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The QBCC is committed to providing accessible information and services to Queenslanders from all cultural and linguistic backgrounds. To talk to someone about the Queensland Building and Construction Commission Annual Report 2024–2025 (QBCC Annual Report) in your preferred language, call 139 333 and an interpreter will be arranged.

Enquiries
The QBCC Annual Report is available for download at www.qbcc.qld.gov.au/about-us/our-corporate-publications/annual-report. Printed copies can be requested by visiting a QBCC office or by contacting the QBCC via phone or email.
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Website: www.qbcc.qld.gov.au 

Open data 
In accordance with Queensland Government requirements, the QBCC publishes specific annual report content through the Open Data Portal at www.data.qld.gov.au. 

The published information covers the following areas:
· Use of consultancy services.
· Expenditure on overseas travel. 
· Spending on language services.
· Complaints related to the Charter of Victims’ Rights.

Acknowledgement of Country 
The QBCC acknowledges the Aboriginal and Torres Strait Islander Traditional Custodians of Country throughout Australia and recognises the continuing connection to lands, water, and communities. We pay our respect to Aboriginal and Torres Strait Islander cultures and to Elders past and present.

The QBCC is dedicated to advancing reconciliation and building a diverse workplace by adopting inclusive practices, encouraging learning, supporting tolerance and understanding, and respecting the diversity and traditions of Aboriginal and Torres Strait Islander communities. Our approach as an organisation will demonstrate commitment and enhance adoption within the wider community.
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Letter of compliance 

22 September 2025



The Honourable Sam O’Connor MP
Minister for Housing and Public Works and 
Minister for Youth
1 William Street
Brisbane Qld 4000


Dear Minister, 

I am pleased to submit for presentation to the Parliament the Annual Report 2024–2025 and financial statements for Queensland Building and Construction Commission.

I certify that this Annual Report complies with:

· the prescribed requirements of the Financial Accountability Act 2009 and the Financial and Performance Management Standard 2019, and 
· the detailed requirements set out in the Annual report requirements for Queensland Government agencies.

A checklist outlining the annual reporting requirements is provided at page 109 of this annual
report.

Yours sincerely





Greg Chemello
Chair
Queensland Building and Construction Board




[bookmark: _Toc206493007]Chair’s message 	
I am honoured to have been appointed the Chair of the Queensland Building and Construction Board in April 2025, and to present the Queensland Building and Construction Commission Annual Report 2024–2025. 
2024–25 marks a period of renewal and transformation for the Queensland Building and Construction Commission (QBCC). The appointment of the Honourable Sam O’Connor as the Minister for Housing and Public Works in November 2024, followed by Mr Angelo Lambrinos as the QBCC Chief Executive Officer and Commissioner at a similar time to myself, signals a strong commitment to revitalising the organisation to have a stronger focus on our customers.
As Queensland’s building and construction regulator, the QBCC plays a vital role in supporting a safe, transparent and sustainable industry. Fulfilling this responsibility requires balancing firm regulatory oversight to ensure compliance with legislation and standards, while also maintaining trust and building constructive collaborative relationships with industry stakeholders and consumers. 
The QBCC Strategic Plan 2023–27, revised for 2024–25 (Strategic Plan), reflects this dual role and outlines the organisation’s key priorities and long-term vision. A comprehensive review of the Strategic Plan will take place later in 2025 to ensure the QBCC meets the evolving expectations of its stakeholders while promoting the long-term sustainability of the industry.
The nature of the QBCC’s regulatory work is inherently complex, requiring careful balancing of competing priorities, legislative requirements and customer expectations. Individuals engaging with the QBCC are often navigating difficult circumstances, such as home owners seeking resolution for insurance claims or licensees responding to defective work. Acknowledging that such complexity is a constant aspect of the regulatory environment, a key part of my role is to ensure the QBCC responds with empathy and a strong focus on meeting customer expectations. 
A renewed focus on the customer has been widely embraced across the organisation and will continue to shape key priorities. Enhancing the customer experience remains central to the QBCC’s efforts, with a focus on delivering timely, respectful and outcomes-driven services. Prioritised initiatives have included improving access to clear and accurate information, streamlining processes, upgrading digital systems and equipping staff to provide consistent and responsive support. 
While challenges are an inherent part of regulatory work, they also present valuable opportunities. With strong direction and support, the QBCC is committed to transforming its service model and driving meaningful progress with focus and determination.
Already, I have witnessed a strong appetite across the QBCC to drive improvements and embrace change. The dedication and professionalism of the QBCC’s staff is evident in their commitment to deliver greater value to customers and strengthen the organisation from within. I am confident that, together, we will achieve meaningful progress and deliver tangible benefits to both industry and the broader Queensland community. 
I invite you to follow our journey as we continue working towards a stronger, more responsive and customer-focused QBCC. 
Greg Chemello
Chair
Queensland Building and Construction Board 

