviour.

The Ministry's Community Credit Program, which is port of
the Government's Anti-Poverty Strategy, will be exponded.

The Consumer Affairs Grants Scheme will be extended to
expand the current community information network.
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LEGISLATION
ASSIGNED TO
THE MINISTRY
OF CONSUMER
AFFAIRS

Weights ond
Measures Act 1958,
excluding

Section 58B

Disposal of
Uncollected
Goods Act 1961

Finonce
Brokers
Act 1969

Consumer
Affairs
Act 1972

Ministry

of Consumer
Affairs Act
1973

The Ministry of Consumer Affairs has been assigned admin-
istrative responsibility for the following Acts:

Requires the maintencmece of standards of mass and measure
(and their accuracy) in the context of corresponding Common-
wealth cnd International stondards.

Regulates, through the Ministry and Local Government
Authorities, the use ond testing of weighing and measuring
instruments for frade. The Act requires the verification of
instruments to specified standards on commissioning and
the reverification of them at prescribed periods of time to
maintain their accuracy. Also sets out the mcemner in which
goods, whether weighed or measured in the presence of the
purchaser, assembled to the order of a person or pre-packed
in advance for sale, may be sold.

Regulates the sale of uncollected goods by a repairer seeking
to recover the cost of repair, so that the rights of the consumer
are protected.

Regulates finomce brokers through a system of licensing. The
Act has provisions relating to misrepresentations and the
charging of commissions.

Specifies the powers and functions of the Director and officers

of the Ministry of Consumer Affairs in relation to consumer
complaints. The Act requires the marking of prescribed
merchondise, for example, footwecar. Under the Scfe Design
ond Construction of Goods provision of the Act, the Minister
can prohibit the sale and distribution of consumer goods
thot do not comply with prescribed minimum standeords, or
require the goods to have appropriate warning labels.

It allows the Minister to prohibit the sale ond distribution of
domgerous consumer goods, either on cn interim basis (28
days) or permonently. The Minister can bon the scle cnd
distribution of dongerous goods, either by giving recognition
to a decision by a competent safety authoerity of another
State or the Commonwedalth to bomn those goods, or upon the
recommendcition of the Director of Consumer Affairs.

The Act establishes a Consumer Affairs Committee to advise
the Minister.

Is primarily cn administrative Act establishing the objectives

of the Ministry and the responsibilities of the Director of
Consumer Affairs.
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Smatl Clcims
Tribunals
Act 1973

Moarket Court
Act 1978

Credit
Reporting
Act 1978

Residential
Tenomcies
Act 1980

Chattel
Securities
Act 1987

Requires a Referee of the Tribundls to attempt the negotiation
and settlernent of a claim, and, if unsuccesstul, to adjudicate
It covers claims made by consumers as defined by the Act.
The Tribunals may hecr claims in relction to the supply of
goods, the provision of services cmd contracts of insurance
(excluding life assurcmce).

The Tribunals can make o maximum order of $3,000.
Orders thus made have the full force of the law.

Provides the Director of Consumer Affairs with two avenues
to restrain persons who repeatedly engage in conduct which
is unfair to consumers.

First, the Director can bring an action against a trader
before the Court. The Court can, by order, restrain a trader
from engaging in unicir conduct.

Secondly, the Director can enter into a Deed of Assurance
with a trader, which has the same effect as an order of the
Market Court but is less costly and time consuming than om
action before the Court.

This Act provides protection for consumers against incorrect
information used in assessing credit worthiness. It encompasses
agreement reached between the Attorney-General and
approved Credit Reporting Agents to bestow certain rights
on credit users who want to verify the information kept on
their file by the credit agent. The Director of Consumer
Affairs also assumes responsibility under the agreement for
the investigation of any file allegedly containing wrong
information.

Section 7, Part II, Sections 64, 71, 77 (4)-(7), 96, 100, 101, 106,
108, 111, 112, 113, 127-135, 136 (4)-(6) and Part VI

Sets out the rights and responsibilities of both the tenant cnd
londlord in relation to residential tenancies.

The Act establishes the Residential Tenancies Tribunal to
resolve disputes between tenanits and landlords. Decisions
by the Tribunal cre final and binding on the parties.

Parts 1 and 2 of the Act are administered by the Ministry of
Consumer Affairs and provide the legal framework for the

opercation of the security interest.

The rules of priority of competing interest in goods cre also
established. Part 3 of the Act, which provides for a
registration system of security interests in motor vehicles, is
administered by the Road Traffic Authority.
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Employment
Agents Act
1983

Credit Act
1984

Credit
(Administration) Act
1984

Fadr Trading
Act 1985

Travel Agents
Act 1986

After consideration of comment on d discussion paper issued
by the Ministry of Consumer Affairs, it has been decided that
there are dlternative strategies avdailable under the Fair
Trading Act 1985 which more adequately address
consumer offairs problems associcated with the "employment
agents"' industry. The Government will not, therefore,
proclaim the provisions of the Act which have been
overtaken by the Fair Trading Act.

It is understood, however, that the Department of Labour
proposes to seek the proclamation of parts of the Act to
overcome specific problems in the theatrical industry.

Regulates consumer credit and applies to non-corporcte DOITOWeTs

where the amount fincnced is no more than $20,000 or the

credit contract relates to a commercial vehicle or farm
mecichinery.

Provides for regulation of the credit industry through a
licensing system for credit providers.

Seeks to ensure that the rules applicable 1o all forms of credit
are essentially the same. The Act requires the disclosure of
the actual dollor cost of credit and the annual percentage
rate of interest and provides protection for consumers in the
enforcement of credit contracts by credit providers. The Act
also establishes a mechanism by which debtors suffering
genuine hardship can obtain relief from the immediate
enforcement of a credit contract by the credit provider.

Provides for the administrative framework for implementing
the Credit Act.

Tt also provides for the establishment of the Credit Licensing
Authority*to conduct licensing of credit providers. The Credit
Licensing Authority has the power to suspend or cancel A
licence where a credit provider is acting in an unfair or
illegal momner.

The Act also provides for the Smail Claims Tribunals to hecr
disputes between consumers and credit providers.

This legislation is modelled upon the 'prohibitions' or protec-
tHons found in Division 1 of Part V of the Commonwealth Trade
Practices Act, with the accompanying remedy and
enforcement provisions.

The purpose of this Act is to provide for the licensing of travel
agents in Victoria. It is part of a consumer protection scheme
which involves enactment of substantially similor licensing
legislation in each participating State or Territory. The
scheme dlso involves the creation of one compensation fund
to cover consumers against failure of travel agents in
Victoria, New South Wales, South Australia and Western
Australia. (Tasmania, Queensland and the A.C.T. have
indicated their intentions to participate).
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A Victoriom travel agent is required to be licensed under the
Act and to be a member of the Compensation Fund. To
become a member of the Fund, the agent must sctisfy the
criteria for financial viability set by the Fund and
determined confidentially by independent accountants.
Only a person who has been found to be eligible to be a
member of the Fund will be able to obtain a licence under
the Act.

Motor Car  This Act replaced the Motor Car Traders Act 1973. The Act
Traders Act  provides that:
1986

» all motor car fraders must be licensed;

= there is a three (3) day cooling off period in
relction to the purchase of used cars;

= glso car traders must use a standard form contractfor
purchase of used cars;

» the Small Claims Tribunal has the power to rescind
contracts up to $20,000;

= o motor car trader must sell a cor with a clecr title,

» The Act also establishes a Motor Car Trader Licensing
Authority which licenses a motor car trader and a
Guarantee Fund Claim Committee which determines
claims against the motor car trader gucrantee fund.

House Most of the House Contracts Guarantee Act 1987 came into
Contracts effect on 1 May 1988. This Act replaced Division 1A, Part XLIX
Guarantee  of the Local Government Act 1958. The Act provides:
Act 1987

» g guarontee of up to $40,000 on all new dwelling houses
whether built by an approved builder or owner built.

» for the streamlining of the procedures for the sale of owner
built houses, removing the necessity of gaining an
exemption from the Minister.

» o guorantee of up to $40,000 on most improvements by
approved builders to dwelling houses.

= strict rules cmd guidelines as to the content of contracts for
domestic building works.

» for the Housing Guarantee Fund Limited to be the sole
approved gucrantor with more control on its operations
including an internal appedal mechanism to review
decisions and the provision of appeals to the Admin-
Istrative Appedls Tribunail.

The Fair Trading Act overcomes a fundamental deficiency
in the Consumer Affairs Act. As well as prohibiting false cnd
misleading advertising, the Act prohibits misleading oral
statements and deceptive conduct as well as false
representations in relation to employment. It provides for
more adequate pendalties, the maximum penalty for a
person in contravention is $10,000 and $50,000 for a
corporation.
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Ccaravan Porks
cand Movable
Dwellings Act

1988

The Act provides that the County Court may, on application
by the Minister, the Director or cmy other person, gromt cn
injunction restraining a person from engaging in false or
misleading conduct. [t also empowers the Minister or
Director to apply to the County Court for an order requiring
a person to undertake corrective advertising. The Act came

into operction, except for Section 46, on 1 April 1986.

Parts 1-5 (inclusive) will, when proclaimed be administered
by the Ministry. Part é will be administered by the Local Govern-
ment Department.

The Act sets out the tenancy rights and responsibilities of
long term residents of coravem porks, coravom park owners
and owners of caravans used by long term residents.

The Act provides that the Residential Tenancies Tribunal

can resolve disputes between residents, park owners and
owners of coravaomns.
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STRATEGIES AND OBJECTIVES

Initicl public cccess to the Ministry's services is through the
enquiry telephone system, by writing to request help or
advice, or by cdlling in to our public enquiry counter on the
third floor of 500 Bourke Street, Melbourne.

1985/86 1986/87 1987/88
Telephone Calis Handled 95,342 103,296 137,793
Wiritten Enquiries 299 754 660
Counter Enquiries 10,625 12,173 13,206
Complaints Received 10,747 8,937 8,559
SUMMARY OF Complaints Finalized 10,139 8,777 7,891
PUBLIC ENQUIRIES

The number of complaints received during the yecr under
review is marginally lower than last year which is
encouraging in a tighter economic environment. This
reduction is cttributed to cn improved telephone system, the
tighter licensing system in some industries that have caused
problems in the past, better information and awdareness
programs and complaint handling assistomce from outside
community groups.

Conversly, there has been an incredase in complexity across
many complaint areas which has resulted in a longer
investigation ond file completion time.

To improve its ability to respond to initial public enquiries,
the Ministry has allocated more staff to this function.
Operators have been carefully selected and trained for
what is a demanding and sensitive role.

Recorded messages were introduced and information
mecnudals have been made available to staff to assist callers.

Provision of up to the minute information to "front line” stcff is
a priority for the Ministry. Apart from making sure printed
material is distributed ot the appropriate time, a series of 12
seminars have been conducted on a wide remge of relevemnt
topics and are conducted at regular intervals.

COMMUNITY Training programs for representatives of community groups
GROUP TRAINING from across the State have been commenced to improve under-
standing of the Ministry's functions as well as equipping
people from community groups to take on more initial
consumer enguiries. Establishment of a community
information network approach to customer services is
facilitated by the development of a standard information
maonudl.
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COMMUNITY
SERVICES
NETWORKS

REGIONAL SERVICES -
JULY 1987 - JUNE 1988

During the year we also conducted a survey of telephone
enquirers. Some 782 people were surveyed to evalucte our
service. Further services evaluation surveys will be
conducted. The informction obtained will enable further
improvement of service delivery.

A far greater emphasis has also recently been placed on
making the Ministry's consumer services more accessible on
a geographic basis.

Resourcing community groups to provide a service in
regional centres of Victoria is a particularly effective means
of delivering Ministry services to a wide range of people
across the whole State. The "grass roots" nature of the
program ensures that a large number of people are made
aware of their rights and obligations in the consumer field.

Months: July 1987 — June 1988

No.of No. of No.'of Enquiries No. of
Region Visits to -+ Complaints Media
Region Taken Personal Telephone Total Contacts
BARWON 28 85 334 360 694 -
CENTRAL ; :
HIGHLANDS 12 19 193 69 262 5
CENTRAL
GIPPSLAND 12 6 112 45 158 =
EAST
GIPPSLAND 6 5 87 14 101 -
GLENELG 4 6 56 9 85 <
GOULBURN 7 4 - - - < -
LODDON
CAMPASPE 12 1 10 32 142 2
MALLEE ] 1 90 5 95 L]
UPPER :
MURRAY. 12 : 12 17 105 222 7
WIMMERA 8 - 47 2 49 4
WESTERN
SUBURBS
{FOOTSCRAY -~ N/A 483 1448 2755 4203 2
OFFICE)
TOTALS 107 815 2584 3397 5991 36
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The Mobile Van visits
regional centres on a
regular basis

arong
¢ Arnaud 98}
Chariton 102 °
B Mmitdura 400

The Ministry also provides a mobile information unit which
visits regional centres on a regular basis over 46 weeks of
the year. Staff undertake field training and information
seminars with local community groups cnd other relevant
orgemizations. Mcjor training progrems were conducted ot
Mildura, Ballorat cnd Horsham during the year.
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COMMUNITY GRANTS

CONSUMER
AFFAIRS GRANT
SCHEME

RESIDENTIAL
TENANCIES
GRANT SCHEME

Properly managed grant schemes are an efficient and
effective meams of extending the Government's capacity to
meet its objectives by utilizing the networks of a range of
consumer and community groups across Victoria. Over
seventy organizations have been resourced to provide a
community information network across Victoria.

The Ministry works with funded agencies to ensure that they
meet agreed accountability principles. Reguler visits to the
organizations cre made by staff, supported by training cnd
information seminars.

The Ministry's three Gramts Schemes are:

(1) Consumer Affairs Gronts Scheme:

(ii) Residential Tenancies Grants Scheme: and,
(ili) Community Credit Program.

The 3 schemes together provided gramts of $2.0 million in
1987,/88.

Provides an alternative and responsive means for the Ministry
to fulfil its education, information, conciliation and consultetion
objectives by servicing.consumer cnd community groups to
undertake these roles in their local areas.

Although this grant scheme has limited resources ($255,000)
the Ministry has tried to ensure cn appropriate geographic
spread of funds and sought to torget areas of high need.

(A list of projects funded under the Consumer Affairs Gromts
Scheme is included in Appendix 12.)

Provides the opportunity for Residential Tenancy martters to
be addressed at a community level through the involvement
of community based tencmcy groups emd other appropricte
comrnunity and consumer groups. The Gremts Scheme cims
to provide financial assistance to appropricte non-profit
groups for the purpose of;

» Providing information, advice cnd referral,

» Tenant cnd lemdlord education /cwcreness.

» Tencmcy research, consultation and policy advice.
= Tenancy representction.

Residential Tenancies Grants for 1988 after assessment of
applications totalled $688,522.

Performance monitoring of groups continued through a
developed and agreed set of program indicators.

Training ond Information seminars are also provided by the
Ministry to funded groups to ensure consistent performecnce
standards. This training is further supplemented by regular
training sessions provided by the Tencmts Union of Victoria
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COMMUNITY
CREDIT PROGRAM
REVIEW

COMMUNITY
CREDIT
PROGRAM

through a program developed jointly with the Ministry.

In June 1988 the Minister for Consumer Affairs com-
missioned a review of the residenticl tenancies functions to
address the following issues:

» The general level of knowledge and awdreness in the
community of rights and responsibilities under the
legislation.

» The overall accessibility of the Tribunal and associated
services to all groups in the community.

» The effectiveness of existing information and advice
services on tenancy maiters provided by Government
and non-government agencies.

» Improving resecach capacity on tenoncy matters and the
private rental morket.

* The opportunities for the most effective use of the
Residential Tenomcies Fund.

Recommenddations of the Review will be progressively
implemented during the year.

As the Community Credit Program has developed over the
past two cnd half years, projects submitted for funding have
improved cnd become generally more sophisticated.

Aspects of the Anti-Poverty Program cae dlso conducted by
Community Services Victoria. An inter-Departmental
Committee was established in April 1988 to investigate
means of providing better co ordination of these programs.
Finomcial advice, credit advocacy ond fincmcial counselling
services have been reviewed and recommendations
tromsmitted to the two Minister responsible.

Under the Victorion Government's Anti-Poverty Strategy this
program hds piloted funding to a number of community orgom-
isations cnd is now in its third yeox of funding.

The progrom aims 1o:
» Influence the consumer credit industry to be more
responsive to the needs of low income people.

» Strengthen the network of credit advocacy for low income
people and improve community recognition and
understanding of the problems they face.

s Ensure that low income consurmers cie able to purchase
major household items at reasonable prices and on fair
terms.

» Improve access by low income people to low cost
consumer credit.

» Help low income people plon and orgamnise their fincnces
so that they com meet their financial commitments.

Comprehensive reporting and monitoring procedures have
been developed for the program.
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The "Christmas without Credit Campaign', funded under the
program through the Financial Counsellors Association’ of
Victoria is om example of a project which served to heighten
awareness in the community of the pitfalls of credit over the
1987 /88 Christmas period.

A total of 31 organizations were approved for grants under

the Community Credit Program, totalling $1,029,690. A list
of approved projects is shown in Appendix 12,
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COMMON CONSUMER COMPLAINTS

MOTOR
VEHICLES

COOLING OFF
PERIOD

The contract for

the purchase of a

2nd hand car has been
updated as part of the
amendments to the
Motor Car Traders Act.

The Ministry, having received a formal complaint, will
attempt to resolve the dispute as efficiently, amicably ond
prompily as possible.

The Conciliation Bromch is the complaint hemdling crm of
the Ministry. The Branch attempts to resolve complaints by
use of telephone, letter and on-site meetings with the
disputing parties.

During the year under review, the Ministry was able to keep
the delay time before initiating action on complaints, to an
average of two weeks. During the year the Ministry
received 8,559 complaints cnd finalised 7,891 in the period.

The Conciliation process included 91 on site inspections,
which, in the majority of cases, were successful in fully
resolving the complaints.

Through "complaints received” the Ministry is able to monitor
what is happening in the market place. The Conciliation
Branch detects breaches of consumer legislation, unsafe or
domgerous products and also unfair trading activities that
warrant further investigation cmd cppropricie action.

The current finoncial year sow the infroduction of the Motor
Car Traders Act 1986 which except for the provisions on
cooling off and the licensing of cuctioneers came into effect
on 1 August, 1987. The Act was a substential "update” of the
1973 Motor Car Traders Act.

The most importemt change affecting consumers' rights was
the introduction of a three (3) day cooling off period for pur-
chasers of used motor vehicles. These provisions
commenced on 1 October 1987.
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New ammendments
infroduced to

Motor Car Traders Act.
‘Bogo’ cartoon

courtesy 'The Age’

Other improvements were the inclusion of air conditioners
under the Government Statutory Warronty, the authority of
the Small Claims Tribunal to deal with the recission of
contracts up to $20,000, the requirement of a Licensed Motor
Car Trader to sell a vehicle with a clear title and a re-
writing/design of the stomdard Used Ccr Contract.

CASE STUDY:

A consumer returned a car to the dealer for repairs under werranty
- only 1o be told that there was no warrcnty.

The contract revealed the price of the car - $1500 - followed by
amounts for transfer and stomp duty and an extra amount of
$1499 detailed as work necessary to make the car roadworthy.

The consumer had paid $2999 plus charges. The frader maintained
that the price of the car was only $1500, ONE CENT under the level
at which a warranty applies.

To avoid his obligations, the dealer had split the price of the car.
When challenged by the Ministry he agreed to cancel the contract
and refund the entire purchase price.

The sale of extended vehicle warranties and Consumer

Credit Insurance policies, particularly in instances where
finance is involved, is still a matter of concern.

—
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CASE STUDY:

A consumer purchased a used motor vehicle with a contract of sale
stating that the vehicle was "sold with a roadworthy”,

Shortly after purchase, the consumer received a letter from the
Road Traffic Authority requesting a current roadworthiness
certificate in order to have the tromsfer of registration completed.

The consumer immediately contacted the Road Traffic Authority.
Enquiries revealed that the label number and place of issue were
incorrect amd did not relate to the subject vehicle.
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FINANCIAL
TRANSACTIONS

INSURANCE

CONSUMER
CREDIT
INSURANCE

What is
CClL

C.ClI Sdales

The Ministry was called in to assist ond after negotiations with the
trader, he was persuaded to buy back the vehicle. The RT.A, is
considering prosecution for false documentation cnd the Ministry is
examining referral to the Motor Car Traders Licensing Authority.

@ A number of complaints continued to be received in
respect of disputed cutomatic feller machine (A T.M.)
tromsactions.

It has not often been possible to resolve disputes where
the consumer denies a recorded fremsaction.

There is also concern that the Electronic Funds Tromsfer
Code is not fully effective cnd that mamy CONSUMers cre
not aware of their rights cnd obligations.

(i) Complaints were received for persons with credit
problems, or with difficulties in negotiations with credit
providers.

(iii) The Ministry has contfinuing concern over some finonce
companies providing extended warranty insurance
policies, Life Insurance Policies and Consumer Credit
Insuromce (C.C.1.) Policies, on credit.

This practice inflates the amount borrowed and
correspondingly incredses the monthly premium. In
maony instcmces, the consumer has no idea what he/she
is "buying", as these elements of the contract are not
specified.

Building, Motor Vehicle, Travel, Health:

Complaints genercily related to rejection of claims, which in
most cases were technically justified by the companies.
However, the Ministry was successful in obtaining ¢ number
of ex-gratia payments and/or a review of the company's
decision.

It is a sickness, accident and unemployment insuronce policy

which covers the borrower if he/she becomes disabled as a
result of injury or illness or becomes unemployed. The sum
insured is the monthly payments that would normally be
paid to the credit provider.

A significant factor contributing to problems with the consumer
credit insurcnce is the uninformed nature of the maorket. In
contrast with the situation in the marketing of motor vehicle
insurance policies, the marketing of consumer credit
insurance and extended warranty cover is directed at
networks of introducers, (ot dedalers) ond not the consumers
themselves. As a consequence, Consumers have little
chance of determining fcir mecrket prices for the products.
From that situation, of course, flows the opportunity to fix
prices which enable the payment of excessive commissions
cnd, in mony cases, to give to the introducers and not the
underwriters the opportunity to set the prices and thus their
own commissions.
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CClL
Policies

C.C.IL Claims

Example: The base price of an insurcnce premium may be
$992, that is the amount the insurcmce compeomy require for
the cover. The recommended retail price is $1984. The base
price is doubled and of the total premium paid ($1984), 50%
of this is the dedler's commission. On the loom contract the
consumer is probably paying up to 29% interest.
Furthermore, there are dlso special incentives for decdlers
who recach certain premium figures.

Consumer Credit insurance is also sold with loans from
Credit Unions cnd Bemks, but it appears that the "premiums"
are not as outrageous.

