Civil, Administrative and Disciplinary division

Our year

In 2010-11, CAD continued to meet the expectations and dispute

//// resolution needs of the community across a broad range of
jurisdictions.

The CAD division delivered a 94 per cent clearance rate despitea s

per cent increase in lodgements.
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The majority of matters managed by the division were building disputes (484) and
general administrative reviews (354). Key results include:

e g percentincreasein clearance rates for occupational regulation matters (from
108 per cent to 117 per cent)

e maintenance of clearance rates exceeding 100 per cent within the building and
occupational regulation jurisdictions

e 94 percent clearance rate for retail shop lease matters despite a rise in
lodgements.

These results are achieved through hard work by the CAD division including
communicating effectively with clients regarding tribunal procedures and processes,
implementing standard directions to increase efficiency of proceedings, ongoing
evaluation and continuous improvement of case management procedures, and
collaborating with senior members and other registry divisions to ensure service
improvement.

Case managers have undertaken extensive training in anticipation of commencement of
the Neighbourhood Disputes Resolution Act 2011, which will continue throughout
implementation in 2011-12.

The division continued to establish and maintain relationships with key stakeholders
including government entities and individuals affected by matters before the tribunal
such as building disputes or retirement village disputes. In addition to undertaking
community education sessions, the team members regularly meet with a range of
stakeholders to assess and improve case management processes.

Looking forward

Pro-active case management and continuous improvement will remain CAD’s focus in
2011-12.

Activities for development include a process mapping project for each jurisdiction from
application to resolution for internal use to ensure consistency of service and process for
staff and clients.

In 2011-12 the division will assist in the implementation of the Neighbourhood Disputes
Resolution Act 2011, including liaison with tree assessors appointed throughout
Queensland. The tree assessors will support the active resolution of tree disputes
through the provision of expert advice to parties and the tribunal.

CAD will also undertake a comprehensive review of case management processes across
all jurisdictions. This includes addressing concerns outlined in KPMG’s Report on the
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Queensland Building Services Authority Organisation Review published in June 2011. The
report identified the need for clear communication with builders and consumers
regarding QCAT’s role in the building dispute resolution process in Queensland.

A series of strategic recommendations will also be implemented to ensure ongoing
consistency and efficiency of administrative and disciplinary matters. This includes a
commitment to accessible and comprehensible client information.

A significant focus in 2011-12 will be active participation in stakeholder and client
engagement activities to continue to raise awareness of QCAT services and processes.
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CAD facts and figures

Appeals, reopening and renewals

Lodgements Clearance rates
" % 2009- %
2009-10 2010-11 2010-11
change | 10** change
Appeals 119 460 - 29% 77% 48%
Reopenings 8 28 - 38% 82% 44%
Renewals 4 5 - 50% 100% 50%

Table 6: 2009-10 and 2010-11 appeals, reopenings and renewals

Increased community awareness of rights to appeal tribunal decisions has seen a

dramatic rise in appeals lodged in 2010-11. Of appeals lodged, 73 per cent (124) were

unsuccessful. Of the unsuccessful appeals, 73 per cent related to minor civil disputes.
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Figure 5: CAD lodgements 2009-10 and 2010-11
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