[bookmark: _Toc206493008]Chief Executive Officer and Commissioner’s foreword
It is a privilege to contribute my first foreword to the Queensland Building and Construction Commission Annual Report 2024–2025. I joined the Queensland Building and Construction Commission (QBCC) at a pivotal moment for Queensland’s building and construction industry, an era poised for transformative growth and opportunity. 
My decision to take on this role stems from a deep commitment to helping the QBCC seize a unique, once-in-a-generation moment in Queensland’s building and construction industry, one that offers unprecedented opportunities for growth, innovation and positive change. Together with all our stakeholders, we are focused on developing a reputation grounded in trust and respectful partnerships that will shape the future of the industry.
Since commencing with the QBCC in May 2025, one of my key priorities has been to engage actively with our stakeholders. Through multiple meetings, forums and discussions with customers, industry professionals and community representatives, I have gained invaluable insights into the challenges and opportunities facing the industry. 
The feedback gathered has been instrumental in identifying areas where our service delivery and stakeholder experience have not always met expectations. Consistent themes emerged, including transparency, productivity, integrity, customer outcomes, accountability and fairness. These values reflect the core priorities of the industry and community we serve, forming the foundation of my expectations for the QBCC’s role and performance.
In response, the QBCC is undertaking a focused effort to enhance customer service and decision-making processes. Existing systems are being reviewed, barriers identified, and targeted initiatives implemented that are designed to improve the overall customer experience. A clear imperative exists to make it easier for customers to do business with us. Shifting and sharpening our organisational focus, practical and common-sense changes are underway to support greater productivity and efficiency within the building and construction industry. Ongoing engagement with stakeholders is central, including prioritising initiatives that deliver measurable benefits, building trust through modernisation, reducing unnecessary red tape and demonstrating continuous improvement. Our priority will be to deliver on the ‘brilliant basics’.
An essential driver of transformation is the strategic use of technology and data to improve outcomes. Accordingly, the QBCC is reviewing and refining its digital roadmap. Embracing digital innovation enables us to become a more customer-focused organisation by streamlining processes, reducing red tape, improving our responsiveness, supporting consistent, evidence-based decisions and improving access to our services. Our ongoing focus on modernisation is key to achieving greater efficiency, transparency and customer satisfaction.
[bookmark: _Int_WbO1Qkyc]Looking ahead, I am confident in the capability, dedication and professionalism of our people to deliver meaningful change. My vision is for the QBCC to be recognised as a responsive and contemporary organisation that listens, responds and remains firmly focused on its core purpose to protect home owners and the broader Queensland community from building work that fails to meet required standards. 
Equally, I also want us to be recognised as a consultative and proactive organisation that collaborates with all our stakeholders, and continues to enhance our services, strengthen regulatory performance and contribute to a safer, more productive and sustainable building and construction industry for Queensland. Our efforts will remain focused on delivering value and positive impact, simplifying and modernising the way we work and making it easier for our customers to do business with us. By doing these things, the QBCC will play its part in making Queensland the building capital of the nation.
Angelo Lambrinos
CEO and Commissioner
Queensland Building and Construction Commission