C.C.I policies frequently suffer from inconsistent cmd unfair
policy wording, so that consumers are either confused or
deliberately disadvantaged.

sSome compoanies do not make any payment on pre-existing
conditions ond some will not make payment if the condition
occurred six months before the policy commenced and
reappeared within six months after the policy commenced.
In some cases, this is a twelve month period.

With respect to unemployment, the moximum paid by ony
company is for three months repayment or $800. One
company has it as low as $500 for two months only.

Two companies do not pay on anxiety and mental
conditions.

The level of rebates, or f{ailure to rebate at all are other
serious problems which relate to the policy conditions. When
a consumer pays out the loan contract, it would be
assumed that the C.C.I. cover would automatically cease
ond the consumer would be entitled to a refund/rebate of
that unused portion of the premium. However, that is not the
case. The consumer has 1o ask for g rebate. If there is no
such request, then the cover continues regordless of the fact
that the loon contract has been paid out.

This clouse has the effect of protecting insurcmnce compcmies
from responsibility for informing consumers. CCI rebctes
should be calculated from the time that cover ceased, that
is, the date the loan was terminated (paid out). The
insurance companies dappear to be awcare that there are
reople who do not know that they are entitled to a rebcte.
In fact, some policy holders do not even know they have a

policy.

The Ministry is continuing to negotiate with the relevant
insurance companies to have them make changes to their
policies.

A number of consumers have lodged successful claims with
the Small Claims Tribunals in relation to C.C.I. issues.

These claims are are often characterised by a denial of liability.
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CASE STUDY:

In one example, the consumer had d fall at work resulting in o
lengthy period of disablement. The insurance company denied the
claim because the consumer had high blood pressure and had
been taking medication for several years. "....from information
received it would appecr that you were not in good headlth at the
time of effecting vour policy. Therefore, we have no option but to
deny vour claim cnd advise that your policy will be cancelled

from inception.”

Some insurance companies also refer to pre-existing conditions
when denying claims. For example, a consumer's C.C.1. policy had
been in existence for some two yecrs when he suffered severe pdin
in his lower back ond legs after heavy lifting. The consumer was
unable to work for more than twelve months ond although the
insurance company made payments for the early part of the
disclolement period, they later denied further liability.

When discussing these claims with insurance companies,
staff of the Ministry have referred to the environment in
which many of the proposal forms dare signed. It is
frecquently a car dealership where papers are signed for the
disposal or acquisition of a new or used vehicle. Finomce
documents, registrction papers, comprehensive insurance,
extended warranties, protective treatments and finally, the
consumer credit insurance proposcl form may also be
required to be signed. The dedler's representative may be
trying to sell CCI insurance because of the lucrative
cornmissions. Documents are sometimes glossed over and
little opportunity is provided for thorough appraisal of the
proposal form and the relevence of the duty of disclosure.
There have been occasions where the consumer has
advised the dedlers' representatives of a medical condition
or recent visit to the doctor but details were ignored.

In cases where a condition is not disclosed and the
consumers suffer cn injury which has nothing {o do with the
non-disclosed condition, then the insurer should honowur the

policy.

CASE STUDY:

A consurner purchased d new vehicle in November 1986. A
deposit was paid and fincmce arranged. The consumer was also
sold through fincnce, an extended warranty package, cn exterior
finish package for the vehicle, Comprehensive Insurance,
Consumer Credit Insurance, Life Insurance and Unemployment
Insurance. In other words, the consumer wds sold "a hamburger
with the lot!"

The total cost of the extras amounted to $4,315.00

The purchase price of the vehicle was $15,457.00 on the road.
Allowing for a trade-in dllowance of $2,000 cnd deposits totalling
$400, the consurner finally borrowed necaly $17,400.

The consumer kept up the payments ($517.00 per month) for
several months but gradually fell into crredrs. She came to see this
Ministry in January 1988 some 14 months after faking out the
contract and it became apparent that the consumer could not
afford the loan.

Loan contract documents were incomprehensible. Figures on the
finance contract could not be reconciled against figures on the
purchase agreement without detailed explanation from the frader
and the use of a calculator in conjunction with further
docurnentation such as internal invoices/ receipts.

The consumet, in short, could not have known with_ony_certainty
what were the terms of the contract.
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REAL ESTATE

The Catches

Representations were made to the Finance Compcny on the basis
that the contract was harsh and unconscionable. The vehicle had
already been repossessed.

The Fincnce Compeany agreed to approach the selling decdler with
a view to their obtaining full recourse in respect of the amount of
the loan outstanding. This was duly done, and after much
persuasion, the dedler finally agreed to pay-out the contract and
the consumer was relieved from cny further payment pursuant to
the contract.

"MAKE YOUR GREAT ESCAPE"
"FISHERMAN'S HIDE-WAY"
"COUNTRY LOVERS"
"GOLDEN ACRES"
"BEGINNERS PROPERTY"
"GATEWAY TO EILDON"
"BUSH HAVEN"

The Sun, Age and Herald newspapers daily contain
advertisements in the real estate/property sections offering
rural lemd. Momy of these advertisements are eye-catching
(words and visual); such as the examples above. The
advertising strategy torgets the urban resident highlighting
the best of rural living.

The number of blocks potentially available for sale number
many thousands. These numbers are reflected in the
volume of advertising.

Among the regular advertisers (developers) of rural land
are: Cellante Property Advisors and Mr L.D. Cellante,
Australion Lond and Development Compony (M. and E.M.
Jimenez) and Denis Daniels Estates (HW. Cholz).

While the Fair Trading Act offers opportunities for redress on
false and misleading claims, much of the marketing
cleverly confuses rather than overtly misleads, leaving
consumers with little redress.

The redality is that the land being sold is often remote cnd
unserviced. It con be of poor capability for development,
being highly erosion prone, flood prone or of a high fire
hazerd. The increased demand for services coupled with the
remote locations are causing strains on welfare, housing
and public health agencies (where they exist) and
municipal councils.

There cre five basic problems:
a) false and misleading claims
b) failure to disclose restrictions
¢) costs of servicing the land

d) the actual cost of the land as financed under vendor -
terms. '

e) the consequent calls by owners for assistance from
welfare agencies.
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BUILDING

Prime Cost
Provisional
Sums.

Extension of
time.

Some complaincnts advised that the lend they purchased
did not fit the description as advertised; they could not
obtain building permits; access could only be achieved
through neighbouring properties and the provision of
services such as electricity, gas or water were either
expensive or non-existent.

Of concern to this Ministry is the emerging tendency of
consumers to enter into contracts without sufficient care or
advice, especially when they are purchasing land on
vendor terms. Under these terms the developer can usudlly
resume lemd on first default by the purchaser.

It is imperative that intending buyers seek independent
advice if they are in any doubt prior to signing any
documents in relation to sale of land, (Community Legal
Centres provide free legal advice).

As the issues relating to the sale of rural blocks is of concern
to several Ministries, a Sub-Standard Rural Development
Task Force with representation from the Ministry of Plemning
and Environment, Housing and Construction, Consumer
Affairs, Community Services Victoria and the Loddon-
Compaspe Regional Planning Authority was established to
review the situation.

The Ministry of Consumer Affcrrs, together with the Ministry
of Housing and Construction, Planning and Environment
and the Loddon-Campaspe Regional Planning Authority
has developed a booklet "What They Didn't Tell You About
Buying a Bush Block”.

The purpose of the booklet is to assist people intending to
move to rural areas by providing comprehensive
information on how to buy land which is appropriate for
their needs and mecms, cnd how best to use cnd develop
the land.

Copies of the booklet have been made available to
Councils, Community Groups and widely distributed by
government agencies.

Many disputes have arisen this yeor in relction to increases

on prime cost items and provisional sums. (Provisional sums

are the unknown factors such as rock encountered in found-
ations).

At best, these problems may have resulted from a lack of
informartion supplied by the builder to the consumer on
initial contract signing or at worst a delibercie attempt by a
puilder to quote low and inflate the price to the correct level
during the course of the contract.

The Ministry is also concerned about some builders who do
not adhere to the contract in the notification of unforeseen
delays, e.g. bad weather, lack of supply of material, efc.
It is becoming a frequent occurrence for builders to claim
these extensions of time at the end of the contract as a
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Who is the
builder?

Renovcition
and
Extension

has previously reported on problems experienced by owner
builders, and Kit Home purchasers. The problem is that con-
sumers may not be aware whether the person they engage
to build a home is a registered builder or they themselves
are classified as owner builders. Some consumers purchase
Kit Homes from Kit momufacturers omd are then referred to
other persons for erection . When defects arise, the
consumers are faced with both the supplier and the builder
denying responsibiity. '

When seeking to place a claim with the Housing Guorontee
Fund Limited consumers discover that either the builder who
built their house is not a registered builder or that they, as
owners, have been registered with their local council as
owner builders. In either case, they cre unable to claim
through the Fund.

The Ministry consistently stresses the importance of any
person contemplating building a house ensuring that (1)
they are dealing with a builder registered with the Housing
Guarontee Fund Limited and that (2) the contract has the
name of the builder inserted exactly ds appedrs on the
Housing Guarantee Fund Register. The Fund should be
contacted before contracts are signed.

There are significant pendailties (up to $10,000) under the
new House Contracts Guarantee Act 1987 for builders who
do not register contracts under the Fund. The Ministry will
be closely monitoring builders in this respect and will
prosecute offenders.

As with new homes, the complaint arecs can be broadly
assessed as:

(1) Contractual disputes
(2) Faulty workmomship.

Experience of Ministry staff indicates a distinct lack of
professionalism by many builders relating to contractual
paperwork and an unwillingness of consumers to check
documentation relating to the actual works to be
performed.
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Recourse to the

Housing Guczantee Fund
Limited provides redress
when faulty workman-
ship is performed.

Photo courtesy ‘The Herald &
Weekly Times.”

Safeguard  In advising consumers in this area, the Ministry suggests that
Checklist consumers prior o entering contracts:

1. Obtain several quotes before committing to a builder.

Check with the Housing Gucrcntee Fund that the builder

is registered.

Check previous work of the builder where practical.

4 Insist on full details of work to be undertaken to be
contained in the contract.

5. Ensure methods of payment are documented.

6. Be personally awdadre of permit requirements of local
cuthorities.

w
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Floor
Coverings

Concrete

The House Contracts Guarantee Act provides that all
domestic building contracts must be carried out by
registered builders. The workmamnship will be gucranteed,
and claims may be placed before the Housing Guorantee

Fund. '

CASE STUDY:

A consumer contracted with a builder to build ¢ new home at a *
cost of $63,500.

Shortly after the home was completed, several problems became
evident and although the builder indicated his intentions to rectify -
the problems, nothing eventuated. ,
The Housing Guarantee Fund Lid. was notified of the problems,
however, upon investigation it was found that the property was
registered by cnother company with the same momnaging director
as the builder. Because the contract was signed in the name of the -
builder who was not a builder registered with the Fund, no .
guarantee exists on the dwelling house.
Regrettably, at the time of reporting, the items in need of repair
have not been attended to. '

Floor coverings continue to ccuse d substantial number of
complaints relating to both the consumers satisfaction with
the product and the way it was laid.

The two main creas of complaint received by the Ministry,
concern carpets and vinyl coverings. The importance of
consumers discussing their needs with the retailer prior to
making their selection is highlighted by cases brought to our
attention.

One of the main cnd coniroversial issues concerning ccapets
is shading. Shading or permanent pile reversal can occur
with omy cut pile carpet and usually appedrs ds patches of
light and dork shades in the ccarpeted crea. The cause of
shading is not known ond it generally cappects dfter some
use. '

The Ministry takes the position that carpets prone to shading
should bear labels advising of this characteristic and that
the consumer should be shown on example of shading priot
o purchase.

The main complaints received by the Ministry relate to cracking.
colouring ond drainage.

Complaints indicate that there is a lack of knowledge of the
inherent attributes of concrete by both consumers and
traders. For example, a consumer may contribute to the
problem by not allowing a period of curing and dryind
before it can be used, or alternatively, the tradesman fails tO
advise the consumer on how to care for concrete while it i
still curing.
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Swimming
Pools

Cladding

Computers

In most cases brought to the Ministry's attention consumers
have not in fact received a written guarantee or a written
invoice or receipt and have been asked for cash payment.
In some instonces, consumers only have a phone number
on which to contact the trader, often with little result when
problems arise.

It is pleasing to note that the numibers of complaints received

in this field has reduced significantly. The Ministry is supporting
continuing action by the Swimming Pool Industry in their
efforts to develop industry self regulation.

Prospective buyers care advised to ensure their contract is
checked by a third importial party before signing.

The extra expense involved in seeking impartial advice is
small in proportion to the overall cost of the pool. The
contract should explain fully what is included in the
contract price and what extra costs are likely to be incurred.
Consumers cre advised to use Australicm Stomdord Contract
(AS2160 C of 1984).

As in previous years, the majority of complaints relcte to door
to door sales and to misleading advertising. Some sclesmen
involved in door to door selling still neglect to advise
consumers that they are entitled to comcel a contract within
10 days and in many instances, traders refuse to cancel
until the Ministry approaches them.

Of concern to this Ministry, are the lengths some cladding
companies go to with advertising in an effort to generate
sales. Some advertising is either blatantly misleading or
couched in such a way as to bait consumers to enter
contracts other thom those originally intended.

The Ministry has received several complaints regording the
purchase and use of computers.

The main areas of concern have been incompatibility of
software to hardware. In several instances the consumer
hars been advised that failure of their equipment was due to
user fault. However, upon investigation, it was found thart
the forult lay with the equipment concerned.

Mail order supply of computer goods has also caused
concern.

CASE STUDY:

A Computer company selling by meil order required full payment
before goods were sent to the consumers. However, quite often
there was a long delay in sending goods,or faulty goods cnd part
orders were received or, on at least one occasion, nothing was
received by the consumer though money had been paid. Of
porticular concern, is the fact that the trader is still advertising in a
computer magazine, Howevet, he appecrs to be contactable only
through a centralized paging system. Regrettably for consumers,
he will not always respond to communications from disgruntled
customers.
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Hair
Replacement

Wedding
Photographs

Travel

Hair replacement is a multi-million dollar industry and mamy
consumers are confused about exactly what Industry treat-
ment they will receive when entering into a contract for hair
replacement.

Consumers are advised to be extremely cautious when 5
entering into contracts for hair replacement.

» Consumers wanting advice on their scalp condition
should seek medical advice from a doctor or
dermcttologist first. '~

» They should ask the trader to explain the method of
treatment in minute detail. ~

» If @ hair plece is a consumer's preference, they should ask
how the piece will be fastened to the scalp. Some people
are misled into believing that hair will be fused
individually to their scalp, and are understandably
disappointed when dll they receive is a wig glued 1o their
scalp.

Some hair replacements cost hundreds and even thousands

of dollars. Consumers would be wise, therefore, to not
commit themselves to a contract before thinking carefully
about the treciment.

One's wedding dary is usudlly a day to remember; the dress
and suits, the church or park, the ceremony, the gitts, the
reception and the honeymoon. But what about the
photographs and the video film of the occasion?

A number of consumers lodged a complaint with the
Ministry last year because they had not received the
photographs of their wedding, or because of the poor
cuality of the finished product.

Holiday-makers - mostly the elderly - were left stronded in
interstate capital cities by several bus companies which
went out of business. Two bus companies sold tickets for
buses that never arrived to pick up passengers.

Executive Express Bus Company was selling tickets to
interstate passengers without any intention of carrving
them. When the police and an official of the Ministry of
Consumer Affairs inspected the premises in October 1987, a
Director of the company admitied that he was collecting
money from prospective passengers though there were no
seats available for them in any of the buses.

The failure of the bus companies was atiributed to fierce
under-cutting in the trade.

It is also importent to note that such failures cre not covered
by the Travel Agents Act 1986. Since the company was
only selling tickets for buses it owned, it did not require a
licence under the Travel Agents Acts 1986 and therefore
consumers did not have recourse to the Travel Com-
pensation Fund. ‘
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MecLauchlcm cartoon
courtesy 'The Age'.

CASE STUDY:

In another case consumers were more fortuncte. Tesla Trade cnd
Travel closed its door in August 1087 ond sixteen custorners had
paid approximately $30,000 for overseds air travel but no tickets
had been issued.

One consumer had paid $1,100 for a one-way fare from Melbourne
to Belgrade to go home to his two young sons whose mother had
died unexpectedly. Fortunately, the consumer's brother-in-law was
able to purchase another ticket for him to avoid a delay in
depcrture.

Although the company was not a licensed travel agent at the time
of closure, on application for o licence had been lodged with the
Travel Agents Licensing Authority.

The Travel Compensation Fund agreed to make discretionary
compensation payments to those consumers affected by the
closure, this being the first Victorion claim since licensing was
introduced in 1987.
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DISPUTE RESOLUTION

SMALL CLAIMS
TRIBUNALS

Number of Claims to
the Smaill Claims Tribunal

When complaints cannot be resolved by mediation, the
matter may be referred to the appropriate independent
Tribuncl, There are three adjudicative bodies able to make
legal and binding orders: the Small Claims Tribunal, the
small Claims (Credit) Tribunal, and the Residential
Tenancies Tribunci.

These three bodies are designed to setile disputes quickly,
cheaply ond in a relatively informal momnner.

The Ministry provides the support staff to carry out the
functions of these bodies. Referees are independent cnd not
subject to the Ministry; their decisions cre final and binding.

The Small Claims Tribunals deal with disputes between con-
sumers and suppliers of goods and services, limited o a stat-
utory level of $3000.

Year Applications
1982/83 3,210
1983/84 3,292
1084/85 3,447
1985/86 3,572
1986/87 3,598
1987/88 3,456

The number of applications to the Small Claims Tribunals

has levelled over the past three years, for a variety of

IeQSOnS:

®» Better procedures may deter some trader from repeat

appecrances, leading them to resclve disputes before the

consumer makes a claim.

= Sampling of files for the 1987/88 fincmcial yecr indicated

an increasing trend by consumers to make claims cround

the $3000 jurisdictional limit. Such claims amount to

approximately 15% of all claims lodged.

» As with all court jurisdictions, there may be difficulties '

after a successful hearing. Four cases of particular concern
horve come to the Ministry's attention:

1) Mr. David Bailey, house builder of Mulgrave.

2) Bleyer Hair Clinique Pty. Ltd. (frading as the Bleyer

Clinic), of Collins Street, Melbourne.
3) Hamdiga Alisic, builder (case study follows)

4) A. Dyer Nominees Pty. Ltd., removalists (case
study follows)
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CREDIT
TRIBUNAL

CASE STUDY

Considerable difficulties were experienced by consumers seeking to
enforce orders of the Small Claims Tribunals against Hamdiga
Alisic regarding building renovations.

In one case, the consumer obtained a quote of $300—400 from the
trader for renovation works. After commencement of the job, the
price was raised to $500. In the course of performing the work, the
trader caused damage to the house and splashed paint on
furnishings. The trader demanded. full payment upon threat of
legal action, although not «all the work as quoted for was
performed.

The consumer cpplied to the Small Claims Tribunal for a hearing,
at which the trader failed to appedr. The referee ordered the trader
to retund $300 to the consumer.

As the trader did not comply with the order, the consumer obtained
o Warront of Distress. Execution was unsuccessful due to denial of
entry by the trader.

n a further case, the consurmner contracted with the trader for the
performance of certain renovations to his home for a price of
$1,200. Dueto a disagreement over payment crrongements, the
trader aborted the job, having been paid $300 of the contract price.
The consumer sought a refund of monies paid, lodging a claim
form with the Srmall Claims Tribunals. The trader did not appear at
the hearing and the referee ordered the return of $250 by the
frader.

As the trader did not comply with the order, the consumer obtained

a Wenrant of Distress. Execution was unsuccessful due to denial of
entry by the frader.

CASE STUDY

Enforcement difficulties were also experienced by consumers
seeking to enforce orders against A Dyer Nominees Pty Ltd.

In one case, the consumer contracted with the trader to remove
and store his furniture. Upon subsequently taking delivery of the
furniture the consurmer noted that considerable damage had been
caused 1o his propertfy and additionally that some items were
missing.

The consumer attempted to resolve the dispute with the trader,
enlisting the assistance of the Ministry of Consumer Affairs,
Conciliation Branch, but due to lack of respense by the trader was
compelled to apply to the Small Claims Tribundls to adjudicate in
the matter.

The trader did not appecr at the hearing. The referee ordered the
trader to pay d sum of $2,196.98 in compensation for the
consumer's loss.

As the trader did not comply with the order, the consumer cbtained
o Warrant of Distress. Again execution was unsuccessful due to
denial of entry by the trader.

The introduction of this jurisdiction has proven to be highly
successful, especially in the area of re-opening unjust contracts.

The Tribunal has dealt with cases involving amounts in
excess of $1 million at one end of the scale, and undet
$3,000 at the other end. Frequently, the cases involved
traders whose unjust actions have only been able to take
place as a result of finance provided by credit providers
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who, apart from the providing of that finomce, have not in
themselves engaged in unjust conduct.

This Tribunal operates on a somewhat more formal basis
than the other Tribunals due to the fact that decisions mary
be appecaled to the Supreme Court it the cladm involves on
cmount in excess of $3,000. Representation both by private -
legal firms and the Consumer Credit Legal Service has
ensured a high stondard of representation in cases that
have provided the precedents for other Credit Tribunals in
Australia.

Three appeals against decisions of the Small Claims (Credit)
Tribunal have reached the stage of being set down for
hecring in the Supreme Court. Two of these appedls were
withdrawn just prior to the date set for hecring, thus leaving
the Tribunal decision as the current law. The other was
substantially upheld by the Full Court of the Supreme Court.

The Residential Tenancies Tribunal commenced its operations
in November 1981 and the rate of applications has grown by
om average of 25% per cnnum. This yeor wds no exception
with 24,137 applications lodged, an increase of 22% on last

year's figure of 19,743.

The growth rate of applications reflects changes in the
economy. When interest rates drop to a level where rent
payments almost equal mortgage payments, tenants
vacate to buy their own homes. This leads to potential
claims from tenonts for return of bonds and reduction of
fixed term tenancies, cnd to potential claims from lomdlords
regarding compensction.

On the other hand, when interest rates increase and
liquidity problems arise, tenants default in rent and
lomdlords apply for possession of premises as the landlord
has difficulty making payments (mortgage) to the lending
agency.

Another factor leading to the growth in numbers of
applications is that agents are more frequently taking
action where problems crise.

Despite this increcse, the avercage waiting time throughout
the yeor between lodgement and hecring was maintained
ot 3-4 weeks. This has been achieved through streamlining
of administrative procedures, legislative amendments cnd
enhancement of computer systems.
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Public Housing tenants
mczch to the Residential
Tenancies Tribunal, 31st

May, 1988.
Photo courtesy 'The Age".
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Amendments to the Residential Tenancies Act in February
1988 updated the monetary armounts that the Tribunal can
cward from $1,500 to $3,000 and improved other aspects of
the Tribunal's administrative ond judicicl functions.