[bookmark: _Toc206493009]Introduction

[bookmark: _Toc206493010]About the QBCC
The Queensland Building and Construction Commission (QBCC) serves as the regulator of Queensland’s building and construction industry. The organisation was established under the Queensland Building and Construction Commission Act 1991 (QBCC Act) to support and oversee the building and construction industry, ensuring high standards of professionalism, safety and consumer protection. 
Governed by the Queensland Building and Construction (QBC) Board, the QBCC operates as an independent statutory authority, providing clear oversight and transparent decision making. 
The QBCC Chief Executive Officer (CEO) and Commissioner leads the organisation’s day-to-day operations, ensuring the effective implementation of the QBC Board’s strategic direction and the delivery of the QBCC regulatory responsibilities. The QBCC CEO and Commissioner (the Commissioner) also provides leadership across the organisation, engages with key stakeholders and ensures strong governance, accountability and performance.
The QBC Board works with the responsible minister and department to ensure coordinated governance and policy alignment across the building and construction industry. 
On 1 November 2024, the Honourable Sam O’Connor, Minister for Housing and Public Works and Minister for Youth took on the portfolio responsibility for the QBCC. The QBCC has continued to strengthen its collaboration with the Department of Housing and Public Works (DHPW) to support the effective delivery of regulatory services, enhancing transparency, integrity, responsiveness and outcomes for customers and the industry. Together, the QBCC and DHPW are working to deliver coordinated policy outcomes that provide more Queenslanders with places to call home, build a more prosperous state, and strengthen the building and construction industry.
The key services delivered by the QBCC include:
· Licensing: Issuing and maintaining licences for building and trade contractors, plumbers and drainers, certifiers and Pool Safety Inspectors (PSIs) and Owner Builder Permits. 
· [bookmark: _Int_f3abjFNd]Education and engagement: Providing tailored education, information and advice to licensees, home owners and industry. 
· Compliance and enforcement: Conducting proactive regulatory activities to monitor, enforce and promote compliance with legislative obligations.
· Dispute resolution: Offering services to help resolve complaints that arise during building and construction projects.
· Home warranty insurance management: Administering the Queensland Home Warranty Scheme (QHWS) for eligible residential construction work.
· Adjudication: Facilitating the resolution of disputes over progress payments and financial obligations in building and construction projects.
· Frontline service: Connecting customers and providing clear guidance to help them understand their rights, responsibilities and regulatory obligations. 


The QBCC Strategic Plan 2023–2027 (revised for 2024–25)
Vision 
A thriving and resilient building and construction industry, inspiring confidence and supporting sustainable social, environmental and economic outcomes for Queenslanders. 
Purpose 
To deliver excellence in regulatory services to reduce risk and offer protection from harm.
Objectives and strategies
The QBCC Strategic Plan 2023–2027, revised for 2024–25 (Strategic Plan) outlines the QBCC’s strategic direction through to 2027, focusing on five key objectives:
· Objective 1: Support a strong, safe and sustainable industry through responsive regulatory activity to reduce risk and harm.
· Objective 2: Improve the customer experience through the provision of information, advice and decisions that are practical, clearly communicated, transparent and timely.
· Objective 3: Educate and inform customers and stakeholders to support continuous quality improvement.
· Objective 4: Be a sustainable and digitally enabled organisation.
· Objective 5: Be an organisation that supports, values and empowers its people.
The Strategic Plan also details the strategies the QBCC will implement to achieve its objectives, respond to emerging challenges and support the long-term sustainability of Queensland’s building and construction industry. It identifies key organisational risks and opportunities, supported by performance measures to assess and report on progress. 
Through the work of the organisation, the QBCC contributes to three of the Queensland Government’s objectives for the community:
· Safety where you live.
· A better lifestyle through a stronger economy.
· A plan for Queensland’s future.
The Strategic Plan is available for download from the QBCC website.[footnoteRef:2] The Queensland Government’s objectives for the community can be found on the Queensland Government website.[footnoteRef:3] [2:  www.qbcc.qld.gov.au/about-us/our-corporate-publications/strategic-plan]  [3:  www.qld.gov.au/about/how-government-works/our-priorities/governments-objectives-for-the-community] 

Corporate values 
The QBCC’s six values shape its organisational culture, guide decision making and underpin the delivery of effective regulatory services:
· Pursue excellence.
· Be helpful.
· Be courageous.
· Focus on people.
· Be connected.
· Value customers.
Looking ahead
[bookmark: _Int_n9WJfHGO]The QBCC remains committed to enhancing the customer experience by ensuring tradespeople and home owners have timely access to accurate information. Aligned with the Queensland Government’s objectives for the community and the strategic priorities of the DHPW, the QBCC will remain focused on implementing measures that contribute to safety, economic prosperity and sustainable growth within the building and construction industry. 
The Building Regulation Renovation (Building Reg Reno) reform is an important step towards modernising and simplifying building processes across Queensland. As further tranches of the reform are implemented, the QBCC will continue to contribute to their delivery by administering relevant regulatory functions and processes. 
[bookmark: _Reach_across_Queensland]