Interim orders in urgent matters similar to the injunctive
powers of other courts can now be made. Such orders were
made in several cases involving illegal evictions and/or
illegal retention of tencmts goods.

CASE STUDY:

RESTRAINING ORDERS.

A Tenant with a two yecr old son signed a six month lease for a
house situated in a farm setting in Kallista and the Landlord
advised the house would be demolished in a few years' time.

Subsequently, the Landlord informed her that some large trees and
out buildings would be pulled down.

In view of the proximity of the site of the new house to her rented
home, the frequent attendcmce of workers, the use of a bull dozer,
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the removal of a clothes line and imminent removal of the toilet,
the Tencmt lodged cn application with the Residential Tencmcies
Tribunal for restriction of right of entry by the Londlord.

The Residential Tenancies Tribunal made an injunctive Order
under the Residential Tencmcies Tribunal Act 1980 on the day the
claim was lodged. It restrains the Landlord from entering the.
premises and amended the application to include breach of quiet
enjoyment ond unauthorized entry.

Within two days a further hearing tock place attended by both
parties. By consent the Landlord was granted possession in 26 days
time, the Tenant was totally absolved from paying rent, the
Landlord was required to poay the Tencnt compensation equivalent
to a month's rent and work on the property was restricted to
defined hours. The Tenant was given liberty to renew proceedings
if the determination relating to working hours or facilities was
breached.

APPLICATION BY SUFFICIENTLY INTERESTED PARTY

Orders can now be made against, and. applications lodged
by, persons who are not lomdlords or tenomts provided that
the Tribunal is satisfied that they have a valid link to the
affected tenomcy agreement.

The 1988 amendments to the Act allow a party with an
interest in tenancy agreement, other than the landlord or
tenamt, to ask the Tribunal for permission to apply.

CASE STUDY

The first such request was made in June 1988. In this case, th
estate agency maonaging the property for the lemdlord had paid
out the security deposit to the tenants at the conciusion of their
tencncy, in the usual way. What had been overlooked was the
fact that the security deposit had originally been paid on the
tenants’ behalf by the Director of Housing. Under the Act, the
refund should therefore have been made to the Director of Housing.
The estate agency was faced with the prospect of having to cover
the debt 1o the Director of Housing out of its own funds unless the
tenants could be obliged to return the security deposit mistakenly f
relecased to them. ‘

The Chairmen of the Residential Tenancies Tribunal grented the
agency's request for permission to apply at prelimincry hecring
and directed that the applciant, the lomdlord, the tenants and the
Ministry of Housing ail be given notice to appecr at a later date for
a full hecring of the matter.
In the end, a further hearing proved unnecesscry, as the tenomts
eventually paid the money over to the Director of Housing and the
application was withdrawn.
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REGIONAL  As part of the Ministry's policy to provide cn efficient service
HEARINGS to the public, the Adjudication Division has increased the
number of hearings in outer suburbon and country venues.

Location No. Location No.
Baltarat 38 Mordialioc 135
Bairnsdale 11 Marwell 12
Benalla 10 Northcote 67
Bendigo 36 Oakleigh 91
Brunswick 48 South Melbourne 3
Cheltenham 6 Sale 3
Camberwell 56 Seymour 9
Dandenong 28 Shepparton 17
Geelong 77 Swan Hill 8
Horsham 9 Springvale 94
Knox 23 Warrnambool 15

SUBURBAN AND ﬁiilggéé Korumburra 1 Wodonga 15
Mildura 1 Yarrawonga 1

Since ecaly 1988 the Cities of Knox ond Dcndenong hcve
provided rooms in their Shire Offices for hecrings in both the
Small Claims and Residential Tenancies jurisdictions. The
response from all parties to the hearing process has been
favourable in that the waiting times have remained
constant at 3-4 weeks and the ease of access ond porking
has been a bonus.

Photo courtesy
City of Dondenong

The Ministry is currently involved with other Councils where
large numbers of applications ore being received to provide
a similar service.
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pRODUCT SAFETY

PRODUCT SAFETY
INVESTIGATIONS

ALLEGED
HAZARDOUS
PRODUCTS
REGISTER

A very important function of the Ministry is to ensure that
Consumer products cre safe ond that demgerous products
cre removed from the merket. The products covered by the
safety regulations include:

» childrens toys

» childrens nightclothes

» pedal bicycles

» portable fire extinguishers
n qirpots

» gpirit stoves

During the year the Ministry investigated 263 products for
safety.

Toys and noveities . 86
Nursery products 25
Personal use products 34
Automotive parts and accessories 25
Building and construction 25
Consumer durables 24
Sporting, recreational and camping equipment 11

Food and packaging materials
Whitegoods,cooling and heating equipment
Drapery, manchester, clothing, footwear
Furniture '

Home mainténance products

Weapons

3 b
OABONO

Total 263

The Ministry's Product Safety Officer continued to work closely
during the year with the Commonweadlth/State Consumer
Products Advisory Committee (CSCPAC) on investigations,
notifications and exchanges of information relating to alleged
hozardous products. The Commonwedlth Attorney-General's
Depcrtment provides the Secretoriat for CSCPAC which co-
ordinates the notification of alleged hazardous products
between the consumer affairs agencies in Australia.

Since the last report 35 products have been reported
through CSCPAC. The Ministry provided 5 eniries to the
CSCPAC Register of Alleged Hazardous Products.

Products Recglls. Through CSCPAC the Ministry received

information on 107 voluntary recalls of various consumer
products.
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PUBLIC
WARNINGS

During the year the Ministry issued public warnings advising
consumers about the potenticl demgers of certain products,
Ministerial statements covered the following topics:

» The need for proper care in handling cnd storage of fast
sealing glues. The call followed the tragic death in Britain
of a child who secled his mouth and nasal passages while
trying to open a tube of superglue with his mouth.

"Mutilation" toys were the subject of examination by o
special committee established by the Minister to look at
the potential psychological dangers of certain toys
promoted for sale to young children.

» Consumers were warned about "under the counter” scles
of "Auschwitz' and other similar video games depicting the
elimination of Jews in concentration ccmps.  The martter
was referred to the censorship review panel in the
Attorney-General's Department with a view to getting rid
of such videos from this State.

Parents were warned about the "Mega Boy" child's seat
which could be deadly if used in a motor vehicle. The
product which is similar in appearance to a child's car
seat was inadvertently advertised as a "baby safety seat”.
The supplier was told to place an appropricte warning
label on existing stocks.

The "Zap-It" liquid refill was the subject of a national recall
after tests showed that it was strongly alkaline. The colour
of the liquid disappeadred a few minutes after being
squirted. The liquid was capable of causing serious eye

damage.




BANS = A permcnent ban was placed on the supply of "Toyline
4 x 4 Renegade Jeep' after it was found to fracture on
frontal impact. The monufacturer recalled 7,500 to 8,000
of the ride-on toys that were distributed nationadly.

= A permoment ban was placed on the sale of "ABC Blowing
Balloon" kit cmd other similar kits after it was found that the
glue-like substomce contained benzene which is a known
carcinogen ond is highly flammable.
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PRODUCT
STANDARDS

CHILDREN'S TOYS
LEGISLATION

» An interim ban was placed on the sale of "Crestg
Fluophone' a novelty telephone, containing a fluorescen:
tube which lights up when the phone rings. It wa
discovered that the mains electricity which powered the

light could accidently energise the telephone circuit ang

cause a fatal shock. The product was prompily recalleq

ond medified satisfactorily. ,

As a result of the permomnent appointment of a Standords
Officer, the Ministry was able, during the year to take a more
active role in the product stondards field. Importont licisons
with key agencies such as State and Federal Consumer
Affairs, Standards Association, Trade Associations and
Consumer representatives, were developed as was the
Legislative base for the maintenance of ever higher .
stemdcrds.

The Ministry has joined Standards Association of Australia
Comrittee FP/13 - Matches to develop a safety standord for
these products. The Standard is being prepared to cover
safety matches, whether in boxes or books.

The Standards Officer also represents the Ministry on the
Steering Committee for the Royal Children's Hospital
involvement in a National Injury Surveillomce Project. The
Project, strongly supported by this Ministry cnd the Health
Department, Victoria, will greatly assist child safety
programs by highlighting creas for specific attention.
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GOODS

Other issues investigated during the yeco included:
s Fire extinguishers

= Lifejacket reflective tape

s Bicycle helmets

» Children's furniture

» Applicnce energy labelling

» Prams cnd Strollers

» Car roof racks

» Easter Eggs containing inedible novelties (for complicnce
with existing bor).

The Consumer Affairs (Product Safety) (Children's Tovys)
Regulations 1987 came into operation on 1 March, 1988,
protecting young children against unreasonable risk of
injury or death from ingestion or inhalation of small
toys/novelties or components. The Regulations adopt test
requirements from Australian Standord AS 1647, Part 2 -
1981 for determining whether the toy or component
presents on ingestion or inhadation hozord. The Regulation
requires that:

» Any toy intended for a child of less thom three yeors must
be marked with the actual age or ages of the children for
whom the toy is intended.

« Where the toy is intended for a child less them three yeans
of age the toy, or any component of the toy that mary
become detached during use, must not present an
ingestion/inhalation hazerd.

Because of the complex nature of packaged goods and
associated industries the officers when investigating any
matter have had to consider the effect of the Weights cnd
Measures Act, the Fair Trading Act and the Consumer
Affairs Act. This is in addition to having a good knowledge
of other Government Departments which administer
legislation dealing with articles which are or may be placed
in packages.

The officers have continued to make spot purchases of pre-
packed articles. All purchases made were examined for
complionce with legislation and tested for quamtity.

As part of the examinction and testing procedures a number
of factories and packing premises were visited. Where
irregularities were found the factory managementwdas
advised of these. Follow up inspections indicated that in
almost every instance action has been taken to correct the
irregularity and the consumet is not being dis-advantaged.
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COURT ACTION

PACKAGED DRINKS -
CHARGES LAID

BREAD WEIGHT

PACKAGED
GRAPES

One special project commenced by the Ministry In 1986/87
year was completed in the time covered by this report. Thig
project was the testing of cartons of Milk and Fruit Juice
Drinks packed by a number of milk processors in Victoria.

The result of these tests was thart court action was commenced -
against 3 companies packing milk ond fruit juice drinks,
The table below sets out the results of the charges laid
before the court: ,

charges pleaded guilty to by companies 9
charges proven in-court 1
charges dismissed by court 4
charges withdrawn by Ministry 6

TOTAL CHARGES LAID 20

In response 1o the question, "How can I be sure thet the loaf
of bread I buy is the weight the package states? officers of
the Ministry and the Weights and Measures Inspectors for
different areas visited lozge bakeries, hot bread shops cnd
retail stores. The loaves of bread weighed were taken as if
each weighing was d single purchase by a consumer.
Samples for test were selected from 35 premises in the
Melbourne Metropoliton area and 1842 loaves of bread
were weighed._Approximately 1/3 of the individual loaves
weighed were found to be below the claimed weight.

Since this was the first survey carried out on bread, the
Ministry decided to issue warnings rather thom commence -
proceedings under the Act. However, a number of bread
shops have been prosecuted for short weight bread by Local
Authorities (see Appendix 16). A further survey is planned.
for 1988/89 and any person found to be supplying shor
weight bread will be prosecuted.

As a result of complaints (mainly from interstate) the Ministry
inspected and tested packages of grapes being sold inthe
Wholesale Fruit cnd Vegetable Market on several occasions.

Contact has been made with the grape packers found with
packages short measure. Action on this problem has been
commenced by the Ministry in conjunction with the
Department of Agriculture and Rural Affairs and the
Weights and Measures Inspectors in the major grape.
growing areas to eliminate the problem.

64



PRE MARKETING
ADVICE AND
EDUCATION

Advice on all aspects of packaging is constemily being offered
on a wide range of products to persons and companies
either:

intending to import pre-packed articles;
intending to package articles;
redesigning packages; of,

repacking articles.

This yecr Ministry officers excmined ond offered advice on
3549 items for complicnmce with the Victorion Weights and
Mecsures Act.

Also, advice was given on over 150 packages in ferms of
whether or not these packages complied with the Ministry's
guidelines on deceptive packaging. Over 60% of the
packages complied with the guidelines cnd with respect to
those that did not, advice was given so that the packages
could be modified to comply.

The major problems were free space ond hidden cavities in
walls and lids of the containers.

As part of an education and Owareness progrom in respect
of pre-packed articles the Ministry was represented at
International Trade Fairs conducted in Melbourne.

At these Trade Fairs intending importers and suppliers cre
advised of the requirements for pre-packed articles to be
sold in Australia cnd more particularly offered for scale in
Victoria.

In addition the officers were part of a team lecturing to
representatives of other countries on the laws applicable to
pre-packed articles in Victoria and Austraiia.

An officer was also invited to be part of a tecrn o lecture to
the Graphic Design Students as part of their course.
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LICENSING AND LICENSING INVESTIGATION

MOTOR CAR
TRADERS

LICENCE
OBJECTIONS

The Ministry licenses motor car traders, finance brokers,
credit providers and travel agents.

The Director has the power under the Credit (Administration)
Act 1984, the Finance Brokers Act 1969, the Motor Car
Traders Act 1986 and the Travel Agents Act 1986 to object
to the gramting, continuation cnd renewal of licences.

The Licensing Investigation Bremch conducts investigations
and makes recommendations to the Director. As part of
these investigations, the Branch reviews an applicant's
complaint history and searches of bankruptcy, corperate -
affairs and police records are clso made. These reports may
lead to a refusal to grant a licence or a decision to gromt a
licence subject to conditions or undertakings by the
applicont.

On 1 August 1987 the Motor Car Traders Act 1986 commenced
and the Motor Car Traders Committee was replaced by the
Motor Car Traders Licensing Authority.

The principal functions of the Motor Car Traders Licensing
Authority cre the consideration of application, the hearing
of objections made by the Director of Consumer Affairs, and
the Chief Commissioner of Police and the conduct of
inquiries into the activities of a licence holder which have

come to the Authority's attention.

There has also been established o Guarantee Fund Claims
Committee which considers claims on the Motor Car Traders
Guarontee Fund lodged by persons who have suffered loss
or damage due to the activities of a licensed motor car
tfrader.

The Licensing Investigation Bremch has lodged 18 objections
during the year which resulted in the cancellation of or
refusal to renew licences. Details cre set out in Appendix 8
of this report.

The following objections are of particulor interest:
 Jay Jacq Pty. Ltd. trading as Anderson Bac

The trader's licence was cancelled by the Motor Car
Traders Committee on 20 February 1987. On 30 March
1987 the Magistrate's Court at Melbourne upheld an
appeal by the Applicant against the decision of the
Committee and ordered the renewal of the licence. The.
decision of the Magistrate's Court was the subject of an.
Order to review and on 4 May 1988 in the Supreme Court
of Victoria judgement was delivered that the licence be
fermincrted.




FINANCE
BROKERS

CREDIT
PROVIDERS

» Salbo Pty. Ltd., trading as Westside Car Sales and
Motorscene

In this mctter objections were lodged to the granting of
new licences to Roleystone Pty. Litd. and Proscal Pty. Lid.
who sought to acquire the two motor car trading
businesses conducted by Salbo Pty. Lid. The objections
were upheld. At the same time an enquiry into the
continued holding of a licence by Salbo Pty. Lid. was
conducted which led to that licence being revoked on 22
September 1987, An appeal was made to the Magistrate's
Court ond the revocation of the licence was confirmed on
29 October 1987.

Steve Vulinovich, Trading as Melbourne Car Centre

Objection was lodged to renewal of the licence based
upon a number of grounds including fadlure 1o repair caos
pursuant to the statutory warranty provisions and
convictions for odometer tampering.

The heoring of the objection took place on the 14 June
1988 at the conclusion of which the Motor Car Traders
Licensing Authority decided that the licensee had not
carried on his business as a Licensed Motor Car Trader
honestly, efficiently and fairly ond that he was not a fit
and proper person to be a licensed Motor Car Trader.
Accordingly the Licence was not renewed.

The licensing of Finance Brokers is unicque in the Ministry in
that the Registrar, rather than an Authority or Committee,
makes the decision whether a licence is issued. If the
Registrar does not issue a licence the applicont has an
cutomatic right of appeal to a Magistrate’s Court.

During the yecr under review 134 new licences were issued.
No licences were refused but in a number of cases the
licence was gremted only after the applicont had agreed to
certain undertakings.

Investigations conducted by the Licensing Investigation
Branch caused the Director to lodge objections to two
appliconts for a Finomce Broker's Licence. One application
was subsequently withdraown cnd the other referred to the
Magistrate's Court.

During this year the Credit Licensing Authority renewed156
licences, granted a further 28 licences, ond refused to issue 1
licence. In the majority of heorings the Authority comprised
the Chairmom ond one consumer representative and one
finomce industry representative.

When the Credit Act came into operation in 1985 those
credit providers who lodged applications by 31 May, within
the first 3 months of the commencement of the legislation,
were able to continue operations until their applications
were processed and a hearing before the Authority was
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TRAVEL
AGENTS

held. Nineteen of the original applicants withdrew their
applications prior to determincation. Twenty-eight new
applications for licences were made during the vear.
Pursuant to Section 42 of the Credit (Administration) Act
1984 the Director provided reports on every applicant.

Objections were lodged against the gromting of licences to:

s National Westminster Finance Australia Ltd. (‘Natwest")
Discussions between the parties, including the C.C.LS
prior to the hearing of the objections led to cn agreement
being developed whereby Natwest undertook to take
certain steps in return for the objections being withdrown
The major steps included:

1) the cessation of writing consumer credit, life
unemployment and mechanical breakdow
insuronce with regulated credit contracts;

2) improving the company's internal operating
procedures concerning repossessing and.
voluntary surrenders of mortgaged goods;

3) refunding all sums payable as a result of the
decision in Anderson -v- HFC Financial Services
Lid. "

HFC Financial Services Limited ('HFC")

A lengthy preliminary procedure wds embarked upon
between HFC, the Ministry and CCLS before the hecring
eventually commenced on 3 May 1988. Due to the larg .
amount of objection material from CCLS the Authority
decided to sit for 3 days each week. The hearing is
continuing. '

Avco Financial Services Limited ("AVCO")

The grant of a licence to Avco has been opposed by the
Director and CCLS. A prelimincry hearing has been
conducted and a timetable for the 'discovery' process
settled. The hearing of the objections will commence
following the determination of the HFC application.

From 1 Februcry 1987 all Travel Agents operating In Victoria
and those who proposed to operate had to be licensed.

Travel Agents who carried on business before 1 February
1987 and who applied for a licence cnd participation in the
Travel Agents Compensation Fund before 30 April 1987
were deemed to be licensed until a licence was gromted of
refused by the Authority or the applicant was refused
participation in the Compensation Fund. Special procedures
to "fast track’ applications lodged by persons who were not
operational before 1 Februcry 1987 ond who therefore did
not receive the benefit of the "deeming” provisions of the
legislation were put in place.
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This decal is displayed by
licenced Travel Agents

RENTAL HOUSING
MARKET

A total of 144 new applications were received during
1987,/1988.

Name of licensee LICENSED TRAVEL AGENT

Business name(s)
of licensee:

Licence number:

Category of business:

- ‘f}l VICTORIA

Objection was lodged to the gramt of licences to Haralomlbos
and Vasilios Sevastopoulos trading as Sevastopoulos Travel
Service. At the hecring of the applications on 19 October
1987 Vasilios Sevastopoulos withdrew his application and o
licence was issued to Haralambos Sevastopoulos subject to
certain conditions.

Since the introduction of the legislation 914 licences have
been issued.

Tt still cppears that some landlords, agents and tenants are
not aware of their rights cnd responsibilities.

Agreements are still being entered into without tenants
being given the mandatory statement of rights. Condition
reports cre not being considered seriously by both londlords
ond tenomts.

Security deposit disputes remain a major source of
complaint with many landlords retaining the deposits
(bonds) contrary to the provision of the legislation. Land-
lords should be aware that the Act has been changed to
include a $1000 penalty for the wrongful retention of bonds.

There dlso appears to be an emerging problem with tenomnt
versus tenont complaints, which in the main relates to quiet
enjoyment. Tenants causing other tenants unreasondble
discomfort - that is restricting their rights - leave the lendlord
with no option but to serve notice on the tencnt to cease
these actions. If the complaint persists termination of the
tencmcy agreement may be sought by the lomdlord.
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EXCESSIVE
RENTS

NEED FOR
REPAIRS

There is a considerable variation in the standard of rental
accommodction available in Victoria ond naturally the rent
payable varies accordingly. During the year the Ministry
received 166 complaints from tenants that their rent wag
excessive. The complcaint generally crose after the landlorg
served a notice of rent increcse. In the majority of cases the
rent was found not to be excessive.

The Ministry investigated a number of complaints where the
majority of tenants in a block received a rental increase
notice but one or two long term residents did not receive the
notice. This special frectment com however back-fire on the
long term tenomt if the lemdlord sells the property and long
term suddenly receives a notice of a large rental increase
from the new londlord. The new rental figure is often not
excessive as the new londlord is just bringing the rental on
that property into line with the current market rental in that
ared.

There are two main types of repairs:
(o) Cosmetic Repairs

These include painting ond general maintenonce items:
which affect the appecramnce of a property.

() Major Repairs

These repairs can affect a tenant's stondard of living
and enjoyment of the property and con often cause
hardship. Examples include excessive mould or
condensation in a property which could affect the
hecalth of the tenant or their family. '

CASE STUDY:

At a recent inspection an inspector was very lucky to escape '
serious injury when he fell through the floor of the property in
question. When complaining to the elderly tenants, they
apologized and stated they had forgotten to mention this problem
to him. The inspector has instructed the landlord to carry out repairs
on the floor immediately.

CASE STUDY:

= Inside of property has not been repainted for 26 years.

s Tenant could not open cny window in the house.

= Hole in wdall needed repair.

s Exhaust fans were not operative.

= After negotiations, Landlord attended to all of the above repairs.
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ABANDONED
GOODS

Under the Residential Tenancies Act a former landlord can
ask the Director to assess whether or not goods left on renteq
premises cre worthless. During the year, almoest 1,000 suCh
requests were received.

In the main the "goods" left behind are rubbish, broken
furniture, newspaper etc., but on occasion the goods are
quite valuable and in some cases it appears the tenant hqs
left with only the clothes they are wecaring.

CASE STUDY

A landlord obtained possession of a property in the Residentiq]
Tenancies Tribundl; the tenant at the time was $850 in crrecrs ¢
rent. A warrant of possession was obtained and served by th
Police. The agent was present. According to the agent, the tencmy
walked out of the property in « pcir of shorts cnd wearing thongs
even though he was given time to pack his belongings.