[bookmark: _Reach_across_Queensland_1][bookmark: _Toc206493011]Reach across Queensland 
[bookmark: _Int_UkfBnECF]The QBCC plays an important role in supporting a strong, safe and sustainable building and construction industry across Queensland. With a presence in both metropolitan and regional areas, the QBCC ensures its services are accessible to tradespeople and home owners throughout the state. The number of active licensees recorded in 2024–25 under licences regulated by the QBCC Act, the Building Act 1975 (Building Act) and the Plumbing and Drainage Act 2018 (PD Act) is outlined in Table 1. 
[bookmark: _Ref201907011][bookmark: _Toc202872031][bookmark: _Toc202872651][bookmark: _Ref202873359][bookmark: _Operational_highlights]Table 1: Active licensees under the QBCC Act, Building Act and PD Act recorded statewide over the past two financial years
	Service centre location
	Active licensees

	
	QBCC Act
	PD Act
	Building Act

	
	
	
	Certifier
	Pool Safety Inspector

	
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25
	2023–24
	2024–25

	Brisbane
	51,684
	53,879
	8,900
	8,990
	304
	289
	210
	209

	Cairns
	5,352
	5,470
	897
	926
	20
	20
	38
	35

	Gold Coast
	12,312
	12,622
	1,818
	1,893
	71
	68
	48
	49

	Mackay
	2,730
	2,809
	529
	543
	11
	10
	18
	20

	Maryborough
	4,441
	4,665
	808
	864
	22
	20
	28
	29

	Rockhampton
	2,991
	3,038
	664
	704
	13
	13
	29
	25

	Sunshine Coast
	11,044
	11,309
	1,611
	1,664
	40
	43
	63
	63

	Toowoomba
	6,217
	6,415
	1,096
	1,194
	23
	23
	27
	29

	Townsville
	3,922
	3,976
	732
	760
	16
	16
	33
	32

	 Total
	100,693
	104,183
	17,055
	17,538
	520
	502
	494
	491







[bookmark: _Toc206493012]Responsibilities 
(Alignment with the QBCC Strategic Objective 1, Strategic Objective 2 and Strategic Objective 3)



[bookmark: _Licensing][bookmark: _Toc206493013]Licensing
The QBCC is responsible for administering a comprehensive licensing framework under the QBCC Act, PD Act and Building Act that ensures individuals and companies possess the necessary qualifications, experience and financial stability to operate within the industry. Its licensing framework covers a wide range of operators, including builders, contractors, subcontractors, fire protection professionals, mechanical services professionals, plumbers, drainers, building certifiers and PSIs. 
To further strengthen licensing oversight, the QBCC collaborates with a range of national and state bodies and forums:
· Australian Skills Quality Authority: Regulates Registered Training Organisations (RTOs) and provides advice in relation to fraudulent qualifications including when issued by RTOs. 
· Department of Customer Services, Open Data and Small and Family Business: Supports the development of digital licensing and photo-ID licence cards to enhance anti-fraud protections.
· National Regulator Forum: Brings together regulators from all Australian jurisdictions and New Zealand to align approaches and share insights.
· BuildSkills Australia: Reviews and develops courses relevant to the building industry.
The QBCC licensing framework underpins a trusted, skilled and resilient building and construction industry that delivers safe and high-quality outcomes for Queenslanders. An overview of the licensing framework administered under the relevant legislation is outlined below:
· QBCC Act: Provides licences for contractors and supervisors carrying out building work, as well as occupational licences for fire protection work and mechanical services work. 
· PD Act: Regulates plumbing and drainage work. 
· Building Act: Applies to building certifiers and PSIs. 
The licensing framework allows individuals and businesses to hold multiple licences, enabling them to perform a range of regulated roles. Table 2 shows the number of licensees holding at least one active licence under the relevant legislation.
[bookmark: _Ref201907399][bookmark: _Toc202872032][bookmark: _Toc202872652][bookmark: _Ref202873368]Table 2: Number of active licensees under the QBCC Act, PD Act and Building Act in 2024–25
	Licences
	Legislation
	Total

	
	QBCC Act
	PD Act
	Building Act
	

	Number of active licensees
	[bookmark: _Hlk202359693]104,183
	17,538
	993
	122,714


[bookmark: _Mutual_recognition]Mutual recognition 
The QBCC processes mutual recognition applications in accordance with the Mutual Recognition Act 1992 (Cth) and the Trans-Tasman Mutual Recognition Act 1997 (Cth). Mutual recognition supports the mobility of licensed tradespeople across Australian states and territories and New Zealand by allowing individuals who hold a licence in another jurisdiction to be granted an equivalent QBCC licence without having to undergo an assessment of their qualifications and experience. Mutual recognition supports a more flexible and efficient workforce, helping to meet industry demands while maintaining consistent standards of safety, quality and compliance across jurisdictions. In 2024–25, the QBCC processed 2,108 mutual recognition applications.
[bookmark: _QBCC_Act_licences]QBCC Act licences
In 2024–25, the QBCC granted QBCC Act licences to 8,175 entities not previously licensed. Table 3 outlines the number of active builder and trade licences current at the conclusion of the reporting period, while Table 4 provides details on the active fire protection and mechanical services licences. 
Each licensee can hold multiple licence classes within or across different licence streams and can also hold more than one type of licence. For example, a fire protection licensee might hold both a nominee supervisor licence and an occupational licence. In addition, fire protection licences are not issued under the site supervisor licence type, as site supervision responsibilities are covered under occupational licences. Therefore, a specific count of site supervisor licences for fire protection is not available. 
[bookmark: _Ref201907465][bookmark: _Toc202872033][bookmark: _Toc202872653][bookmark: _Ref202873374]Table 3: Number of active builder and trade licensees in 2024–25
	Licence type
	Company
	Individual
	Total

	Builder
	11,033
	17,812
	28,845

	Trade Contractor
	14,291
	34,990
	49,281

	Nominee Supervisor
	 N/A
	16,039
	16,039

	Site Supervisor
	 N/A
	5,402
	5,402

	Occupational
	 N/A
	4,616
	4,616


[bookmark: _Ref201907783][bookmark: _Toc202872034][bookmark: _Toc202872654][bookmark: _Ref202873408]Table 4: Number of active fire protection and mechanical services licensees in 2024–25
	Licence class
	Licence stream
	Licence type
	Total

	
	
	Contractor
	Nominee supervisor
	Site supervisor
	Occupational
	

	Fire protection
	Electrical
	473
	471
	N/A
	1,841
	2,785

	
	Fire Safety Professional
	37
	36
	N/A
	14
	87

	
	Passive
	541
	420
	N/A
	1,113
	2,074

	
	Portables
	432
	376
	N/A
	1,653
	2,461

	
	Special hazard
	198
	192
	N/A
	424
	814

	
	Water based
	756
	461
	N/A
	517
	1,734

	Mechanical services
	Air-conditioning and refrigeration
	2,338
	1,111
	115
	3,008
	6,572

	
	Mechanical plumbing
	512
	216
	30
	1,135
	1,893

	
	Medical gas
	150
	52
	13
	263
	478


Owner builder permits
Owner builder permits allow property owners to take direct responsibility for managing and carrying out significant building work instead of engaging a contractor. To be eligible for an owner builder permit, applicants must meet specific criteria including completion of a qualification to demonstrate adequate knowledge of building regulations, safety protocols and construction practices, and to understand their responsibilities and legal obligations under the permit. 
While permits enable property owners to undertake a wide range of building activities and coordination themselves, there are limitations. Owner builder permits do not apply to multiple dwellings and do not authorise work that requires an occupational licence, such as plumbing, fire protection or mechanical services work. Through the administration of owner builder permits, the QBCC supports property owners to actively participate in their building projects while upholding building standards. In 2024–25, the QBCC processed 3,226 new applications for owner builder permits and approved 3,005 of these. At the end of the reporting period, there were 15,961 active owner builder permits issued across the state. 
[bookmark: _PD_Act_licences]PD Act licences
The QBCC also administers occupational licences under the PD Act, authorising individuals to carry out regulated plumbing and drainage work across Queensland. PD Act licences ensure that only qualified and competent individuals perform critical services that impact public health and environmental safety. Applicants must demonstrate the necessary technical qualifications, practical experience and knowledge of relevant legislation and standards to be eligible for a plumbing and drainage licence. Table 5 provides a summary of the number of active PD Act licences at the completion of the reporting period.
[bookmark: _Ref201907728][bookmark: _Ref201907696][bookmark: _Toc202872035][bookmark: _Toc202872655]Table 5: Number of active PD Act licences in 2024–25
	Occupational licence type
	Classes of licence