The Agent requested an Abandoned Goods inspection unde
Section 136 of the Residential Tenancy Act. 'I'rus was duly carried

both the Landlord and the Agent were advised that all of th
belongings would have to be stored, advertised and taken fc
Public Auction.

The tenant did not make any attempt to pick up his belonging:
cand the proceeds from the auction were $2,231, less expenses; ne
proceeds $1,659.
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TRADE MEASUREMENT

LOCAL
AUTHORITIES

A fork-lift unlocds

500kg weights from the
Weights & Measures truck
to ensure the accuracy
of a weighbridge.

SCIENTIFIC
SERVICES

The testing program of weighing and measuring instru-
ments in use for trade continued satistactorily.

The service cnd enforcement activities in the retail crea cre

being carried out by Weights and Measures Inspectors

employed by municipal councils. Their functions include the
checking of instrurments for accuracy, testing of packaged
articles and handling consumer queries and complaints,
The Weights and Measures Branch is responsible for the
overdll supervision and the provision of assistance to the
inspectors in the performance of their duties.

Appendix 12 contains the statistics on the number of
instrurments tested by Weights and Measures Inspectors
emplovyed in Local Government.

Testing of standards used by government authorities and
industry was carried out. The standards are used for the
calibration of trade instruments such as shop scales, petrol
bowsers and weighbridges.

There has also been testing carried out on some unusual
items. These include:

(o) The certification of leather punching bags filled with
lead shot and steel derts used for the testing of glass in
the Glass Industry.

(b) Establishing the mass of steel reinforcing rod to settle a
dispute.

(¢) Establishing the capacity of beer barrels for local
independent brewers for the payment of excise duties.
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(d) Establishing the capacity of domestic medicine cups ¢
two local manufacturers in accordance with SA
stemdard. '

(e) Establishing the densities of cork floor tiles to settle
dispute between a purchaser and the menufacturer,

Regular service to the general public in metric conversion:
units of measurement and technical calculations
provided. The table in Appendix 16 details the number
stemdards and equipment calibrated during the petiod gt
this report.
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NEW LEGISLATION

LEGISLATIVE REFORM

REPRESENTATIVE ACTIONS

ELECTRONIC FUNDS
TRANSFER SYSTEMS

PROGRAM REVIEWS

UNIFORM TRADE
MEASUREMENT

,’HIGHLIGHTS AND ACHIEVEMENTS

The economist’'s concept of a free market place which
operates overall in a fair and balanced manner is
predicated on a number of assumptions. It assumes that
ecch person undertakes tremscctions on the basis of perfect
knowledge, is equally competent and experienced, and
that there ore neutral or at best ethical standards of frading
in a context of perfect competition.

Insofar as actual conditions fall short of theoretical idedls,
Government intervenes in the market in a number of ways,
o redress imbalences. The development of protective omd
regulatory legislation and the provision of assistance to
industry in the development of self- regulatory codes of
practice, have been complementary creas of achievement
for the Ministry in the last year. Importomt new legislation
has been implemented.

There have also been important achieverments in the creas
of Credit Law reform and the unification and standard-
ization of trade measurement. Two major advances have
been made in the development of uniform and Plain
English Credit Law ond the final processes of preporation of
a Ncttional Trade Measurement Bill.

The Ministry is assisting industry to regulate’ itself, through
the development, monitoring and review of codes of
practice. Mdajor successes this yecr have been recorded in
the Travel cnd Fitness Industries, and in the improvement of
Electronic Funds transfer systems (E.F.T.S.).

The Ministry has also conducted ¢ number of successful
prosecutions to enforce the sanctions of existing legislation.

In summary major cchievements for the MCA have been in
the following areas:-

Motor Car Traders Act 1986
House Contracts Gucrantee Act 1987

Credit Act

Encyclopaedia Britomnica

Anderson v. HFC Financial Services Lid.

Patersons

Guidelines for a Code of Practice.

Residential Tenancies Review

Community Credit Program /Finomcial Counselling Program

Review

Ministry involved in the working party developing a National
Trade Measurement Bill.
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CONSUMER AWARENESS
CAMPAIGN

BANNED PRODUCTS

MOTOR CAR
TRADERS ACT

Ccrtoon by
Ron Tandberg

Youth & Credit

Publications Review

Community Longuage Publication

Ethnic media awareness and advertising.

263 products excmined for complicnce with legislation.

The current financial yeor saw the introduction of the new
Motor Car Traders Act which came into effect on 1 August,
1987. Together with the associated Regulations, the Act wag
a substantial "update” of the 1973 Motor Car Traders Act. "

The most importomt change affecting consumers' rights wes
the introduction of a three (3) day cooling off period fo
purchasers of used motor vehicles. These provisions

commenced on 1 October 1987.

3 paY CoOLING OFF. .-



HOUSE
CONTRACTS
GUARANTEE ACT

CONSUMER
CREDIT

Other improvements were the inclusion of air conditioners
under the Government Statutory Warramty, the authority of
the Small Claims Tribunal to deal with the recission of
contracts up to $20,000, the requirement of a Licensed Motor
Car Trader 1o sell a vehicle with «a clear title and re-

writing /design of the standord Used Car Contract.

The major provisions of the House Contracts Guarantee Act,
(which replaces Division 1.A. of Part XLIX of the Local Govern-
ment Act 1958) came into effect on 1 May 1988,

The main fecttures of this legislation are that it provides:

» a guaromtee of up to $40,000 on all new dwelling houses
built in Victoria whether built by an approved builder or
whether owner built;

s for the streamlining of the procedures for the sale of owner
built houses and removes the necessity of gaining an
exemption from the Minister if sold within three yecas of a
certificate of occupomcy being given;

* a guarantee of up to $40,000 on improvements to
dwelling houses performed by approved builders where
the contract is for a sum of more thon $3,000. (There coe
some exceptions where work of a single trade is being
performed, e.g. panting);

s for the Housing Guarantee Fund Limited to be the sole
approved guarantor but institutes more control on its
operations including an internal appedl mechanism to
review decisions and the provision of appeals to the
Administrctive Appeals Tribunal.

A long and complex implementation period has taken
place during which officers of the Ministry and the Housing
Guarantee Fund Ltd. have spent considerable time and
resources establishing procedures for the implementation of
the Act. This has included educating and assisting
approved builders, renovators, owner builders and the
general public to understand the requirements of the new
Act. After an initial settling in period it is anticipated all
those affected by the Act will be able to appreciate the
benefits conferred by the new legislation.

Of great significomce in the last year is the work done by the
Ministry of Consumer Affairs in regulating the credit industry.
The Ministry provides advice as to the operation of the existing
credit legislation, considers applications for exemptions from
the legislation, considers whether documentation of credit
providers complies with the Credit Act 1984, considers
proposals for reform of the legislation, takes “class’ actions in
the name of the Director of Consumer Affairs to protect the
interests of consumers and is involved in other litigation to
uphold the credit legislation, including the decisions of the
Credit Licensing Authority end the Credit Tribunal.
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Legal advice in respect of the jurisdiction of the Credit a,
1984 and the operation of specific provisions of thga
legislation is provided to consumers and the credit industyy
It is regcrded as cn important element of administering the
legislation that the Ministry continues to assist consumer:
ond industry to understond their rights and obligations, '

WE WOULDN'T WANT
TO BE ON A PLANE
THAT WAS HINACKED
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DON'T WORRY, THERE'S,
NO CHANCE OF THAT

\\

Applications for Exemptions from the Credit Act 1984 o
from specific provisions of the Credit Act 1984 ar
considered. Exemption applications are currently co
ordinated in the Ministry on behalf of all State
administering the Credit Legislation.

The Credit Licensing Authority often makes the grant of th
licence conditional upon the credit documentation of th
credit provider being submitted to the Director of Consume
Affairs for exomination. Documents submitted to the Directo
of Consumer Affairs cre considered to ensure that the
comply with the Credit Act 1984. Where the documentatio
does not comply the credit provider is advised to cmend th
documentation.
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UNIFORM
PROVISIONS

PLAIN ENGLISH

REPRESENTATIVE
ACTIONS

Since the commencement of the Credit Act 1984 the Ministry
has been involved in the evaluation of the legislation and
consideration of meons by which it could be improved. This has
occurred through participation in:

(1) a Credit Reference Group;

(2) the Working Pcrty reporting to the Standing Committee
of Consumer Affairs Ministers (SCOCAM);

(3) the Federal Treasury Working Party on Consumer
Fincmcial Services;

(4) ongoing consultations with the credit industry,
consumer groups, lawyers cnd academics.

The Ministry is currently working with the Law Reform
Commission of Victoria to redraft the credit legislation into
Plain English. It is also involved in the development of the
Victorian position on the credit issues which are to be
discussed at the 1988 SCOCAM meeting. These issues dare:.

(1) whether the format of the credit legislation should be
detailed prescriptive legislative requirements or broad
based principles supplemented by codes of conduct or
guidelines;

(2) whether the credit legislation should be limited to
consumer lending or extended to business and home
finance;

(3) whether credit providers should be able to vary interest
rates on loans during a contract and if so what
restrictions should apply;

(4) whether the credit legislation should allow admin-
istration charges to be charged separately from the
interest rate; and,

(5) whether credit providers should have to be licensed
through a positive licensing process:

The Director of Consumer Affcirs has power under the Credit
(Administration) Act 1984:

(o) to appear on behalf of specific consumers or on behalf
of consumers generdlly in proceedings before the Credit
Tribunal.

(b) to object to the gront to or holding of a credit providers
licence by a credit provider at a hearing before the
Credit Licensing Authority.

In the past year the Director of Consumer Affairs has been

involved in cases which were in effect representative
actions.
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CASE STUDY

Encyclopedia Britcmnica

All credit providers whose credit comes within the jurisdiction of th
Credit Act 1984 (cnd which are not specifically exempted from thy
requirement of a licence) must be licensed by the Credit Licensiry
Authority. Encyclopedia Britannica provided credit in Victor
between 1 June 1985 ond 16 May 1986 without holding a credj
provider's licence. The pendalty for unlicensed trading under the
Credit Act 1984 is loss of the amount fincmced omd credit charges
under the credit contract. A credit provider who has provid
regulated credit without being the holder of a credit provide
licence can apply to the Credit Tribunal for reinstatement of thy
camount finonced and credit charges. On such an application the
Credit Tribunal must determine whether or not the conduct of the
credit provider can be excused.

At the hearing before the Credit Tribunal the Director of Consumer
Affairs represented 488 Encyclopedia Britonnica consumers. The
consumers were represented as a class rather than as individual
The Senior Referee of the Credit Tribunal determined that the
liability of the relevant Encyclopedia Britannica consumers was
dependent on the date on which the credit contract was entered
into. Encyclopedia Britannica’s period of unlicensed trading was
divided into 3 periods reflecting the culpability of Encyclopedia
Britannica. The Senior Referee ordered that Encyclopedia
Britannica was not entitled to any credit charges during its
unlicensed trading and:

(o)) in respect of the period 1 June 1985 to 21 March 1986
Encyclopedia Britomnica was entitled to recover 95% of the
amount financed under the contract.

) in respect of the period 22 March 1986 to 6 May 1986
Encyclopedia Britannica was entitled o recover between
92% and 2% of the amount financed in accordemce with a
formula which was dependent on the date the contract was
entered into. .

© in respect of the period 7 May 1986 to 16 May 1986
Encyclopedia Britomnica was not entitled to recover any of
the amount finonced.

Encyclopedia Britemnica appedled to the Full Court of the Supreme
Court of Victoria. The Director of Consumer Affairs represented the
interests of consumers at the hearing. The Supreme Court generailly
upheld the decision of the Credit Tribunci with the exception that |
changed Encyclopedia Britannica's entitlement to the amount
tinanced in the first period from 95% to 100%. Encyclopedia
Britonnica has refunded or credited its consumers accounts in
accordance with the determination of the Credit Tribunals as
amended by the Supreme Court. '

CASE STUDY
Anderson v HFC Fincncial Services Lid

Mr. Anderson wanted to pay out his contract with HFC ecrly and
requested o statement of the net balonce due on his contract with
HFC from the Credit Tribunal. The calculation of the net balomce
due was dependent on the interpretation of Schedule 1 of the
Credit Act 1984, HFC Financial Services Ltd. contended thd
Schedule 1 of the Credit Act 1984 produced essentially the scrm
result as an approximation formula known as the "Rule of 78". Mz
Anderson's representatives were of the view that the two formuld
produced different results. The interpretation of Schedule 1 of the
Credit Act 1984 was referred as a case stated for the opinion of th
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Full Court of the Supreme Court. The Director of Consumer Affairs
applied to be made a party o the proceedings cnd represented
the interests of consumers generally. He was concerned by the fact
that o number of credit providers were using the "Rule of 78" in
place of the Schedule 1 method to the detriment of consumers cnd
thus were overcharging consumers who paid out their contracts
early. It was argued on behalf of the Director of Consumer Affairs
that the Schedule 1 method and the Rule of 78 method of
calculating accrued interest did not produce the same result. This
view was upheld by the Supreme Court.

As a result of the decision of the Supreme Court in Anderson v HFC
Financial Services it is now clecr that any credit provider who has
used the "Rule of 78" method in place of the Schedule 1 method for
calculating accrued interest has overcharged consumers. It has
been estimated that the total amount consumers were
overcharged throughout Australia is in the vicinity of 25 million
dollars. The Ministry of Consumer Affairs has had consultations with
the credit industry as to the means by which overcharged monies
should be refunded. The identification of contracts affected by the
decision, the location of consumers concerned and notification cnd
refund process is administratively a mammoth task.  The refund
process is being monitored by the Ministry of Consumer Affairs. By
the end of May 1988 approximately $1.7 million had been
refunded to Victoriom consumets.

CASE STUDY
Patersons

In 1987 Patersons Credit Pty. Lid. (‘Patersons”) the credit company
which provided credit to the customers of Patersons furniture stores
applied to the Credit Licensing Authority for a credit provider's
licence. Its application for a licence was refused as the Credit
Licensing Authority was not satisfied thart:

(1) Patersons' staff were sufficiently trained or experienced to be
able to fulfil the duties required by law of the holder of a credit
provider's licence;

(2) Patersons would perform the duties of a holder of a credit
provider's licence efficiently, honestly cnd fairly; ond,

(3) The person who exercised control over the mcnagement of
Patersons was of good fame or character or would exercise
that control efficiently, honestly and fairly.

Patersons appealed the Credit Licensing Authority's decision to
refuse it a licence, to the Supreme Court. The Ministry of Consumer
Affairs originally opposed Patersons' appedl in the interests of
Patersons' consumers generally and in doing so interviewed
numerous consumers cbout their experiences with Patersons as a
credit provider.

After Patersons satisfied the Ministry that there had been major
changes to its administration, staff training and credit practices
and that Patersons was essentially a company of a different
character than that which had been refused a licence by the
Credit Licensing Authority the Ministry of Consumer Affairs
withdrew its objection to the grant of a credit provider's licence to
Patersons.

81




ELECTRONIC
FUND TRANSFER
SYSTEMS

Since September 1986 financial institutions who issue deby
cards and debit/credit cards for use in Automdattic telle
machines have been governed by guidelines known ds the
"Recommended Procedures to Govern the Relationshij
between the Users and Providers of Electronic Funds Transte
(EFT) systemns".

Officers of the Ministry continue to participate in th
Working Pcrty that drew up the Recommended Procedure
Since the guidelines came into force the working porty ha

(1) consulted with finomcial institutions in respect of the r
drafting of their EFT terms cmd conditions to ensure th
they comply with the Recommended Procedures;

(2) monitored the effectiveness of the Recommended
Procedures. ‘

On receipt of an EFT complaint from a consumer the
Ministry attempts to resolve the complaint directly with thy
financial institution involved in accordance with the
Recommended Procedures. All EFT complaints cre recorded .
and details provided to the secretariat of the Common-
wealth Working Party. Case studies based on consumer
complaints have been prepared by the Ministry in an
endeavour to identify areas of difficulty with the
Recommended Procedures.

The cattitude of some financial institutions to resolving EPT:
complaints leaves much to be desired. The following pattern
seems to characterize the situction in all too mony instances:

(1) An initial denial that the withdrawal can be
unauthorized on the basis of on infallible belief that the
system will never debit an cccount without the use of
both ccrd cnd PIN.

CASE STUDY;
Ms.P.

Withdrawals totalling $1,100 were made from P's EFT account
without her authorization. P swore a statutory declaration that she
did not make the withdrawals in dispute. P advised the Ministry
that the EFT card was in her possession at the time of the with-
drawails.

She alleged that no one had access to her card or PIN number and
that she could verify her whereabouts and the whereabouts of
members of her household at the time of the withdrawals. P had
lost her EFT card a few months previously and it had been
replaced by the EFT card in question. R.ES.I Statewlide refused to
re-credit P's account on the basis that as the PIN numlber must have
been used to make the disputed withdrawals P's PIN number must
have been available to the person who made the withdrawals.

(2) Lengthy delays in hondling disputes which inevitably
frustrate consumers and contribute to some consumers
no longer pursuing the claim.
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(3) In o smaller number of cases, denial of licbility on the
basis that friends or family may have taken the card
and PIN without the consumer's knowledge. This can
cause some consumers to drop thelr complaint for fear
of causing embarrassment or horassment to family and
friends.

(4) In o minority of cases, the threat of criminal pro-
ceedings if the consumer continues with allegedly false
allegations of uncauthorized tremsactions.

CASE STUDY
Ms.C.

C's EFT card was kept in a hendbag which was stolen. The theft
was reported to the police. It was not reported to the V.T.U. Credit
Union as C considered that her account was safe as her handbag
did not contain a record of her PIN number. The balance of C's
account on the date of the theft was cround $90.  There was no
agreement as to the provision of an overdraft facility. A total of
$2,200 was withdrawn from C's account after the theft. C's salary
was directly credited to her account. The financial institution
appropriated the whole of C's scdary as it came into her account
ond pressured her into taking out a loan to pay off the
unauthorized withdrawals. C was charged with obtaining o
financial adventage by deception in relation to the withdrawdls.

The case against her was dismissed by the Magistrates Court.
Notwithstanding that the criminal charges against C had been
dismissed V.T.U. Credit Union still refused to comply with the
Recommended Procedures and re- credit C's account. The
finomcial institution denied liobility for the withdrawals on the basis
that C's failure to advise it of the theft of the card was a breach of
the terms and conditions of the card. This dispute is still continuing.

The Ministry is extremely concerned by the fact that some
financical institutions are not complying with the Recom-
mended Procedures and has advised the Commonwealth
Working Party of its concerns.
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CASE STUDY
Ms.J.

J's Wallet containing EFT card was lost when J was in an accident
over a weekend. The loss of the card was reported to Premiey
Credit Union on the Monday following the weekend. J was not
aware that the financial institution operated a 24 hour hotline, The
balance of J's account prior to the loss of the EFT card was around
$20. J had not made cn agreement with the finomcial institution
in respect of the provision of an overdraft facility. Approximately
$300 was withdrawn from J's account after Js cord was lost.  Jg
salary was directly credited to her EFT account in the week
following the uncuthorized withdrawal.

The finoncial institution appropriated J's salary to cover the $300
withdrawal and persuaded her to take out an overdraft to cover
her living expenses. The financial institution initially refused to
comply with their obligations under the Recommended Procedures
but ultimately re-credited J's account.

Another crea of concern is the unavdailability of terms cnd
conditions of Automcttic Teller Mcachines.

On 30 May 1988 an officer of the Ministry of Consumer
Affcirs attended the premises of 11 fincmcial institutions in
the Melbourne Central Business District seeking a copy of
the terms and conditions of the electronic funds transfer
system facility operated by the finomcial institution. The fact
that the officer was a member of the staff of the Ministry of
Consumer Affairs was not disclosed to cny of the institutions.

A copy of the relevant terms and conditions was obtained
over the counter from only 5 fincmcial institutions. The officer
was advised by 3 finoncial institutions that the terms and
conditions were out of stock. Only 1 of the 3 institutions
offered, and in fact did send a copy of the terms and

conditions to the officer through the post. '

The responses of the staff of the remaining financial
institutions, Westpac, ANZ cnd the Bendigo Building Society
are worthy of note. The officer of the Ministry attended 3
Westpac branches. All 3 branches refused to provide a copy.
of the relevant EFT terms ond conditions stating that such
conditions were only available on the issue of om EFT ccrd.
When Westpac's staff were advised that the officer wished to-
see the terms cnd conditions of Westpac's EFT card prior 100
being bound by such terms ond conditions the officer was
advised that Westpac's policy was not to provide such terms.
and conditions prior to signing a consumer up for a Westpdac
EFT ccrd.

Two ANZ branches were attended. The staff at both .
branches advised that there were no terms and conditions:
for the ANZ franscction ccrd. '

The Ministry officer attended one branch of the Bendigo

Building Society amd was advised by staff that there were
no terms ond conditions for the cashcard facility.
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The officer found the staff of a number of the financial
institutions to be either unhelpful or discouraging. Even
where terms ond conditions were finclly obtained this was
often after a wait at the counter of at least 10 minutes or
required attendemce at a number of different bremches of
the financial institution before the terms and conditions
were obtained. The officer was advised on a couple of
occasions that the terms ond conditions were stanmdord cnd
not worth worrying aoout.

CASE STUDY
Mr.B.

Mr. B. lost his State Bank EFT card in March 1987. The loss was
reported as soon as it was discovered. It was not discovered until
April 1987. A total of $1,770 was withdrawn from B's account
without his authorization. The credit limit on B's account was $1,500.
At the time of the disputed withdrawals the amount owed on his
account was $900. B had ccrried his PIN number with his EFT card
as he was not fluent in English and didn't understand the terms
emd. conditions of the EFT card. State Bonk demanded $2,830.55
from B, On the basis of the Recommended Procedures B was liable
for $1,500 as by keeping his PIN number with his card he had
contributed to the loss. B paid the bank $1,500. The State Bank
refused to limit B's liability to $1,500. B applied to the Smal Claims
Tribunal, His application was withdrawn as B couid not afford to
pay the disputed amount into the Tribundal trust fund. This dispute is
still continuing.
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TRADE MEASUREMENT

A Working Party which was formed in 1985 by the Federa,
State and Territory Governments to develop uniform-
national Trade Measurement legislation has nearly
completed its charter.

The Ministry has seen this as can opportune time to review
the State's unique system of weights and measuresg
administration where both state and local government
have specified responsibilities. A discussion paper reviewing
the current administrctive structure and presenting options
for change is currently being finalized.
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PROGRAM REVIEWS

RESIDENTIAL The current Residential Tenancies Act ccme into effect in
TENANCIES November 1981 and is administered by the Ministry. In
REVIEW operation for over seven years, the programs implemented
by Ministry of Consumer Affairs under the provision of the
Act were due for review and evalution. The Minister
established an external steering committee chaired by Mr
John Horrowfield M.P. to achieve the following cbjectives:-

a strecimlined service delivery

» cm effective Tribunal Service

= knowledge and awareness in the community of protection
under the Act.

s co-ordination of research and policy development with
the Ministry of Housing and Construction

¥ offective use of the Residential Tencncies Fund
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IT'4 THE FIRST SIGN
OF LEAKAGE

TAMPBEES

The following organisations were represented on the
Steering Cormmittee:-

s Ministry of Consumer Affairs

s Ministry of Housing ond Construction

s Recl Estate Institute of Victoria

# Shelter Victeria

s Tencnts Union of Victoria
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FINANCIAL
COUNSELLING
PROGRAM AND
COMMUNITY
CREDIT PROGRAM
REVIEW

An internal staff tecrn was appointed to service the steerin
committee, through resecrch and preparation of discussig

papers.

The review has involved a comprehensive process of publj
consultation. Submissions were invited from interesteq
groups and individuals from country and metropolitan
regions. This process culminated in a series of public
meetings and the wide circulation of a comprehensive
discussion papetr. '

It is anticipated that a final report will be produced in
December, 1988 and that the recommendations made will
be based largely on issues raised in the consultation proces:

The Community Credit Program was established under the
Victorion Government's Anti-Poverty Strategy. Aspects of the
Anti-Poverty Program care also conducted by Community Services
Victoria.

An inter-departmental committee was established in April,
1988 to investigate meoms of better co-ordination of these
programs with a view to providing more comprehensive
ond integrated services in each region.

The following organisations were represented in the inter
departmental comrnittee:-

= Ministry of Consumer Affairs

s Community Services Victoria

® Department of Premier and Cabinet

» Legal Aid Commission

» Finomcial Counsellors Association of Victoric

s Consumer Credit Legal Service

» Brunswick - Coburg Financial Counselling Service

A consultant to the committee was appointed and under
the committee's direction produced a report on the socio-
economic environment in which the program operates, the
level of community need and models for improved services.

The report, together with recommendations covering
aspects of both programs, has been transmitted to the
Minister for Consumer Affairs and the Minister for
Community Services Victoric.
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.ONSUMER AWARENESS CAMPAIGNS

A review of public information campaigns by the Ministry -
and research undertaken by the Trade Practices
Commission has shown that information aimed at
‘consumers' in general has tended only to reach
sophisticated consumers with the skills and motivation to
understond and make use of it.
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The Victoricn Government's Social Justice Strategy provides
a broad policy framework for the work of the Ministry's
Education Function. Consequently, information programs
and campaigns which target disadvemtaged groups have
been developed.

Initially, young people and people from non-English
speaking backgrounds have been given priority.

YOUNG PEOPLE  An education campaign to warn young people of credit over-
AND CREDIT commitment and encourage d responsible attitude to credit use
has been launched.

The campdign uses young people's information networks 1o
convey the message. Popular TV and radio celebrities well
known to young people care hosting activities. The main
focus of the campaign is a plastic credit card which warns
young people of the pitfalls of credit over-use ond displays a
phone number at Consumer Affairs to ring for advice. The
card is currently being widely distributed to schools and
financial counsellors and we will soon be able to gauge the
response.

89



Con Morasco and Slim
Whittle at the launch of the
Youth & Credit Campaign

PUBLICATIONS
REVIEW

MIGRANT
AWARENESS
PROGRAM

To generate community debate on the issue, a series of
Gong Shows and school debates on credit have been
organised. The campaign will be ongoing with the
development of curriculum materials.

All Ministry of Consumer Affairs pamphlets and brochures cre
currently being reviewed to determine whether they
address key consumer issues, and for presentation,
marketing, and accuracy. Community groups dand
consumers will be involved in the process of developing
cnd updating materials. When the results of the review e
known there will be a complete revamp of the majority of
the publications MCA provides. :

The Education Bramch is currently upgrading its information
and resourcing role. Packaging of material for use by
Ministry funded community groups, regional services ClI}d
other community orgomizations will be available along with
videos depicting key programs/activities of the Ministry.

The Education/Media Branch has implemented a Migrant
Awoareness Program and an officer is to be appointed to ded
specifically with ethnic consumer education. '

The program entails:

» Regular coverage in ethnic newspapers, radio cnd TV O
consumet, credit ond Residential Tenancies issues.

» Development of a video on credit in ten lenguages fo
wide community distribution.

s A series of ethnic radio programs on Residential TencmCie?

» Training of ethnic community workers on consumer cred
and Residential Tenancies.

» Credit Awcareness Campaign.
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Community Consultation and Awdreness highlights
included:

» Development of media campaigns resulting in
dromatically improved coverage of mctterial intended to
warn or educate consumers. As o result, various brcnches
of the media are now actively seeking information and
assistance from the Ministry about its activities and a
number of regular commitments on radio, in particular,
are being undertaken.

Ministry Officer recording
a segment at 3EA.

» Rural Credit Seminar. These seminars involved Rural
Counsellors, Department of Agriculture and Rural Affcrirs
economists and financial counsellors in a training
program with specialist MCA staff. Discussions were held
with Australion Bankers Association, Australion Finance
Conference, Law Institute of Victoria, Australicm Society of
Accountants, Rural Finance Commission and other
orgomisations.
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» The Industry Liaison Group was convened cnd TeSOllic
by the Ministry. This forum provided a valugpy
interchange of viewpoints between industry repregen
atives and the Ministry.

Industrial
Liason Group



'NED PRODUCTS

Since the iniroduction of the bcnning provisions under the
Consumer Affairs Act a total of 30 consumer products have
been banned from sate. During the yecr the Minister signed
orders for three (3) interim bans and two (2) permcnent

bamns.
Product Reason for interim Permanent
Banning Ban Date Ban Date
Cresta Telephone with ~~ 16/9/87
Model fiuorescent tube.  14/10/87
Fluophone which is
illuminated by
240 mains
voltage.
Possibility of
electrocution.
Toyline Moulded plastic - 20//88 17/2/88
4x4 ride-on toy for
Renegade children aged
Jeep 18 months to 4
years. Has been
shown to fracture
on frontal impact
Balloon Novelties for 25/5/88
Blowing blowing balloon
Kits,e.g. like shapes from
ABC Blowing a substance
Balloon containing benzene
a known carcinogen
which is highly
flarnmable and
toxic

In total, 263 products were examined for complicnce with
safety standords.
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PUBLIC ACCESS AND ENQUIRIES

The Ministry's action to improve its public enquiry telephy
system has resulted in a spectacular increase in the Numbg;
of calls handled and at the same time an equg
impressive reduction in the amount of time callers oY
been required to wcit.

The number of calls homdled has increased by 45% betwee
1985/86 cnd 1987/88 while the average waiting time
been reduced by 79% over that period.

1985/86 1986/87 198
Telephone Calls Handled 95,342 103,296 13

Written Enquiries 299 754
Counter Enquiries 10,625 12,173
Complaints Received - - 10,747 8937

DETAILS OF TELEPHONE Complaints Finalized
ENQUIRIES

10,139 8,777

Action is being taken to ensure that in the next year i
Ministry's ability to respond to public enquiry will be eve
further improved.
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SECUTIONS AND ENFORCEMENTS

In 1987/88 forty-one different individuals and companies
were found guilty of breaches of Consumer Acts, the second
highest nurmber ever.

Because of the higher penalty structures built into the newer
legislation, in particular the Fair Trading Act 1985, the
average fines imposed per defendant for breaches of the
Consumer Acts rose from $614.00 in 1986/87 to $3,574.00 in
1987/88.

Sorne of the most notable prosecutions were:

Cloverleaf Services (Aust) Pty. Lid, was convicted and fined
$10,000 in the Geelong Magistrates Court on 30 November,
1987, for making false and misleading representations to
consumers as to the need for roof restoration works. The
Company was convicted on six charges of making false
representations to consumers that the roof rejuvenation
service it offered, had benefits which it did not have. In
addition the Company was convicted on six charges
relating to false statements as to the need for such services
and convicted of one charge of making a misleading
statement in its advertising. In summing up the Magistrate
stated thot the Fair Trading Act was intended to prevent
unfair ond undesirable commercial practices and that the
Compecny had breached the Act by moaking a number of
exaggerated claims. The Court was told that Cloverleaf
Services (Aust) Pty. Litd. had approached consumers at their
homes and advised them that unless they had the old
concrete tiles on their roof rejuvenated, which included a
painting process, the tiles would absorb water during wet
weather to such a degree that the consequential weight
increase in the tile would cause structural domage to the
roof. The Ministry of Consumer Affairs provided expert
evidence fo the effect that old concrete roof tiles do not
absorb water to this extent, and that structural damage
would not be caused. The expert evidence provided by the
C.SIR.O. was to the effect that painting of concrete roof tiles
is of cosmetic value only.

In addition 27 claims were lodged against this Company in
the Small Claims Tribunal in 1987/88.

Q Promotions Pty.Lid. a company involved in marketing
house cladding materials was convicted and fined a total of
$4.200 in the Oakleigh Magistrates Court in September 1987
ond the Preston Magistrates Court on 17 September, 1987,
for publishing a false cnd misleading advertising portfolio in
respect of cladding matericl. Mr, L.M. Tierney a person
associated with the Company who supplied and fixed the
cladding materials was also fined $4,200 at those hecrings
for related offences.
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Cartoon by
Ron Tandberg

The 1987 Annual Report referred to continuing iny
igations into the sales of a bogus food guide. Those mVes
igations led to the company, Restaurant World Pty

facing charges in the Oakleigh Court on the 12 Febny qry
1988. The Company was convicted and fined $5,000 0
each of two charges relating to statements mqqg
concerning the benefits which were available to consumg
who purchased a connoisseur card which was acco

known as the Pacific Good Food and Accommodatiy
Guide. Two consumers gave evidence that they were tg
that substantial discounts were available at ol restourap
listed in the directory. Officers of the Ministry gave evidery
that the discounts were available only at a very smg
minority of the restaurants listed in the directory. Tj
Company's sales representative was also convicted an
fined $1,000 on one charge under the Fair Trading A

arising out of these circumstonces.

A motor car trader, Stevo Vulinovich, trading as th
Melbourne Car Cenire at Frankston was convicted an
fined $20,700 in the Somdringhcam Magistrates Court on th
18 August, 1987, on a number of charges includin
tompering with the odemeters of two motor vehicles sold
two separate consumers. On appedadl to the County Court
June 1988 these convictions were confirmed but the fin
were reduced to $5,700. A salesman employed at ih
Melbourne Ccar Centre, Mark Morgan was convicted o
fined $26,500 in the Scndringhcarm Magistrates Court on th
same charges. These convictions were confirmed but: th
fines were reduced to $7,000 on appedl in the County Cou
in June 1988,

Mr. Vulinovich subsequently appecred before the Motor
Traders Licensing Authority which ccncelled his motor
trader's licence.

Jay Jacg Pty. Ltd. was convicted and fined int
Melbourne Magistrates Court on 6 May, 1988, for making
false representation concerning the odometer reading of
motor vehicle. The Company was fined $1,500 for th
offence. An addtional penalty of $50 was imposed on h
Compcmy for failure to make an entry in its Purchases boo
A similar offence was proved crgounst a director of the
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company, Owen Michael Anderson. Costs of $400 were also
awarded against the defendants. On 4 May 1988 the
Supreme Court upheld the Motor Car Traders Licencing
Authority’s decision to revoke the company's licence.
Michael Knight, Patrick Gerard Liddell, Andrew Nischler
Vincent Paul Vella and Arnold Watson were ecch convicted
and fined in various Courts for carrying on the business of
dedling in motor cars without being licensed to do so. Each
of these persons except Andrew Nischler received relatively
low fines in accordemce with the penalty provisions of the
Motor Car Traders Act 1973. Andrew Nischler however was
convicted and fined $2,250 at the Oakleigh Magistrates
Court on the 5 May, 1988, reflecting the higher penaity
scale now applicable under the Motor Car Traders Act
1986.

Mr. Nischler subsequently applied for a Motor Car Traders
Licence but this application was refused by the Motor Car
Traders Licensing Authority.

Normen George Mackintosh, trading as International Sales
Audit, was convicted and fined $250 in the Oakleigh
Magistrates Court on 27 April, 1988, for making misleading
statements concerning the profitability of a business activity
that could be carried on at a person's place of residence.
Those particular charges crose out of a chain letter scheme.

In unrelated incidents six individuals were found guilty of a
total of 19 various offences arising out of breaches of the
Residential Tenoncies Act during 1987/88.

Numerous individuals, Compcnies and Associdtions were
given warnings during the year, the most significant of
which was the Time Share Holiday Resort Industry.
Promoters involved in the Industry were using free entry
raffles to generate lists of names of possible clients who may
be interested in purchasing units in a Time Share Resort.
Mony complaints were received that this form of advertising
was misleading. That situation is currently being monitored
by the Ministry in consultation with the Raffles and Bingo
Permits Bocrd.

Supermerket scanning machines were also the subject of a
number of complaints during 1987/88. Most of the
complaints referred to one off situations. In response to those
complaints the Ministry has issued written warnings to the
supermarkets concerned. The Ministry is also co-operating
with the Office of Prices with a view to correcting
deficiencies in this area of the menket place.

Numerous other complaints were received in respect of false
ond misleading advertising of one form or cnother. In most
instances the companies or businesses were asked to
explain ond written warnings were issued.

Steves Liguidation Sales a business conducted by Mrs.
Jennifer Ann Caulton, gave the Ministry written
undertakings that she would have sufficient stock on hend
to satisfy reasonable demand by consumers, before
distributing advertising literature for her business. She also
agreed to include the name cnd address of the business on
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Market
Court

ony advertising litercture, so that goods may be returned
ond a refund obtained, if the goods were not of marketable

quality.

The 1986/87 Annucl Report referred to a further Deed of
Assurance (a Deed of Assurance is an undertaking enteredq
into by the frader with Ministry of Consumer Affairs to stop
unfair or undesirable trading practices), having been
drafted to restrain the activities of a household applionce
repair service business. That Deed of Assurance under the
Market Court Act was entered into by_Jacob Moszkowics
and Unit Washing Machine Service Pty. Lid. on the 5
October, 1987. The terms of the Deed included conditions to
the effect that, the trader would amend its advertising
material, so that consumers were not misled as to the price
of service cdlls, labour or any other service provided. The
frader would give a fair cnd reasonable quote cnd ensue
that the work is carried out for the agreed price unless a
written cauthorisation is obtained to vary that price. The
trader will obtain written approval from the consumer
before machines or electrical applicnces cre removed from
the premises of the consumer. The trader will also return
goods or parts removed by the trader to the consumer
within fourteen days-of a request by the consumer.

On 24 December, 1987, Peter Hawryluc trading as
Everlasting Impressions of 225 High Street, Northcote entered
into a Deed of Assurance with the Director of Consumer
Affairs. Mr. Hawryluc was conducting o business of taking
photographs and video tapes during the course of
weddings. Mr. Hawryluc agreed to conduct his future
business activities so that he could ensure that he was able
to fulfil all his contractual obligations, that the goods
produced would be of marketable quality, that his
advertising material would not mislead consumers, that he
would deliver within a reasonable time a complete set of all
photographs as agreed between himself and consume
Shortly after Mr. Hawryluc signed the Deed, the Ministry Q,f
Consumer Affairs was advised that he had closed his
business down. Mr. Hawryluc has not been heard of by the
Ministry of Consumer Affcirs since that date.

During 1987 om orgamization frading under the name of
Victorian Children's Road Safety Games came to 1

attention of the Ministry of Consumer Affairs. The tradin
name is owned by a company named Dumbarton PIy. Ijt
of High Street, Prahrcm._Dumbarton Pty Lid. was distributin
board games to various schools throughout Victoric. T
Victoriom Education Deportment submitted o report to th
Ministry of Consumer Affairs in which it was stated that
the opinion of the Ministry of Education the gam
distributed by the business known as the Victorid
Children's Road Safety Gomes were "not suitable for uppe
primary school students and have little educational mef}
On the 16 June, 1988, Dumbcrton Pty. Lid, entered inio
Deed of Assurance with the Director of Consumer chS,,
which it gave undertakings, not to distribute educatio?
games on cny topic, to Victoriam schools, which were
suitable for all children of the age which would reason
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Itinerant
Traders

be expected to attend that particular school. The Compony
would only leave suitable games with the principal, the
vice principal or at the office of the principal, and in all
cases would obtain a written receipt from the school for the
games. The trader would refrain from making oral or written
representations to any person suggesting that the trader
was soliciting donations or sponsorship for children'’s schools
or government authorities or children's safety programs.

The 1987 Annual Report referred at length to Get Rich Quick
Schemes cmd chain letters. As stated eculier Normaon George
Mackintosh was convicted in the Oakleigh Magistrates
Court from conduct arising out of such a scheme. That
prosecution together with the co-operation of the Victoricm
Police Department, using their power under the Lotteries,
Gaming cnd Betting Act and with the co-operation given by
the Trade Practices Commission has had a significont effect
on reducing the magnitude of the problem.

A taskforce of Consumer Affairs Inspectors cnd two Victoria
Police Detectives was set up to investigate complaints about
itinerant workers operating door-to-door offering services
including painting, paving, roof repairs cnd general house
repcirs. They took substantial sums of money from
consumers for work that was sub-standard and/or
incomplete. The victims were almost invariably pensioners.

These traders had been causing problems over many yecars
oand the Ministry in conjunction with the police was very
keen to identify and prosecute these unqualified,
incompetent cnd unscrupulous traders.

The task force which operated for a period of two months
was cn outstonding success. 21 people were identified as
being involved in this activity and the prosecution of
offenders was undertaken by both the Ministry and the
Victoria Police.

The Ministry records its appreciation of the Victoria Police for
help and co-operation in making this project so successful
omd for assistemcee in mony other matters.

Case Study

One such person, operating alone, whose receipt book was
examined, had grossed $7,000 for the month of July with the cost of
materials estimated at $500 or less. The transactions recorded
ranged from $700 - $1,500. Victims however frequently allege
payments of $2,000 to $10,000 leading to the suspicion that a large
pcrt of the offender's incomes is never recorded.

Despite the success of the operation in locating and prosecuting
offenders it is believed that there are between 80 - 100 families
moving cround Australia involved in this activity.

Each transaction in which they cre involved typically gives rise to
at least 3 offences under the door-to-door sales provisions of the
Consumer Affairs Act and somewhat less frequently to offences
under the Crimes Act and the Fair Trading Act.

99



POSTSCRIPT

Since the period of this report, there have been major devel.
opments in the creas of consumer credit legislation ond the
protections for consumer finoncial transactions.

Of especial significance has been the adoption by the
Standing Committee of Consumer Affairs Ministers of
uniform principles for revised credit legislation. As g
consequence, the Victorion Law Reform Commission is
working with Ministry officers to-prepare such legislation in
plain English formeat. ,

Additiondally, Victoria is convening discussions with fincmeigl
institutions on matters such as the imposition of charges,
separate from the loan contract, and safeguords agernst
abuse of variable interest rate provisions and improved
protections for consumers in the use of electronic funds
tremster systems, in accordonce with SCOCAM decisions.
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REGULATIONS MADE, AMENDED OR REVOKED - 1987/88.

cattel Securities Regulations 1987

Consumer Affairs (Children's Nightclothes) Regulctions 1988

Qnsumer Affairs (Product Safety) (Children’s Toys) Regulations 1987,
Credit (Amendment) (No.2) Regulations 1987

Motor Car Traders Regulations 1987

Crédit (Administration) (Licensing Fees Amendment) Regulations 1988
Cred.lt (Administration) (Proceedings of Authority) Regulations 1988
Finonce Brokers (Licensing and General) (Fees Amendment) Regulations 1988
House Contracts Guaromtee Regulations 1988

Mqto:r Car Traders (Fees Amendment) Regulations 1988

ravel Agents (Fees Amendment) Regulations 1988

Weights cnd Measures (Fees Amendment) Regulations 1988
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APPENDIX 2

LIST OF PUBLIC OFFICE HOLDERS WHO DECLARED
THEIR PECUNIARY INTERESTS TO THE MINISTER

Roderic Armitage
Raymond Bartlett
Moarilyn Beebe
Judy Bretherton
Desmond Brooks
Glenn Carleton
Jim Clements
Neil Cole

Damien Cremecm
Bill Ford

John Fulton
Jecnne Gorman
David Hall

Mary Hansen
Duncan Horris
Graeme Harris
Paul Hassal
David Hassett
Williom Holloway
Tim Holt

David Jones
Jacquellyne Ketford
Colin Kent

Angela Kominos

Catherine Latffey
John Lesser
Michael Levine
Justine Malbon
Peter McMullin
Peter Molony
David Murden
Rosemary Musolino
- John Myers
Fromk Plata
Bruce Revill
Christine Roberts
Margaret Roberts
Mary Slade
Damiel Slattery
Janice Slattery
Jenny Steinicke
Robert Taylor
Maria Tarrant
Peter Thomas
Richcard Viney
John Trevenan
Jack Wajecman

Marilyn Warren

103




NDIX 3

PERSONS EMPLOYED AND RECRUITMENT TABLE

5 employed Os reported to the Department of Management and Budget in the

088 Return

Males Females Total

Full time 116 111 227
Part time 20 15 35
OTAL 136 126 262

following table indicates the categories in which recruitment occurred, and

1s of staff in each, for both public service and statutory personnel.