	Provisional Plumber
	1,077

	Provisional Drainer
	1,058

	Plumber
	14,627

	Drainer
	14,730

	Restricted (limited to specific scopes of work)
	2,239

	Total
	33,731


[bookmark: _Building_Act_licences]Building Act licences
The QBCC administers licences under the Building Act for building certifiers and PSIs. Building Act licences ensure operators meet professional standards. Among building certifier licences, Level 1 permits certification of all classes of buildings and structures, while Level 2 and Level 3 licences impose increasing restrictions on the scope of work. Through regulating building certifiers and PSIs, the QBCC helps to ensure the delivery of safe and compliant buildings and pools, supporting public safety and community wellbeing across Queensland. Table 6 summarises the number of active Building Act licences at the end of the reporting period. 
[bookmark: _Ref201907929][bookmark: _Toc202872036][bookmark: _Toc202872656][bookmark: _Ref202873450]Table 6: Number of active Building Act licences in 2024–25
	Building Act licence types
	Number of licences

	Building Certifier Level 1
	236

	Building Certifier Level 2
	131

	Building Certifier Level 3
	135

	Pool Safety Inspector
	491

	Total
	993


[bookmark: _Financial_compliance_and]Financial compliance and monitoring
An integral part of the QBCC’s licensing framework is ensuring that licensees possess the financial stability and capability to meet their obligations and operate responsibly within Queensland’s building and construction industry. The QBCC is responsible for assessing whether individuals and companies comply with the minimum financial requirements (MFR) set out in the Queensland Building and Construction Commission (Minimum Financial Requirements) Regulation 2018. Meeting MFR is a key indicator that a licensee operates a financially sustainable business with adequate working capital. By upholding these requirements, the QBCC helps mitigate financial risks to creditors, enhance payment protections and promotes a more resilient, transparent and trusted building and construction industry.
In 2024–25, the QBCC undertook the following activities to uphold regulatory standards:
· Monies owed and security of payment investigations: Responded to complaints and undertook compliance action under the Building Industry Fairness (Security of Payment) Act 2017 (BIF Act) to support fair payment practices and protect the industry.
· Financial compliance monitoring: Conducted financial audits and monitored compliance with MFR obligations and trust account requirements.
· Trust account audit programs: Delivered approved audit programs targeting both project trust accounts and retention trust accounts to ensure proper management and oversight of project funds.
· Insolvency impact investigations: Examined the implications of insolvency events on trustee companies and assessed the risk posed to trust account beneficiaries.
· Proactive financial risk intervention: Engaged early with licensees exhibiting signs of financial distress to mitigate potential risks to the industry, supply chain and consumers.
[bookmark: _Financial_reporting]Financial reporting 
The reporting of financial information from licensees to the QBCC helps to identify those who may be operating unsustainably. Financial reporting obligations vary depending on the licensee’s financial category.
In 2024–25, 99.6 per cent of Category 4–7 licensees submitted their annual financial information to the QBCC by 31 December 2024. For Category 1–3 licensees, 95 per cent met the reporting deadline. 
Following the commencement of the Building and Other Legislation Amendment Regulation 2025 in March 2025 as part of the Building Reg Reno, annual reporting requirements were removed for Self-Certifying Category (SC) 1 and SC2 individual licensees. As a result, the administrative burden has been eased for approximately 50,000 low-risk licensees who no longer need to submit annual financial reports to the QBCC.  
Where appropriate, the QBCC takes licensing or regulatory action to address financial risks. Priority is given to matters that present the greatest risk of harm. The QBCC focuses on applying a balanced regulatory response that considers education, engagement, monitoring and enforcement actions to ensure compliance. One such regulatory response is taking disciplinary action under Part 6A of the QBCC Act, which is determined by assessing the licensee’s past compliance with annual financial reporting obligations and may result in one of the following decision outcomes:
· Imposition of condition: A condition is added to the licence requiring the licensee to meet specific obligations within a defined timeframe.
· Suspension: The licence is suspended, restricting the licensee from undertaking work until compliance is achieved. 
· Cancellation: The licence is permanently cancelled due to repeated or serious non-compliance.
The QBCC takes disciplinary actions according to procedures set out in the QBCC Act, including:
· Proposed disciplinary action: The QBCC notifies the licensee of the intended action and provides an opportunity for them to respond and rectify the issue.
· Disciplinary action decision: A formal decision is made and communicated to the licensee.
· Disciplinary decision effected: The decision is enforced and reflected on the licensee’s record.
Regulatory actions delivered by the QBCC demonstrates its regulatory response to non-compliance with financial reporting requirements, ensuring enforcement actions are fair, transparent and consistent. Table 7 provides an overview of disciplinary decisions issued during the reporting period for licensees who did not meet their annual financial reporting obligations.