Recruited Departed Male Female Total

Category

Senior Executive Service 1 1 1 1 2
Administrative 14 16 78 34 112
Clerical 29 21 15 51 66
Keyboord 8 10 - 30 30
Professional 4 4 6 4 10
Inspectorial - 3 17 - 17
Startutory Appointees 7 4 25 11 36

(pcid)
Sub Total 63 59 142 131 273
Statutory Appointees
(unpcid) 6 3 16 5 21

TOTAL 69 62 158 136 294
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APPENDIX 4B

PUBLIC ACCOUNT PROGRAM RECEIPTS FOR THE YEAR ENDED 30 JUNE 1988

Ref. Notes 1987,/88 1986/87
$ $
CORPORATE SERVICES PROGRAM
CONSOLIDATED FUND
Fees and Charges -
Freedom of Information Q89 801
Miscellomeous Receipts
Interest on Bamk Accounts 25,262 16,092
Appropriations of former Years 27,566 4,140
Commission on Group Assurcnce
Premiums 742 693
Commission on Hospital cnd Medical
Deductions 413 221
Costs awarded in court proceedings 8,693 4,191
Small amounts paid in by Departments 275 23
TOTAL CONSOLIDATED FUND 63,940 26,161
TRUST FUND
Stette Trust Accounts
Residential Tencmcies Fund 7,345,452 7,213,177 -
10.Motor Car Traders Guarantee Fund 151,531 -
TOTAL TRUST FUND 7,496,983 7,213,177 .
TOTAL GROSS PROGRAM RECEIPTS 7,860,923 7,239,338 '
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PENDIX 4B

C ACCOUNT PROGRAM RECEIPTS FOR THE YEAR ENDED 30 JUNE 1988

Notes 1987/88 1986/87
$ $
MMUNITY & CONSUMER SERVICES PROGRAM
NSOLIDATED FUND
forxcrtion -
Credit Providers Licences 553,591 555,291
Finance Brokers Licences 207,735 182,029
Travel Agents 374,960 532,250
es cnd Cheages -
'Weights ond Measures
- Inspection Fees 441,798 468,273
- Recoups 879 6,881
Small cmounts paid in by departments 4,356 -
Small Claims Tribunal Application Fees (h) 2,596 2,931
Surplus cash 9,925 9,490
1,595,840 1,757,145
dd Administration Costs recouped
m Motor Cor Traders Guearantee Fund Q9,595 87,587
OTAL CONSOLIDATED FUND 1,605,435 1,844,732
UST FUND
ATE TRUST ACCOUNTS
'sidenticxl Tenancies Fund 130,652 107,136
otor Car Traders Guarcmtee Fund 725,874 714,359
OTAL TRUST FUND 856,526 821,495
OTAL GROSS PROGRAM RECEIPTS 2,461,961 2,666,227
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APPENDIX 4C

PUBLIC ACCOUNT PROGRAM PAYMENTS FOR THE YEAR ENDED 30 JUNE 1988

Budget Actual Actuad
Ref. Notes 1987,/88  1987/88 1986/87

CORPORATE SERVICES PROGRAM
CONSOLIDATED FUND
ANNUAL APPROPRIATIONS

Recurrent Expenditure

2. Salaries and Associated
Costs @ + 1,809,000 1,874,770

3. Operating Expenses M 310,000 315,999

Total Recurrent Expenditure 2,119,000 2,190,769

Works and Services Expenditure

Administrative Unit Payments
EDP Facilities omd Services '
Project 148,000 119,937 137,261

4. Ministry of Housing & Construction 464,000 60,242
Total Works & Services Expenditure 612,000 180,179

TOTAL GROSS CONSOLIDATED FUND 2,731,000 2,370,948 2,299,149
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ENDIX 4C

Actual Actual
Notes 1987/88 1986/87
$ $
JST FUND
& Trust Accounts
tor Car Traders Guorcntee Fund 6,962 -
f"esi,dential Tenancies Fund 322,904 406,408
mmunity Employment Program
easury Trust & ‘ - 38,779
329,866 445,187

TAL TRUST FUND

TAL GROSS PROGRAM PAYMENTS 2,700,814 2,744,336
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APPENDIX 4C
MINISTRY OF CONSUMER AFFAIRS FINANCIAL STATEMENTS 1987/88

PUBLIC ACCOUNT PROGRAM PAYMENTS FOR THE YEAR ENDED 30 JUNE 1988

Budget Actual Actual

Ref Notes 1987/88 1987/88 1986/87
$ $ $
COMMUNITY & CONSUMER
SERVICES PROGRAM
CONSOLIDATED FUND
ANNUAL APPROPRIATIONS

Recurrent Expenditure

5. Salaries & Associated ‘ ;

Costs 4y 3,423,000 3,312,100 3,391,065

6. Opercating Expenses (m) 484,000 505,466 463,694
Other Recurrent Services

Victoricm Consumer Affairs ,

Grant Scheme 255,000 255,000 253,034

7. Victorion Consumer Affairs .

Committee 6,000 6.960 5937

8. Community Credit - Anti '

Poverty Strategy - Gramis [

ond Expenses 1,100,000 1,118,762 998,935
Travel Agents Licensing

Authority 279000 255814 46,918
Total Recurrent Expenditure 5,547,000 5,454,102 5,159,583

Works & Services Expenditure

Ministry of Housing & Construction

Building & Civil Engineering -
including maintenance 56,000 25,869 18,81

Administrative Unit Payments
Micro Computer Strategy 15,000 14,994 12,00
Total Works & Services Expenditure 71,000 40,863 30,81

9. Add Administration Costs recouped
from Motor Car Traders Gucrantee
Fund 80,000 3,595 87,58

TOTAL GROSS CONSOLIDATED FUND 5,698,000 5,504,560 5,277,98
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)PENDIX 4C

PUBLIC ACCOUNT PROGRAM PAYMENTS FOR THE YEAR ENDED 30 JUNE 1988

Actual Actual
Notes 1987/88 1986/87
' $ $
TRUST FUND
dté Trust Accounts
otor Car Traders Guarantee Fund 917,394 465,601
sidential Tencmcies Fund 3,235,097 1,931,077
ommunity Employment Program
' & - 42,168
outh Guaromtee Program
(n) 5,885 2,406
TAL TRUST FUND 4,158,376 2,441,252
OTAL GROSS PROGRAM PAYMENTS 9,662,936 7,719,238
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APPENDIX 4D

ADDITIONAL TRUST FUND INFORMATION
STATEMENT OF TRUST FUND BALANCES FOR THE YEAR ENDED 30 JUNE 1988

() General Trust Accounts

Notes Cash Investments Total
$ $ $

Motor Car Traders
Guarantee Fund ©) 51,335 1,390,000 1,441,335

Residential Tenomcies .
Fund (9] 197,192 16,620,000 16,817,192

(b) Suspense cnd Accounting
Type Trust Accounts

Deparimental Suspense Account , 125,000 - 125,000
Housebuilders Licbility 9,000 - 9,000
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ENDIX 4D

ADDITIONAL TRUST FUND INFORMATION
STATEMENT OF TRUST ACCOUNTS WITH PAYMENTS OF EXCESS OF $200,000
' FOR THE YEAR ENDED 30 JUNE 1988

TOR CAR TRADERS GUARANTEE FUND

Notes 1986-87 1985-86
$ $
cceipts

Licence Fees 709,916 692,464
Fines 4,690 8,028
‘Section 80 Recoveries 11,268 13,867
Interest on Investments 151,531 -
otal Receipts 877,405 714,359

>ayments
Scilaries and Allowances 398,601 180,808
General Expenses 109,498 105,783
Committee Fees 53,316 63,452
Claims against Guorantee Fund 362,941 115,558
Total Payments 924,356 465,601
Cash Surplus/(Deficit) for the Year (46,951) 248,758
Balance brought forward 1,488,286 1,239,528

Balomee carried forward 1,441,335 1,488,286
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APPENDIX 4D

: ADDITIONAL TRUST FUND INFORMATION
STATEMENT OF TRUST ACCOUNTS WITH PAYMENTS OF EXCESS OF $200,000
FOR THE YEAR ENDED 30 JUNE 1988

RESIDENTIAL TENANCIES FUND

Ref. Notes 1987,/88 1986/87
$ $
Receipts
Interest on Bond Monies 5,516,378 5,889,088
Fees 164,851 134,452
Rent - Special Account 51,689 43,492
Interest on Investments ‘ 1,743,186 1,253,281
Total Receipts 7,476,104 7,320,313
Payrhents
14. Salaries and Allowamnces 1,872,840 1,595,190
15. General Expenses 496,178 407,747
Computerisction 72,889 75,700
16. Residential Tenancies Gront Scheme 574,881 219,796
17. Payments to Tenants ond Landlords 73,343 39,052
18. Bond and Relocation Scheme 467,870 o
Total Payments 3,558,001 2,337,485
Cash Surplus for the year 3,918,103 4,982,828
Balamce brought forward 12,899,089 7,916,261

Balonmce carried forwanrd 16,817,192 12,899,089
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PPENDIX 4D

UPPLEMENTARY INFORMATION AND STATEMENT OF BALANCES
OR THE YEAR ENDED 30 JUNE 1988

SUPPLEMENTARY INFORMATION

Payments from Approprictions of other Depcriments

As at 30 June 1988, the Ministry had made nil payments from appropria-
tions of other Departments.

Resources Received and Provided free of charge

As ot 30 June 1988, the Ministry had provided no significomt staff resources
to other orgomiscrtions.

As at 30 June 1988, the Ministry had received no significont staff resources
from other orgomisations.

STATEMENT OF BALANCES

Cash and Investment Balances

As at 30 June 1988, the Ministry had the following cash and investment
balances held in accounts outside the Public Account which are
administered, held or fransacted by the Ministry.

Cash  Investrnents Total Interest Ecrned

for the year
$ $ $
Small Claims Tribunal
Trust Account 36,635 - 36,635 1,429
Suspense Account 12,093 - 12,003 1,804
Advance Account 8,635 - 8,635 4,212
Collections Account 14,992 - 14,992 17,817
Debtors
As at 30 June 1988 the following
arnounts were outstemding
- Debtors of the Ministry 1987/88 1986/87
$ $
Accounts Receivable - Weights & Measures 48,046 59,356
Miscellaneous 481 1,241
Salary Recovery . 273 55

Recoups -Secondments to other Agencies 9,821 -

Total 58,621 60,652
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APPENDIX 4D

SUPPLEMENTARY INFORMATION AND STATEMENT OF BALANCES
FOR THE YEAR ENDED 30 JUNE 1988

Debtors (continued)
- Amounts collected but not paid
1o the Public Account 1987/88
$
Weights and Measures -
Totad -

General Stores on Hond

As at 30 June 1988, the Ministry had $21,014 stores on hand.

Creditors
As at 30 June 1988, the Ministry. had the following amounts outstem
1987/88
$
General Expenses 98,112
Personal Expenses Clcims 6,374
Totcad 104,486

Capital Commitments

Leasing Commitments
As at 30 June 1988, the Ministry had nil Leasing Commitments.

Balamce Outstanding on Logns

As at 30 June 1988, the outstending locn balances on loans mad
the Ministry.

1987/88
$

Loans under Residenticd Tenomcies Act 467,870




NDIX 4E

y ADMINISTRATIVE UNIT FINANCIAL STATEMENTS
YEAR ENDED 30 JUNE 1988

financial statements of the administrative unit have been prepcared on the
is that the tramscactions of the Public Account are reported on a cash basis with
. exception of payments for salaries and wages which are reported on an

, finomcial details provided in Appendix 5B to the fincncial statements relate to
sactions outside the Public Account.

e finoncial statements specify only identificible direct costs cnd do not reflect
. total cost of the administrative unit's operations. The statements do not
Tude cmounts paid on behalf of the administrative unit by other administrative
its such as the payments by the Department of Monmagement cnd Budget for
uperannuation and by the Department of Property and Services for rent,

ecning ond telephone services.

ppropriations to the administrative unit which have been expended on its
ehalf by the Ministry of Housing cmd Construction have been included in the
incncial statements to provide a comprehensive statement of the resources
ocated to the Administrative Unit.

reference in the financial statements to a . “Budget' figure means:

e estimates for recurrent expenditure and works and. services expenditure
pecified in cn cnnual appropriation Act for that year; end

e estimates for special appropriation specifie in the Victoricn Budget document
ntitled "Receipts and Program Expenditures’ published in respect of that

iomcial year.

reference in the finoncial statements to cn ~Actual' figure meams the payments
ctually made by the administrative unit in respect of the item to which it refers.

e receipts and payments set out in the financial statements include receipts
ond payments which come within the overall responsibility of the administrative
it whether or not they have been collected or paid by the administrative unit.

Application fees are paid in cash cand by duty stamps. Fees shown represent
nly cash received by the Ministry.
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APPENDIX 4E

NOTES TO ADMINISTRATIVE UNIT FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 1988 (contd)

6)] Actual Expenditure 1987 /88 comprised: Budget Actual
198;/88 198?5/88
Salcries and allowcnces 1,532,000 1,588,968 1,516,108
Overtime aond penalty rates 3,000 3,755
Payments in lieu of long service leave 10,000 59,714
Payroll tox 91,000 94,807
State Emplovyees Retirement Benefit Fund
- Contribution 4,000 1,314
Employers Supercmnuation Contribution 12,000 12,910
Workcare Levy 157,000 113,302 921
Totad 1,809,000 - 1,874,770 1,787,765
)] Actudl Expenditure 1987/88 comprised: Budget Actual
198;/88 198;/88
Travelling and subsistence 17,000 10,842
Office requisites ond equipment, printing
ond stationery 70,000 79,883
Books and publications 13,000 16,021
Postal and telephone expenses 54,000 48,407
Motor vehicles - purchase ond running costs 17,000 18,525
Fuel, light, power and water 14,000 12,018
Incidentals 19,000 25,076
Electronic Data Processing 106,000 98,628
Consultants ond Special Projects - 600
Stomding Commiittee of Consumer Affcrirs
Ministers - 5,999
TOTAL 310,000 315,999

(k)  Overdall policy responsibility for the Community Employment Program belongs
the Department of Labour. For detdils of receipts into this trust account, refer
the financial stctements of that Department.

o Actual Expenditure 1987 /88 comprised. Budget Actuadl
1987/88 1987,/88

$ $ $

Salaries and allowonces 3,225,000 3,123,474 3,195,481l

Overtime and penalty rates: 6,000 1,818 6,828

Payroll tax 192,000 186,808 188,756

TOTAL 3,423,000 3,312,100 3,391,065
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PENDIX 4E

S TO ADMINISTRATIVE UNIT FINANCIAL STATEMENTS FOR THE YEAR
D 30 JUNE1988 (CONT)

' Actual Expenditure 1987 /88 comprised: Budget Actual Actual
1987/88 1987/88 1986/87
$ $ $

Travelling and subsistence 135,000 99,967 117,096
 Office requisites cnd equipment, printing
and stationery 77.000 63,633 79,398
Boock cnd publications 3,000 3,542 2,984
Postal and telephone expenses 16,000 27,457 13,818
Motor Vehicles - Purchase and running costs 113,000 114,875 122,805
Fuel, light, power ond water 8,000 7.863 8,690
- Incidental expenses 108,000 178,544 92,199
Electronic Data Processing - - 8,624
Stores, equipment and materials 24,000 9,585 18,080
Total 484,000 505,466 463,694

Overall policy responsibility for the Youth Guoromtee Progrom belongs to the
Department of Labour. For details of receipts into this trust account, refer fo the
financial statements of that Deportment. :

The Motor Cor Traders Guoromtee Fund balance is deposited with the Depcrt-
ment of Mcnagement cnd Budget. Funds surplus to operating cost needs are
invested with the Victoricm Development Fund. Interest from these investments
collected during 1987/88 totatled $151,5631

. As at 30 June 1988, the Department of Management and Budget had invested
- an amount of $16.62 million from the Residential Tenomcies Fund on behalf of
the Ministry. Interest from these investments collected during 1987/88 totalled
$1,743,186.

Total consolidated fund payments exclude some payments included in the
budget papers. The budget papers include expenditure incurred by the Depart-
ment of Industry, Technology and Resources in respect to staff transferred to the
Ministry of Consumer Affarirs.
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APPENDIX 4F

EXPLANATORY STATEMENT

1.

10.

11.

12.

13.

Decrease in licence fee receipts is partially due to a delay in licence 1
applications. Travel Agent Licensees have one months grace diter the e
their current licence to lodge renewal applications. In addition, 1986/87 re
included $50,550 "once-off" application fees.

Additional expenditure was financed by savings in salary expense
Community ecnd Consumer Services Program and additional funds provid
the Treasurer. Additional funds were also provided to meet the Ncrtlonal
Case decision of 14 Februcry 1988.

Additional expenditure for Ministry representation at the Standing Commi
Consumer Affcirs Ministers conference was financed by the Treasurer.

Expenditure was less tham anticipated. Major accommodation works d1
progress in 1987 /88 as originally expected. -

Expenditure on salaries and associcted costs was less than expected. This
partially due 1o recruitment restrictions placed on the Ministry, and un
vaconcies at the Weights cnd Measures branch pending results of cninte
review. Savings were used to finance greater than expected salaries
associated costs incurred by the Corporate Services Program.

Additional expenditure, mainly relating tfo legal end related costs, was flncm
by the Treasurer. ,

Expenditure was greater than anticipated due to additional worklo
undertaken by the committee reviewing the possible psychological effects
"Horror and War Toys". A Treasurer's Advance was approved to flnom'
additional costs.

A Treasurer's Advonce was provided to finomce grants approved in excess of
budget allocation. '

As o result of the proclamation of the Motor Cor Traders Act 1986 on 1 Augus
1987 the 1987 /88 budget allocation was no longer required as expenditure €O ,’y
be charged directly to the Motor Car Traders Gucoremtee Fund. ,

The Ministry has overall policy responsibility for the Motor Cor Traders Guorcmt
Fund. Receipts include fines paid into the Fund by the Attorney G.enera
Depcriment, totalling $4,690 in 1987/88.

Proclamation of the Motor Car Traders Act 1986 on 1 August 1987 authorised th
investment of surplus funds held in the Motor Car Traders Guarantee Fund.
Interest from these investments collected during 1987/88 totalled $151,531.

Expenditure increased with the proclomation of the Motor Car Traders Act 1986.
An additional committee and additional staff were required for increased
enforcement cctivities and processing licence applications.

Claims against the Guarantee Fund have increased significantly. This com be
attributed to additional rights of cladm given to finance compcamies under the new
Motor Cor Traders Act 1986. Additional factors include higher costs of moto
vehicles and increased repdir costs.
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recsed expenditure was due to the appointment of additional full ond pert-
' inister the Residenticl Tencncies Act. Additional ex-

referees required to o
nditure was also required 1o meet the effect of the National Wage Case

ecision of 14 February 1988.

es to additional costs incurred in maintaining client

creased expenditure relat
or Residential Tenancies

rvices given a 22 percent increase in applications f
ribunal hearings.

Actual grants approved during the fincncial year total $7 12,715 representing a
gnificant incredase compared to 1986/87 when gramts totalling $349,900 were
approved. In accordcance with contemporcry financial monagement guidelines

omits are paid in quarterly poyments.

ave increased as a result of a 22 percent

payments 1o tenomts cnd londlords h
increase in applications for hearings under the Residential Tencncies Act, 1980.

holds in meeting bond payments the Ministry of
dministers a Bond and Relocation Scheme. The
loams to approved applicants received a
$467,870 to help meet an unforeseen level

To assist low income house
Housing and Construction

nce off supplementory allocation of
of demand for assistomce.
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APPENDIX 4G

CERTIFICATION
Statement by the Principal Accounting Officer

I certify that the finomcial statements of the Ministry of Consumer Affairs
have been prepared in accordance with Section 11 of the Annual
Reporting Act 1983 and the Annual Reporting (Administrative Units)
Regulations 1985.

In my opinion the informction set out in the finomcial statements presents
fairly the receipts of omd payments made by, on behdlf of or falling within
the policy responsibility of the Ministry for the year ended 30 June 1988,
ond of the Supplementcory Information ond Statement of Balomces at the
end of the financial year.

Y

Finonce Manager
Ministry of Consumer Affcirs

Statement by the Chief Administrator

I certify that the finoncial stadements of the Ministry of Consumer Affairs
have been prepared in accordance with Section 11 of the Annual
Reporting Act 1983 and the Annudl Reporting (Administrative Units)
Regulations 1985.

In my opinion the information set out in the financial statements presents
fairly the receipts of and payments made by, on behalf of or falling within
the policy responsibility of the Ministry for the year ended 30 June 1988,
cnd of the Supplementary Information and Statement of Balomces ot the
end of the finamcial year.

Dund, 1l

David Hall
Director
Ministry of Consumer Affchdrs
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PENDIX 4H

AUDITOR-GENERAL'S REPORT

The accompanying fincncial statements of the Ministry of Consumer Affcirs
comprising a summary of receipts and payments, d statement of Public
Account program receipts and payments relating to that Ministry and
appendices and notes to the fincncial statements have been audited as
required by the Annual Reporting Act 1983 and in accordance with

Australion Audifing Stomdcords.

The Report of Operations of the Ministry of Consumer Affairs and any
reference thereto in the financial statements cre not subject to my cudit.

In my opinion, the fincmcial statements comply, in ol material respects,
_ with the Annual Reporting Act 1983 and present fairly the financial
tranactions of the Ministry of Consumer Affairs for the year ended 30 June

1988 in accordcnce with that Act.

C.A. BARAGWANATH

~ MELBOURNE
Auditor General.

23/9/88
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Conference Room furniture ond fittings
Special furniture for Hearing rooms

Office Equipment

These operating assets include photocopiers, microfiche readers, calculators
typewriters, photographic equipment, dictaphones, stereo equipment, shreddin
machines, automatic staplers and hole punches, audio-visual equipment, refrigercator
and other staff amenities end a cash register. ‘

Computer and Communications Equipment

The Ministry's operating assets include o mini computer system ond associated visuc
display terminals, personal computers, various computer software application:
modems, sheet feeders and printers, facsimile machines, alphcnumeric pagers i
telephone answering machines.

Leased Assets

The Ministry's office accommodation is leased by the Department of Property X
Services but is under the day to day control of the Ministry.
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ConSultciton e o

Redress and , Concilicttion
Adjudication . Adjudication
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CONSUMER AFFAIRS

CONSUMER AFFAIRSSPROGRAM EXPENDITURE
000’s

Estimate for 1988/89 upper figures, Actual for 1987,/88 lower figures.

PROGRAM NUMBER 242 243
Corporate Community
Services and
Consumer
Services
Recurrent Appropricttions 2175 6441
2191 5515
Works & Services Approprictions 628 212
180 41
2803 6653
2371 5556
Special Appropriations -
2803 6653
2371 5556
Trust Funds:
Motor Car Traders Guarantee Fund 971
7 917
Residential Tenancies Fund 500 6700
323 3235
500 7671
330 4152
3303 14324
2701 Q708
% Change 1988/89 on 1987/88. 22.3 47.5
NOTE:

1. Trust and Other Funds exclude approprications cnd amount administered b
other departments.

2. Totals may not add due to rounding.
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PROGRAM 242

SUB PROGRAM EXPENDITURE SUMMARY

1087,/88 1988/89

Actual Estimate

($'000) ($'000)
Monagement 571 616
Policy 287 273
Administrative Services 1843 2414
TOTAL PROGRAM BUDGET 2701 3303

CONSOLIDATED FUND RECEIPTS

The receipts shown are those paid to the Consolidated Fund.
They include receipts treated as revenue for general budget
purposes ds well as receipts specifically allocated to
programs, €.9. Commmonwealth specific purposes payments,
resecrch grants, etc. Receipts associated with the program
but not paid to Consolidated Fund cre excluded.

1987/88 1988/89
Actual Estimate
($'000) ($'000)
Miscellomeous Receipts 64 46

Fees and Chorges - -

TOTAL 64 46
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CORPORATE
AND
MINISTERIAL
MANAGEMENTS

POLICY

OBJECTIVE:

= to foster and develop the goals and objectives of the
istry and oversight their implementation throughoy
orgcmization; i

w to establish appropriate mechanisms to provide sus
and advice to the Minister.

DESCRIPTION:

The Corporate and Ministerial Management Sub-Progre
comprises two components: Corporate Management
Ministerial Support. Its functions cre to set goails, objectt
and priorities for the Ministry's operation; to ensure
resources dare applied to meet goals and to pro
optimum advice and support for the Minister.

OBJECTIVE:

To advise on and give effect to the legislative program
the Ministry and to support the work of the Ministry
providing research, legal advice ond policy advice acr
the full range of the Ministry's interests cmd concerns, ond
the context of the Ministry's social, economic cnd politi
environment. ,

DESCRIPTION:

The aim of the Ministry is to achieve cnd maintain a feir
merket place. To meet this cim there must be policies whi
are developed in an informed ond co-ordinated wary. Su
policy development involves the systematic monitoring
the social, political and economic environment, the
identification and investigation of key issues, the assessm
of options for policy implementation and advice !
government and corporate mancagement on consum
affairs policy. f

The Ministry dalso requires support in the creas of reseqrc
and legal advice to match the increasingly sophisticated
environment within which it opercates. '

During 1987/88 the major activities of the sub program
were:

» to assist the Ministry of Housing cnd Construction in th
development of the policy and legislation leading to th
Caravon Parks and Movable Dwellings Act 1988.

» participation in the implementcation of the House Contracts
Gucromtee Act 1987,

» participation in the work of a State ond Cormnonweodﬂf1
working group to review the Credit Act 1984. The MiniS’EIY
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ADMINISTRATIVE
SERVICES

is working with the Victorion Low Reform Commission to
translate the Credit Act into plain English;

» work commences on a review of the administration of
Weights cnd Measures Act;

s assist other Divisions in the preparation of a number of
regulations ond regulatory impact statements.

» an evaluation of the effectiveness of the Community
Credit Program

» the development, in consultation with NSW and the
Commonwedalth, of a code of practice for Electronic Funds
Tromsfer; and,

s the co-ordination of the Ministry's contribution to the Social
Justice Strategy.

In the period 1988/89 considerable emphasis will be placed
on the finalization of the review of credit legislation and.
development of appropriate safeguards for the use of
electronic funds traomsfer systems. The information labelling
provisions of the Consumer Affairs Act 1972 will be
reviewed. The operation of the Mcrket Court Act 1978 will
also be reviewed. The Division will assist the Corporate
Services Division in the on-going development of the
Ministry's Corporcite Plon. The work commenced in 1987/88
on the administration of Weights and Measures Act 1958
will be completed.

OBJECTIVE:

To provide and develop efficient and effective manage-
ment ond administrative services to meet the needs of the
Ministry, and porticulenly the operation divisions.

DESCRIPTION:

Through the Corporate Services Division the sub-program
provides efficient and effective management and
administrative services to support the Ministry's policy cnd
legislation development progrom and operational activities.

The sub program co-ordinates the allocation of manage-
ment cnd administrative services ond resources according
to specified needs and pre-determined levels of perform-
ance, s observed and monitored by the Division.

It also develops ond implements strategies to enhonce the
performance of Ministry functions, including those within
the sub-program. These include management reviews oand
the refinement of financial, personnel, data services,
management information systems, word processing, typing.

secretarial cnd registry services.
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In 1987/88 significant activities included the con
development of computerised office systems as pent
micro-computer strategy.

In 1988/89 a budget provision for accommodeation
will see client service creas refurbished to overcome pr
inadequate security and service facilities for the publi

Despite funding constraints further efforts will be m
implement both the FM80Q' financial manctgeme,
‘Perspay’ personnel /payroll systems,

Development of other systems such as records cmd
management will continue. o
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COMMUNITY AND CONSUMER SERVICES:
PROGRAM 243

ROGRAM EXPENDITURE SUMMARY

1987/88 1988/89
Actual Estimate
($'000) ($'000)
st Regulation 3381 3952
Wity Awcreness and Consuliation 3357 4260
ss omd Adjudication 2970 6112
, PROGRAM BUDGET 9708 14324

SOLIDATED FUND RECEIPTS

cipts shown are those paid to the Consolidated Fund. They include receipts
as revenue for general budget purposes as well as receipts specifically
ed to programs, e.g. Commonwedadlth specific purpose payments, research
s, etc. Receipts associated with the program but not paid to Consclidated Fund cre
ded.

1987,/88 1988/89
Actual Estimate
($'000) ($'000)

p on account of administrative expenses 10 -
n - Credit Providers Licence 553 549
- Fincnce Brokers Licence 207 205
, - Travel Agents Licence 375 550
Milk Tank Verification Fees 130 118
idge Verification 210 190
ion of Equipment (Test Room) 29 26
 and Leather Measuring Instruments 12 11
sale Liquid Measuring Instruments 24 22
eceipts 55 60
1605 1731
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MARKET
REGULATION

OBJECTIVE;

To maintain fair trading standards and remove ur
business conduct cnd unsafe and misrepresented pr
by regulating the market place cnd ensuring compli
with the relevant legislation. ~

DESCRIPTION:

This sub-program regulates business conduct, establishe
cand monitors product standerds, prevents products knoy
to be unsafe from being marketed and assesses. fra
stomderds, and enforces statutory requirements. .

Government intervention to regulate the business sector
needed to minimise consumer exploitation cnd exposure
malpractice.  Activities in this area include the licensing
credit providers, fincmce brokers, travel agents and my
car traders. With a view to reducing death or persor
mjury, product stondcards cre developed which lay certe
design or construction criteria for particular goods,
provide that the preducts must be labelled with spec
warnings or instructions for use. In addition, there
capacity to ban (either on an interim or permoment bas
the sale or supply of safe products. :

Information stondards are also promulgated to endt
consumers to assess the relative value of certain products
Packaging requirements cre enforced to ensure tha
package does not mislead consumers as to the ma
volume or number of units it contains. Trade measure
stendards are maintained to preserve the appropricie leg
standards of measurement and 1o ensure cCOII
measurement of physical quomtity. '

Investigations are conducted to ensure compliomce wit
Ministry's legislation omd where appropriate breaches o
legislation are prosecuted. ,

In 1987/88 the new licensing provisions for motor cor trader
under the Motor Car Traders Act 1986, were full
implemented cnd the licensing schemes for travel age
credit providers and finance brokers were maintained.

The year saw a dramatic increase in the level of fine
imposed by the Courts for breaches of consumer 1egislaﬁo¥1
Total fines increased from $17,805 in 1986,/87 to $107,210 !
1987/88 and the average fine increased from $614_’F
$3,574 per defendomt. This increase reflects the greater Us
being made of the Fair Trading Act 1986. |

A pilot scheme using police officers to assist in th
investigation of the activities of unethical traders was Vet
successful cnd consideration will be given to using police ©
a more permanent basis.
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COMMUNITY
AWARENESS AND
CONSULTATION

In 1988/89 the structure of the Industry Regulction Bremch
will be reviewed and a new structure of the Weights ond
Measure Branch will be put in place.

Prosecution cactivities will be maintained as well as
investigations into the activities of licensed traders.

OBJECTIVE
To assist the development of fair market places by -

(i) developing sufficient awareness cmong CONSUMers ond
the business sector of their rights cnd obligations in the
morket place so that exchange activities occur without
loss or disadvantage to either party: ond

(i) promoting community awdareness of and input into
Ministry policies and services to ensure the most
effective cnd informed decision making on Consumer
Affadrs.

DESCRIPTION

Development of consumer awdreness of their rights and
obligations in the market place and the encouragement of
responsible attitudes by traders cre major pre- requisites for
the establishment of a fair market. The education and
informattion services provided to enable this development
must recognise and allow for the special needs of
disadvomtaged consumers and of particulcr priority target
groups. The services must also recognise the benefits of
utilismg consumer, trader cnd community orgomisations o
continue the education process themselves. In order o fulfil
Government policy, these organizations should also be
actively encouraged and assisted to contribute to the
policies and operations of the Ministry, so that the Ministry
remains responsive to the needs of traders cand Consumers.

This sub-program is therefore designed to inform and
educate the community, both consumer ond the business
sector, as to their rights and obligations in the mecaket place
so that tromsactions con occur on an equitable basis. The
sub-program also seeks to develop cnd maintain channels

for consultatons with the community about the policies,
services and operations of the Ministry of Consumer Affairs.

A wide variety of materials ond technicues are used, such
as formal consultations, media campaigns, public speaking
engagements, fraining exercises ond printed merterials.

In 1987,/88 achievements included:

s development of media campaigns resulting in
dramatically improved media coverage of material
intended to warn or educate consumers. As d result
various branches of the media are now actively seeking
information and assistance from the Ministry about its
activities ond o number of regulor commitments on radio,
in particular, cre being undertaken.
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REDRESS AND
ADJUDICATION

» Credit (Rural) Seminar. The conduct of these seminar
involved Rural Councillors, Department of Agriculture ane
Rural Affairs economists and financial councillors in ¢
training program with specialist MCA staff. Discussion
with Australion Bonkers Association, Australiom Finong
Conference, Law Institute of Victoria, Australicn Society o
Accountants, Rural Finance Commission and othe
orgomizations clso took place. '

Industry Liaison Group was convened cnd resourced b
the program. This forum provided a valuable intechang
of viewpoints between industry representatives and

» Provision of Customer Information Service advice g
information in response to specific enquiries fron
consumers cnd the business sector. Telephone enquitie
handled in 1987/88 amounted to 137,793. Averag:
waiting time decreased from cn average of 8.2 minute
(general consumer enquities) in 1986/87 to 2.9 minutes
1987/88.

To help meet the ihcrecxsing demand for information om:
education within the community at lerge, it is plonned to

s Pilot a Trader Education Progam in East Gippslend
= Expond Regionadl Services - Quter Eastern, Westernport

» Target education programs to Youth, the Aged and th
Ethnic Community. '

» Undertake a Youth and Credit compaign focussing on th
problems young people have with credit.

OBJECTIVE:

To provide on a cost effective basis, informal, accessib
and timely alternatives at a lower cost than the traditions
court system, to resolve complaints and claims b
consumers, landiords omd tenants. -

DESCRIPTION:

The Redress and Adjudication sub-program provide!
mechomisms to facilitate the resolution of disputes betweell
consumers cnd traders, omd tenants and lomdlords, that of
intended to be accessible, low cost, expeditious ai
informal compared with the traditional court system. Each
a component of the sub-program but complements the oth
in the way it operates. .

Through the Conciliation Branch, the Ministry acts as

mediator/negotiator to assist consumers and traders
resolve their disputes.
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In 1987/1988, 8,559 complaints were received. This was a
decrease of 378 complcints on the previous year.

The trend in the reduction of complaints has continued and
it is adtributable to, or a combination of a number of factors,
including:

1. The improved telephone service/advice by the Ministry's
Customer Information Service.

2. The increased assistance given by the community
groups.

3. The Ministry's trader education cnd consumer education
programs.

4. The regulation of various industries by licensing.

The waiting time before action on a complaint commences
was 2-3 weeks throughout the year. This delay period
should be mainiained and through training programs,
efforts will be made to continue to improve the quality of
service delivered by the Branch. It should be remembered
that the Branch administers complex consumer legislation,
the total understonding of which is vital when handling
consumer problems.

Where conciliction is inappropriate, the tribunal system com
provide resolution of disputes. The Small Claims Tribunal
($3.000 limit), the Small Claims (Credit) Tribunal and the
Residenticl Tenancies Tribunal ($3,000 limit) heard clcims
which rose by 22 percent from the 1986/87 level to over
27.000 at the end of 1987/88, (Residential Tenancies
Tribunal 24,137, Small Claims Tribunal 3,456, Credit
Tribunal 173 end Fair Rents Board 45).

Refinement of a major administrative re-organization cnd
installation of computer systems has improved tremsactional
information cnd reporting mechanisms.

Staff fraining needs were addressed cnd performance plcns
were put into place for all senior staff. These factors
combined with the appointment of additional referees has
resulted in an improved service to the public and reduced
waiting times in all Tribunails.

PROPOSED INITIATIVES FOR 1988/89

1. Further development of the computer system focusing
particularly on disaster recovery contingency plonning.

2. Design ond implement systems to meet administrative
ond judicial requirements of the new Caraven Parks cnd
Moveable Dwellings Act and as a result of amendment
o the Credit Act.

3. Improve responsiveness to client needs through
improved administrative practices and dissemination of
information.
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APPENDIX 7
FREEDOM OF INFORMATION ARRANGEMENTS

REQUESTS

During the 1987/88 financial year, the Ministry received 104 requests made under the
Freedom of Information Act. These requests had the following results:

Access granted in full 16
Access granted in part only 33
Access denied 17
Access Apart from the Act 1
Request fransferred in full to another agency 3
Request tremsferred in port to another agency 2
Request withdrawn 22

At the time of reporting, 13 requests for the year under review are still in progress cmc "
decisions on these requests have yet to be made. . '

Access was denied in full or in part for the following reasons:

The information requested pertains to the judicicdr functions of a court (86) - 4 requests..

The release of the document would be detrimental to the preservation of the document
(823(6)(1)) - 1 request

The document does not exist ($27(1)e)) - 16 requests.

The document is the official record of a deliberation or decision of the Cabinet
(528(1)(@) - 1 request.

The document was prepared by a Minister for the purpose of submission fo
consideration by the Cabinet (52891)b)) - 1 request.

Disclosure would divulge deliberation or decision of the Cabinet (528(1X(d) - 2 requests.

Disclosure would be contrary to the public interest and would divulge matter
communicated in confidence by or on behalf of the Commonwealth or of cny othe
State or Territory (S29(a)(®)) - 1 request.

Disclosure of the document would divulge evaluative material prepared during th
governmental deliberative process of officers cnd Ministers cnd would be conirary f
the public interest (S30(1)) - 6 requests.

Disclosure would prejudice the investigation of a breach or possible breach of the law

prejudice the enforcement or proper administration of the law in a particulor instomce
(S31(1)()) - 3 requests. -

Disclosure would prejudice the fair tricl of a person or the imparticl adjudication of !
particular case (531(1)1)) - 1 request. ,

Disclosure would disclose methods or procedures for preventing, detecting dl:
investigating matters arising out of breaches or evasions of the law the disclosure ¢
which would or would be reasonably likely to prejudice the effectiveness of thos
methods or procedures; (S31(IXA) - 2 requests. '

The document is subject to legal professional privilege (S31(1)) - 4 requests.

Disclosure of the document would involve the unreasonable disclosure of the person
affairs of a third party (833(1)) - 30 requests. '
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APPENDIX 7
FREEDOM OF INFORMATION ARRANGEMENTS

REQUESTS

During the 1987/88 financial year, the Ministry received 104 requests made under the
Freedom of Information Act. These requests had the following results: '

Access granted in full 16
Access granted in part only 33
Access denied 17
Access Apart from the Act 1
Request fransferred in full to another agency 3
Request tremsferred in port to another agency 2
Request withdrawn 22

At the time of reporting, 13 requests for the year under review are still in progress and
decisions on these requests have yet to be made. . '
Access was denied in full or in part for the following reasons:
The informection requested pertains to the judicial functions of a court (56) - 4 requests..

The release of the document would be detrimental to the preservation of the document
(823(6)(1)) - 1 request ,

The document does not exist ($27(1)e)) - 16 requests.

The document is the official record of a deliberation or decision of the Cabinet
(528(1)(@) - 1 request. f

The document was prepared by a Minister for the purpose of submission for
consideration by the Cabinet (52891)b)) - 1 request.
Disclosure would divulge deliberation or decision of the Cabinet (528(1X(d) - 2 requests.

Disclosure would be contrary to the public interest and would divulge matter
communicated in confidence by or on behalf of the Commonwealth or of cny other
State or Territory (S29(a)(®)) - 1 request.

Disclosure of the document would divulge evaluative material prepared during
governmental deliberative process of officers cnd Ministers ond would be confrary
the public interest (S30(1)) - 6 requests. ,

Disclosure would prejudice the investigation of a breach or possible breach of the law
prejudice the enforcement or proper administration of the law in a particulor instomce
(831X - 3 requests.

Disclosure would prejudice the fair tricl of a person or the imparticl adjudication
particular case (531(1)1)) - 1 request.

Disclosure would disclose methods or procedures for preventing, detecting dl:
investigating matters arising out of breaches or evasions of the law the disclosur

which would or would be reasonably likely to prejudice the effectiveness of tho
methods or procedures; (S31(IXA) - 2 requests. '

The document is subject to legal professional privilege (S31(1)) - 4 requests.

Disclosure of the document would involve the unreasonable disclosure of the person
affairs of a third party (833(1)) - 30 requests. '
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REEDOM OF INFORMATION ARRANGEMENTS

isclosure of the document would disclose information acquired by on agency from o
usiness, commetcial or financial undertaking (S34(s1)() - 7 requests.

isclosure of the docurmnent would disclose information acquired by cn agency from d
yusiness, commercial or financial undertaking, and which would expose the
dertaking to disadvomtage (S34(1)(b)) - 7 requests.

yisclosure would divulge material communicated in confidence by a person or
overnment, which would be reasonably likely to impair the ability of on agency to
btain such information in the future (835(1)(b)) - 29 requests.

closure would be contrary to the public interest by reason that it would disclose
tructions issued or provided for the use of officers in negotiation, including finamcial
mmercial ond labour negotiations; (536(b)) - 1 recquest.

pliconts were notified regarding initial decisions cs to whether or not access would
.granted within the following intervals:

Oto 15 days 49
16 to 30 days 12
31 to 45 davs 21

requests that involved extensive legal proceedings, complex negotiations or were
luminous were answered outside of the 45 dary period. Time extensions were granted
each case.

uring the period under review, 8 applicants sought an internal review of a decision in
cordcnce with S51 of the Act.

seven cases, the original decision was upheld. In the other case the reviewing officer
erturned the original decision and gramted particl access.

ere were no new appeadls lodged with the Administrative Appedals Tribunal.
ywever, hearings concluded for the four appeals carried over from the previous year.
decision has not been handed down to date.

e Ministry levied charges of $1,787 and collected charges of $864.
e rermaining cases, charges were waived on the following grounds:

equest by Member of Parlioment 9
squest deemed to be in public interest 1
cuest deemed fo be routine 2
quest withdrawn 22

estimated cost to the Ministry of processing requests, internal reviews and AAT
peals received in the peried under review was $22,280.
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FOI INTERNAL PROCEDURES

For the purposes of the Freedom of Information Act there are three Prescnb
Authorities within the Consumer Affairs portfolio:

Prescribed Principal Authorised
Authority Officer Officer(s)
Ministry of Director Freedom of Infor-
Consumer Affairs mation Officer

Manager, Monage-. -
ment Services

Motor Cor Traders Chairmem Secretary

Committee
Credit Licensing Chairmom Registrar
Authority

The homdling of all FOI requests is coordinated by the Ministry's Freedom of Informortl
Officer.

Procedures instituted in the Ministry's Central Registry ensure that FOI requests ¢
extracted from the bulk of correspondence, registered, and passed to the authoris
officer for acknowledgment within one working day of receipt.

FOI STAFF TRAINING AND DEVELOPMENT

Appropriate Ministry stadf have attended a total of 4 fraining courses conducted by
Attorney- General's Department. '

FOI PART II STATEMENT

As required by Part II of the FOI Act, a detailed statement has been prepcred on
following aspects of each Prescribed Authority:

Orgomisation and Functions

Categories of Documents

FOI Arrcmgements

Publicity Services

Procedures cmd Guidelines used in Decision-making
Report Litercture

The Part II Statement is currently undergoing a process of review and updo.ﬁngi
accordance with the requirements of S7(1)(b) of the Act.

Copies of the most recent Part II Statement are available for inspection by appointme,
in the Ministry's Library or for purchase from the Freedom of Informcattion Officer.
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312
259
8
2
toi, Car Traders Guarantee Fund Claims Committee
175
Q7
ications received 144
ications withdrawn 120
914
0
0
ual Statements received 156
cations for licences received 28
plications for licences refused or withdrawn 11
28
14
1
ience Brokers
w licences gramted
Corporations 69
Individuals 33
Agents 46
i 148
nces renewed as at 30/6/88
Corporations 210
Individuals 109
66
404
plications approved 434
plications refused 11
pliccmts currently on bond scheme 8

140



APPENDIX 9

RESIDENTIAL TENANCIES - COMPLETED INVESTIGATIONS

Type of Investigation

Inspection - Abcndoned Goods
Inspection - Repdairs to premises
Inspection - Excessive Rent
Referrals from Residential
Tenancies Tribunal:

- Notices of Hearing

- Inspections

Other (termination, bonds etc)

141

Number

996
519
166

39
43
70

1833

Percentage

B U1
0 %o &
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PENDIX 10

WEIGHING AND MEASURING INSTRUMENTS TESTED BY THE WEIGHTS
AND MEASURES BRANCH DURING THE PERIOD
1 JULY 1987 TO 30 JUNE 1988

of Instrument Tested Rejected % Rejected

¢ Measuring Instruments 478 22 4.6
olesale Liquid Measuring
515 139 27.0

77 19 24.6
619 89 14.4
, 1661 279 16.8
er Measuring Instruments 27 8 29.6
8 - -
d Petroleum Gas - - -
way Flowmeters Q - -
15 - -
1 - -
of Stondard Tested No. Requiring
Adjustment
dords of Mass 2730 269
umetric Stomdards 496 24
ellcneous (mass, volume,
gth) 94
gth Stemdards 109
‘ 61
t Templertes 4
| Number of Certificates
ed 335
| Number of Reports issued 174
LOCAL AUTHORITIES

fdllowmg total number of tests on weighing cnd measuring instruments were con-
ed for the period 1 October 1986 to 30 September 1987. (The statistics are provided
e Local Authorities for the 12 months preceding 30 September).

of Instrument Tested Rejected % Rejected

ghing Instruments 28596 1914 6.69

uring Instruments 24470 3065 12.55
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APPENDIX 11

MEMBERS OF THE VICTORIAN CONSUMER AFFAIRS COMMITTEE

CHAIRPERSON

Name ond Address

Mr Williomm (Bill) Ford
C/- Brotherhood of

St Laurence

67 Brunswick Street
FITZROY VIC 3065

ORGANIZATIONAL REPRESENTATIVES:

Austrglian Fincnce
Conference

Direct Selling
Association of
Austradic

Tenants Union of
Victoria

Australicn Consumers
Association

Victoriom Trades Hall
Council

Financial Counsellors
Association of Victoria

Victoricm Commercial
Teachers' Association

Victoricm Chambers
of Commerce and

Industry

Mr Rod Armitage
GPO Box 2254U
MELBOURNE

Mr John Fulton
370 St Kilda Road
MELBOURNE VIC 3004

Ms Mary Hansen
C/- 80 Johnston St
FITZROY VIC 3065

Mr Colin Kent
36 Coquette Street
GEELONG WEST VIC 3218

(Vacant)

(Vacant)

Mr Robert Taylor
PO Box 361
ABBOTSFORD VIC 3067

Mr John Heorower
Victorion Chambers

of Commerce & Industry
449 Swanston Street
MELBOURNE 3000

143

Phone Number
419-7055

663-3930 (work)
836-9850 (home)
698-4282 (work)
789-7212 (home)
419-7774 (work)

419-5331 (work)
254-820 thome)

419-9622 (work)

663-1703 (work)



REA REPRESENTATIVES:

Central Highlomds
and Wimmera)

rea
L.oddon-Campaspe cnd
allee

(Vacant)

Mr Pcrul Hassall
16 Wallis Ave
EAST IVANHOE VIC 3079

Mr David Hassett
3 Kogia Street
MT ELIZA VIC 3930

Vaccmt

Ms Catherine Laffey
21 Lyons Street
BALLARAT VIC 3350

Ms Elaine McNamaora
"Rashma”

Monscnt's Road

MAIDEN GULLY VIC 3551

Mr David Jones
Dunstone Road
KYABRAM VIC 3620
or

Box 486

KYABRAM VIC 3620

Mr Damiel Slattery
78 Ogilvy Street
LEONGATHA VIC 3953

478-5711 (work)

787-5643 (home)
782-1224 (work)

(053) 32-1434 (work)
(053) 32-6931¢home)
(054)49-6205 (home)
(054)42-3875 (work)

(058)52-2661 (home)

as clbove (Work)

(056)62-3998 (home)
(056)62-2222 (work)



APPENDIX 12

CONSUMER AFFAIRS GRANT SCHEMES
GRANTS-APPROVED PROJECTS
R.T.G.S.- Residential Tenomcies Gremt Scheme

C.A.G.S - Consumer Affairs Grant Scheme

ORGANISATION

Goulbourn Valley
Community Care
Centre

Latrobe Valley continue existing assistcmce 1,500
CAB Inc program to the district; train
volunteers to provide a more
effective service; and increcse
public awareness through displays,
consumer talks and publicity.
Finoncial operdie a consumer information ond 34,942
Counselling & advocacy service; develop a consumer
Consumer data base; organise consumer interests
Information ond support of class advocacy; and
Service undertake educational programs through

Consumer Resource answer public inquiries on consumer 13,500
& Advocacy Centre issues; incredse consumer gwareness

through education; refer enquiries to

appropriate service providers; and

update deta base.
Finemcial provide advice, assistance and 18,845

Counsellors Assn
of Vic

Springvale CAB

PURPOSE OF GRANT

provide information cnd advice to
consumetrs; conduct speaking
engagements for schools cmd other
groups; and mediate ond concilate
o resolve mcitters locally.

public speaking and the media.

information to community orgenisations
and the public.

provide an information cnd advisory
service; conduct consumer education
workshops; promote the service to
low-income people; and undertake
community development and educction.
CAGS. $10,350
RT.GS $4,650
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AMOUNT.§

15,000+

15,000



urg CAB provide free ond confidential 1,200
information ond cn advisory service
on consumer matters.