[bookmark: _Ref201907967][bookmark: _Toc202872037][bookmark: _Toc202872657][bookmark: _Ref202873467][bookmark: _Ref202873495]Table 7: Number of financial compliance-related disciplinary actions issued in 2024–25 by stage
	Stage
	Outcomes
	Total

	
	Imposition of condition
	Suspension
	Cancellation
	

	1. Proposed disciplinary action
	95
	3
	9
	107

	2. Disciplinary action decision
	27
	2
	3
	32

	3. Disciplinary decision effected
	10
	5
	0
	15


The commencement of the Building and Other Legislation Amendment Regulation 2025 in March 2025 removed the requirement for SC1 and SC2 individual licensees to submit annual financial reports. Notwithstanding this, Table 8 outlines the number of regulatory actions taken in response to suspected non-compliance with audit requirements or failure to meet MFR, based on the financial information provided as part of annual reporting.
[bookmark: _Ref201908100][bookmark: _Toc202872038][bookmark: _Toc202872658][bookmark: _Ref202873472][bookmark: _Ref202873501]Table 8: Number of regulatory actions taken in 2024–25 as part of annual financial reporting
	Regulatory action
	Licensee category
	Total

	
	SC1 and SC2 
	Category 1–3
	Category 4–7
	

	Initiation activity

	Request for internal management accounts
	47
	4
	3
	54

	Financial audit commenced
	58
	101
	10
	169

	Non-compliance with financial audit

	Show cause notice
	22
	25 
	6
	53

	Licence suspension
	2
	4 
	1
	7

	Licence cancellation
	2
	2
	1
	5

	Non-compliance with MFR

	Show cause notice
	11
	25
	45
	81

	Licence suspension
	2
	4
	2
	8

	Licence cancellation
	3
	3
	2
	8


Outside of annual financial reporting, the QBCC conducts proactive regulatory activities to ensure ongoing compliance, identify emerging financial risks and safeguard consumers and industry from potential financial distress. Table 9 provides an overview of the regulatory actions taken for non-compliance cases outside of annual financial reporting.
[bookmark: _Ref201908123][bookmark: _Toc202872039][bookmark: _Toc202872659][bookmark: _Ref202873506]Table 9: Number of regulatory actions taken in 2024–25 outside of annual financial reporting
	Regulatory action
	Licensee category
	Total