C.AGS. $840
RT.GS $360
st Vietnomese develop cn ongoing education program 1,100
mens Welfare for Viethamese people in relation to
n consumer ond credit issues.
érbrooke CAB provide free cnd confidential 1,500

information and cn advisory service
on consumer matters.

ndenong CAB provide free and confidential 1,000
" informertion ond an advisory service
on consumer matters.

run a series of specific consumer 1,000
related activities in addition to
providing consumer access in the

South Gippslond sub-region.
CAGS. $700
RT.GS. $300
ctoricm Assoc employ a project worker until the end 39,610
CAB of 1988; and work directly with all

CABs across the state to enable them
to develop their skills on consumer
affairs matters.

C.AGS. $27,727
R.T.GS. $11,883
istings CAB Inc develop existing consumer advice 500

program; provide community education;
and be a point of access for infor-
mcition advice for the local community.

immera Consumer provide information and assistomce; 3,210
Iairs Action meke appropricie referrals; increase

oup (CAB) public awcreness; act on behalf of

clients when requested; cnd extend

the service to Stawell.

immera Consumer continue consumer education in the 6,670
airs Action Wimmera, especiclly for isolated

oup (WIN) areas, with the aim of reaching

themn through other community

orgamisations in the region.

146



CAB Sunraysia Inc

Glenelg Family
Ccre

Moorabbin CAB

Ballarat CAB

Ballorat
Childrens
Home & Fammily
Services

Community
Action Albury
Wodonga Inc

Consumer Credit
Legdl Service

Bairnsdale
Dist Comm
Hedalth ecnd
Resource Centre

provide consumer information and
advice to the local community; end
expond the service by setting up links
to Robinvale end Ouyen.

provide a consumer informecttion,
advice ond referral service to
the region cnd work in
co-operation with the regional
officer for the Ministry of
Consumer Affcrirs.

provide a consumer information,
advice and referral service to
the local community.

provide cm information, advice
ond referral service to the region
ond co-ordinate with the regional
officer of the Ministry of
Consumer Affairs.

continue consumer and trader
educction cnd information; handle
complaints; conduct research; and
undertake advocacy in the local
cred.

provide information, advice cnd
referral; conduct serinars,
workshops cnd talks for
consumers and traders; collect
and interpret statistics; and
maintain licison with other
community groups.

CAGS $13,000

RTGS $ 7,000

undertake consumer advocacy for
low-income people in the
community; codinate and support
consumer activities with consumer
groups across the state.
CAGS. $20,716
RT.GS. $33,690

provide access for people in

the East Gippsland region fo
consumer information, advice cnd
assistance.
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13,160

16,344

1,000

500

11,556

20,000

54,406

10,900




provide a point of acess for 500
local consumers to consumer
information cnd advice.

TOTAL APPROVED: $281,943
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APPENDIX 12 (contd)

RESIDENTIAL TENANCIES GRANT SCHEME
GRANTS-APPROVED PROJECTS

ORGANISATION PURPOSE OF GRANT AMOUNT $
Bendigo Urban Provide education end advice; assist 23,225
Emergency fenants at residenticl tenoncies

Accommodation tribuoml hearings; conduct training

Resource Centre sessions; and give talks to groups.

Southern Regional provide information, advice and 26,960
Housing Council referrals to the community tenomcy

problems; undertake resecrch cnd
education programs on tenamcy issues
and resource other community workers
in the region.

Gippsland Tenants provide advice and assistomce to 35,180
Services fenants on their rights cnd

responsibilities under the Residential

Tencmcies Act.

Inner Eastern Housing provide an exponded tenancy information 22,471
Ser Inc and advice service; undertake

community education; document and

resecrch tenomcy problems ond issues

and undertake appropricte policy work

in the area of tenancy.

Outer East Regional provide advice, information cmd 33,014
Housing Council Inc. advocacy for tenants in the Outer

East Region; undertake community

education; ond research local

tencncy problems cnd issues.

Broadmeadows Tencants  upgrade the existing tencmcy 22,761
Information Service. information service and provide advice

and assistance o tenomts in the

northern suburbs.

Geelong Tenaonts Advice  Provide a Tenomts Advice and 34,107
Service Inc Advocacy Service in the Barwon,

South-West and Central Highlomds

Region.
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using For The Aged
ction Group

niral Highlemds

nomts Association

Shepherd

yulburn Regional
using Council

immera Consumer

uth West Tenants'
rmation Network

CA Incorporcted

egional Housing Council

uth & Family Services

provide a telephone advisory
service for the elderly on

tenomcy issues covering information
complaints and referrals.

provide information cnd advice 1o
tenants in the Central Highlomds
Region; undertake community
education; cnd provide a focus for

the community in the crea of tencncy.

provide tencncy information and
conduct a public awareness compcign
on tenancy rights.

provide tencmcey information, advice
referral to low-income tenomts in the
Richmond /Fitzroy /Collingwood cred.

provide tenancy information, advice

ond referral to the Goulburn Region

link with similcr services provided,

in Wodonga cnd Wengaratia; and develop
a community educcation program.

continue the existing tenancy advice
information ond referral service to

the Westernport Region; Undertcke
community education; ond specifically
target disadvantaged tencmis.

provide a regional co ordincted
tenancy information, advice cnd
referral service.

provide cn information, advice

ond referral service to tenaomts

in the Glenelg Region; and operciie
from Warrnambool with branches in
Portlemd, Hamilton ond Camperdown

provide a tenancy information,
advice and referral service with
emphasis on outlying regions cnd
link with agencies funded in
Shepparton, Benalla cnd Wodonga.
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10,000

33.937

1,000

16,826

26,342

52,221

14,459

38,222

15,622



Community Act in
Albury/Wodonga

Sunraysia C.A.B.

Tenants Union Advice
Service

Badrnsdale District
Community Health &
Resource Centire Inc.

provide information and advice 1o
tenanmts and lendlords in the Wodonga
region; conduct seminars and workshops
raise tenants' awareness of their rights
through the media; resecxch key
tenomcy issues; and co ordincte with
funded agencies in the region.

develop a tencmcy informettion cnd
advice service within the cred; run
community based tenancy education
programs; mediate in residential
tencncy disputes; and develop a
fenancy network in the region.

provide a high level of information
advice and referral to private tencants
assist tencncy workers ccross the
state in all areas of tenancy;resecrch
key tenancy issues; and undertake
major policy development work.

establish a tenancy informetion and
advisory service for tenamnts in the
East Gippsland Region.

TOTAL APPROVED
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17,007

9,848

240,000

15,320

$688,5622




GANISATION

ergencyAccomm-
ation Resource Centre

ecavour Centre

ee Family Care

Shepherd Youth
arnily Services

ancial Counselling
“onsumer Informartion
Tvices

PENDIX 12 (contd)

COMMUNITY CREDIT PROGRAM
GRANTS-APPROVED PROJECTS

PURPOSE OF GRANT

develop a buying advisory service
for low-income consumers; develop
budgetting service for low-income
consurers; ond provide material on
"Good Buying".

train counsellors to provide
budgetting skills to clients ond

un budgetting skills workshops for
families.

provide community education in
budgetting and credit menagement; and
provide training for workers o

promote finoncial memagement.

provide a no-cost looms program,
provide financial advice and consumer
credit advocacy; cmd emphasize
self-help and education in activities
undertaken under CCP.

provide budgetting assistonce to
low-income people; provide a bill
paying service; assist low-income
people to plan and organize
fincmnces; and improve access to
low interest loans.

develop a consumer policy cnd
undertake resecrch on credit;
provide support for credit
advocates; isolate, document cnd
act on credit issues; and represent
the interests of consumers of credit
where appropriate.
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AMOUNT $

9,266

2,753

28,694

57,035

20,270

48,928




Consumer Resource &
Advocacy Centre

West Heidelberg
Community Health
& Welfare Centre

Sunbury Community
Health Centre

Hemover Welfcre
Services

Family Action
Dandenong Valley

Badrnsdale District
Community Health &
Resource Centre

Wimmera Consumer
Affairs Action
Group

develop the buying advisory service;
develop a low-cost repairs service

ond access to secondhond whitegoods;
resecach and document credit industry
practices; develop credit educction
packages; end undertake campaigns on
behdaif of low-income people.

provide low-cost loans for essential
household items; maintain credit
advocacy, community credit education
program cnd financial advisory groups
in the North-Eastern region.

establish a credit advocacy service

o disseminate information to
disadvomtaged groups; provide support
in negotiations with credit providers;
ond document major credit issues.

provide homeless people with
finoncial management skills cnd
knowledge; remove barriers to
fincmcial cnd consumer services
through the buying advisory service;
provide a financial advisory service;
omd improve access to low-cost locms.

advocate on consumer credit issues

for and with groups of low-income cnd
vulnerable consumers; aim to empower
consumers and change commercial
practices; and impact upon

legislation and government policies.

provide low-income people with
informettion cmd skills to assist

them in taking control of their
economic lives through a finomcial
advisory service and consumer credit
advocacy.

monitor availcble credit for
low-income people; provide
low-income people with advice on
credit; provide information to

state ond federal consumer
orgamnisations; ond provide a buying
advisory service with a low-cost
credit facility.
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35,423

79,609

25,933

31,704

35,518

41,475

19,595




th Port Financial
unselling & Credit
dvocate Progrom

original Legal
1vice Co-op Ltd

provide a consumer credit advocacy
prograrm; licise with appropricte
community workers in line with the
objectives of CCP; and develop
strategies cnd document issues
relating to credit.

provide a finomcial advisory service;
provide a credit advocacy progroom;
and co-ordincte with appropricte
community workers to achieve the
objectives of CCP.

extend services o low-income groups
to include consumer education;
mnvestigate and publicise consumer
credit issues; and develop skills

cnd new self-help groups.

provide a finomcial advisory service
on a group cnd individual basis;
undertake budgetting and shopping
advice; develop the credit advocacy
service; and publicise credit issues
affecting low-income consumers.

provide a credit advocacy and
finomcial; advisory service; network
with appropriate community
orgcmisations to achieve the
objectives of CCP; resecrch credit
issues; undertake credit education
activities; and conduct campaigns
about credit issues.

develop credit advocacy with an
emphasis on education of low-income
consumets; network with and train
appropriate community workers

to achieve the objectives of CCP;

and conduct resecrch into credit

issues affecting low-income consumers.

a full-time credit advocate /financial
adyvisor to implement a Statewide
service for Aboriginal people.

154

25,748

29,401

20,410

20,797

22,577

22,964

40,042




Fitzroy & Arc
Credit Co-op

Glenelg Family
Care

Eaglehawk &
LongGully
Community Hedalth
Centre

Macculay Community
Credit Co-Op

Latrobe Valley
Fin Couns Serv

Deer Pcrk Community
Information Centre

Consumer Credit
Legal Service

Increase access of low-income
residents to a ramge of supportive
finamcial services; improve member
participation; network approprictely;
ond influence the credit union
industry 1o be more responsive to the
needs of low-income people.

develop the financial advisory
service with an emphasis on
educctive activities; conduct

a credit advocacy progremm through
resecxch of credit issues; and
influence the credit industry to

be more responsive to the needs

of low-income consumers.

conduct a finomcial advisory service;
provide education through schools,
media and other agencies; conduct
a credit advocacy progremm; and
influence the credit industry

to be more responsive 1o the needs of
low-income consumers.

provide low-cost loans to low-income
members of the community; operate a
bill paying facility; provide

financial advice cnd assistance;

and raise capital for low-cost loamns.

identify and advocate on consumer
issues affecting low-income consumers;
change commercidal practices,
legislation and policies; and provide
consumer and community educcation.

assist low-income families ond
individuals to mecximize the use of
their incomes.

undertake licensing objections under
the Credit Administration Act '84;
cnd opercate as a focal point of
support for credit advocates.
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40,876

29,195

35,274

34,293

37,998

8,406

46,860




dvisory Service

gnity Fincmcial
unselling Service

=velopment gramis.

ogram Review cnd

inancial Counsellors

Develop BAS, wider info
disseminction increase price
concessions persons, provide Buying
Advice Advocate on behalf of
low-income earner in the area

of essential applionces. Improve
access to credit, seek to be self
funding by '90.

evaluate the loan-fridge scheme
which seeks 1o assist low-income
people to rent a refrigerator whilst
saving according to an agreed
contract of purchase.

Identify cnd address major credit
issues affecting low-income earners,
through a consultation process with
the community; and educcite people
frain the community in hendling
personal fincnces.

Data base development cnd evalucttion.

operate a statewide credit

advocacy project; address key
consumer credit issues; licise with
government cnd welfare organiscrtions
at a state end federal level;, and
undertcke consumer education.

TOTAL APPROVED:
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107,374

3,285

31,717

41,790

17,270

$1,058,480




APPENDIX 13
REGIONAL SERVICES STATISTICS

WESTERN SUBURBS REGIONAL 1984/85 1985/86 1986,/87
OFFICE - FOOTSCRAY

Telephone enquiries 3503 5171 3372
Interviews 529 496 325
Complaints lodged 614 616 417
Pamphlets - kits 27 14 26
distributed

Visitors to Office 17 32 25
Visits to Community 27 7 32
Visits to Traders -47 20 50
Inspections 31 26 49
Breach Investigations Q- -
Media 1 3
Speaking engagements 8 4 7
TOTAL OCCASIONS CF 4804 6386 4306

SERVICE
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APPENDIX 15
SMALL CLAIMS TRIBUNALS

Analysis of Claims Determined - Product/ Service Classification - 1987 /88.

No.
Food and Beverages
Food Products 3
Beverages 2
SUB TOTAL 5
Clothing, Footwear and Drapery
Clothing 91
Footwear 32
Accessories 27
Drcpery 9
Bed Linen, Blankets, Car Rugs 1
SUB TOTAL 160
Consumer Durables and Furnishings
Electrical Goods, etc : 38
Washing Machines, Dishwashers, 0
Stoves and Ovens 10
Refrigerators and Freezers 38
Air Conditioners 21
Heaters 15
Small Applionces , 6
Vacuum Cleoners 4
Hot Water Systems 7
Sewing Machines 6
T.V., Radio, Hi-Fi, etc 28
Video Recorder, Video Camerd 27
Home Computers 12
Other 6
Furniture 105
Carpets end other Floor Coverings 75
Curtains cnd Blinds 49
Lamps, Light Fittings 3
Linoleum, Cork Tiles, Herd Floor Coverings 29
Flyscreens, Security Doors 13
Nursery Products 4
Herdware cnd Kitchenwaore 12
SUB TOTAL - 508

180



4.A

4.B

Motor Vehicles and Other Transport Ecuipment

Motor Vehicle New & Used
Parts ond Accessories

Motor Bikes

Cycles

Boats, Outboard Engines
Caravamns, Campervans
Tradlers

Tractors, Faom Machinery
Trucks, Commercial Vehicles

SUB TOTAL

Repair and Servicing of Motor Vehicles

Mechaomical
Electrical

Rust Proofing
Panel Beating
Exchonge Engines
Detdiling, Painting
Towing & Storage
Parking

SUB TOTAL

Building and Construction

New Homes

Extensions and Renovations:
Concreting, Blockwork, Brickwork, etc
Fences and Wdalls

Carpentry

Painting and Decorating

Plumbing

Electrical Work

Roofing cnd Insulation

Cladding

Tiling

Other

Supply of Packages: Kitchens, Gorages
Building Products

Garage Doors

Swimming Pools

Gardening

SUB TOTAL

Miscellaneous Products
Gambling, Lotteries

Communications - Newspapers,Books Periodicals, etc

Records & Tapes
Office Equipment
Sporting Goods
Camping Equipment

181

649




Jewellery, Watches cnd Clocks
Coins, Precious Metals

Toys cnd Musical Instruments
Photographic Equipment
Chemical Products

Health Equipment

Animals, Pets cnd Livestock
Personal Applicmces

SUB TOTAL

Transport and Energy Services

Transport

Hire Transport
Fuel Supplies
Freight Services
Travel

Other

SUB TOTAL

Insurance
Finance

SUB TOTAL

Redl Estate and Accommeodction

Property Management
Lease and Rental

Purchase, Sale

Short Term Accommodcrtion

SUB TOTAL

Miscellaneous Services

Professional Services
Semi-Professional Services
Loundry ond Dry Cleaning
Other Household Services
Educcational
Entertainment, Recrecation
Other

SUB TOTAL

GRAND TOTAL

182
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124

62
16

78
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APPENDIX 16 B

DETAILS OF PROSECUTIONS FOR 1987,/88 BY LOCAL AUTHORITIES
UNDER THE WEIGHTS AND MEASURES ACT 1958

TRADERS NAME

D.TRM.
Nominees
Trading as

Son Remo Bakery

Robs Hot Bread

(Robert James
Baker)

Vincent Bart Jervis

Jervis Nominees

Dorothy Farmer

Leslie Humm

Jetfrey Daryl Cox

John Woodwcerd

Centenary

Bakery

(Dionisis Bread Marking
& Dimitra

Kastanis)

Airey's Inlet
Timber &
Hordwcare

Hart Steel
Pty. Lid.

PROSECUTING
AUTHORITY

Northern Suburbs
Weights and
Measures Union

Shire of
Bellarine

Southern Weights
oand Measures Union

Southern Weights
cnd Measures Union

Southern Weights
ond Measures Union

Geelong District
Weights cmd Measures
Union

Southern Weights
and Measures Union

Southern Weights
ond Measures Union

City of Melbourne

Geelong District
Weights & Measures
Union

Northern Suburbs
Weights ond Measures
Union

192

DETAILS

Bread Marking

Unjust Statement
Obstruction
Abusive language
to on Inspector
Failed to comry

out a direction

Underweight
Stewing Steak
Concedaled Scales

Underweight
Stewing Steak
Concedled Scales

Using unstamped
Weighing Instrum-
ments

Failed to pay an
account within
14 days

Short Weight Meat

Short Weight Meat
False Declaration

Underweight Bread

Failed to pay an
account within 14
days

Lightweight steel
sheet
False Declaration

RESULTS

$400 in Poor
Box

$421 Costs

$600 Fine

$273 Costs

$200 Fine
$250 Costs
$200 Fine

$250 Costs

$600 Fine
$320 Costs

$ 80 Fine
$ 34 Costs

$400 Fine
$440 Costs

$300 Fine
$440 Costs

$300 Fine

$30 Fine
$52 Costs

$500 Bond




Nacon Pty.Ltd.

James MacHor

Kim Mcleon

Geoffrey Ocrttes

Neil Pyke

Australicm
Scafeway Stores
Pty Ltd.

Belmore Hot
Bread (Nel & and
Shcron A.
Rosewcrne)

Iomn Sydney
McKay

Tom Kennedy

East Central Weights
and Measures Union

Geelong District
Weights ond Measures
Union

Geelong District
Weights cnd Measures
Union

Unstamped scale

Geelong District
Weights cnd Measures
Union 14 days

Geelong District
Weights cnd Measures
Union :

Northern Suburbs
Weights cnd Measures
Union

East Central Weights
Measures Union

Southern Weights
and Measures Union

Northern Suburbs
Weights cnd Measures
Union

193

Short Weight
Alfdlfa

Short Weight Pre-
packed Article

Failed to pay cn
account within
14 days

False declerction
Weight of 2 Cray-
fish (2 charges)

Failed to pay an
account within

Failed to pay an
account within
14 days

short Weight
Fruit Cheese

Short Weight Bread

$200 Fine
$250 Costs

$ 80 Fine
$ 45 Costs

$500 Fine
$ 52 Costs

$ 40 Fine
$ 44.50 Costs

$ 80 Fine
$ 34 Costs

$1000 Fine

$200 Fine
$500 Bond
ecch

Packages not packed $300 Fine
in accordemce with  $450 Costs

Reg.82(F) Sale of
Meat.

Short Weight Meat

False Declaration

False Declaration.

$300 Fine

Short Weight Meat, $173 Costs
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