	
	SC1 and SC2
	Category 1–3
	Category 4–7
	

	Initiation activity

	Request for internal management accounts
	82
	157
	9
	248

	Financial audit commenced
	89
	138
	8
	235

	Non-compliance with financial audit

	Show cause notice
	40
	72 
	4
	116

	Licence suspension
	25
	27
	1
	53

	Licence cancellation
	16
	11 
	0
	27

	Non-compliance with MFR

	Show cause notice 
	17
	47
	2
	66

	Licence suspension
	5
	14
	1
	20

	Licence cancellation
	4
	6
	0
	10


[bookmark: _Monies_owed_complaints]Monies owed complaints
[bookmark: _Int_4cV8CNMF]The QBCC offers a monies owed complaints service to assist subcontractors and suppliers of the building and construction industry who are owed money by a licensed contractor. The monies owed complaints service is intended for situations where payment is overdue.   Complaints can be lodged with the QBCC when the debtor is a QBCC licensed contractor, and either: 
· there is no dispute regarding the amount owed or disputes about the debt are finalised
· payment has been ordered by an adjudicator, the court or tribunal, and the due date has passed.  
While the QBCC cannot enforce or resolve disputes about the validity of the debt, it investigates potential breaches of financial obligations by licensees, as well as indicators of financial distress. Where appropriate, the QBCC can take regulatory action in response to non-payment. Outcomes from adjudicated non-rectification or unjustified non-payment of monies owed can include:
· applying demerit points for unsatisfied judgment debts
· imposing infringement notices and fines
· suspending or cancelling the contractor’s licence.
[bookmark: _Int_YobtIqer]Lodging a monies owed complaint may lead to regulatory consequences that incentivise the debtor to pay the outstanding amount. Monies owed complaints also help the QBCC identify signs of financial instability or non-compliance with MFR among licensees. In 2024–25, the QBCC received 854 monies owed complaints, resulting in the payment of $5 million in outstanding debts to creditors.
[bookmark: _Licence_exclusions]Licence exclusions
Under the QBCC Act and the Queensland Building and Construction Commission Regulation 2018, individuals or companies may be initially prohibited and/or subsequently excluded from holding a QBCC licence if they have:
· serious criminal convictions
· engaged in financial misconduct
· been involved in a relevant bankruptcy or insolvency event
· failed to comply with licensing conditions
· a history of disciplinary action related to their conduct within the building and construction industry.
Excluded individuals can be identified using the QBCC Excluded Individual Register.[footnoteRef:4] In 2024–25, a total of 239 individuals were excluded from licensing, including 130 whose licences were cancelled. In addition, 15 individuals were permanently excluded due to their involvement in a second financial failure. During the same period, 90 companies were excluded as a result of concerns relating to individuals in key management roles at those excluded companies. [4:  https://my.qbcc.qld.gov.au/myQBCC/s/excluded-individual-register] 

[bookmark: _Trust_account_audit]Trust account audit programs 
Licensed builders and contractors are required to establish and maintain trust accounts to protect payments intended for construction work, particularly on behalf of subcontractors. To promote responsible management of trust account funds, the QBCC administers three approved trust account audit programs:
· Retention trust accounts: Used to hold retention money withheld from subcontractors until their contractual obligations are fulfilled.
· Project trust accounts: Used to hold project funds for payment to subcontractors and suppliers involved in a specific construction project.
· Payment claims: Formal payment requests submitted under a construction contract for completed work or supplied materials.
The QBCC audit programs provide oversight to ensure licensees manage trust accounts in accordance with legislative requirements. In 2024–25, the QBCC completed 114 trust account audits across the audit programs, with a further 16 still in progress. In addition, 109 unplanned audits were conducted in response to external intelligence identifying operators at risk of financial failure or insolvency. During the financial year, the QBCC also commenced eight investigations into potential breaches related to the improper administration of trust accounts, with two investigations remaining ongoing. 
[bookmark: _Offence_provisions]Offence provisions
Under the BIF Act, the QBCC is authorised to enforce offence provisions to uphold the integrity of financial systems within Queensland’s building and construction industry. Offence provisions are legally enforceable rules embedded in the BIF Act that deem certain financial breaches or prohibited conduct as unlawful, including: 
· failing to maintain proper financial records
· misusing trust funds
· submitting false or misleading financial information
· failing to comply with mandatory reporting obligations.  
Penalties may include infringement notices resulting in monetary fines, official warnings and, in more severe cases, criminal prosecution. By clearly defining prohibited behaviours and associated consequences, offence provisions play a critical role in promoting financial accountability, and supporting effective oversight and protecting subcontractors, and supporting home owners and the wider community from financial risk and misconduct.
The QBCC is required under the BIF Act to report breaches of the following sections:
· Section 19: All payments from contracting party must be deposited into a project trust account.
· Section 75: Making a payment claim.
· Section 76: Responding to a payment claim.
· Section 88: Adjudicator’s decision.
· Section 90: Respondent required to pay adjudicated amount.
· Part 4A: Payment withholding.
· Part 6A: Charge over property.
Table 10 below outlines the number of compliance actions undertaken during the reporting period, as required under the relevant sections of the BIF Act. No actions were taken under Section 75, Part 4A and Part 6A. 
[bookmark: _Ref201908169][bookmark: _Toc202872040][bookmark: _Toc202872660][bookmark: _Ref202873511][bookmark: _Int_ahJ2cR53]Table 10: Number of compliance actions taken against offence provisions in 2024–25 by required BIF Act Sections
	Outcome
	BIF Act section
	Total

	
	Section 19
	Section 76
	Section 90
	

	Opened
	6
	98 
	68
	172

	Closed
	6 
	79 
	67 
	152

	Infringement notice 
	0
	3
	6
	9

	Warning 
	0
	58 
	41
	99

	Prosecution 
	0 
	0 
	0
	0


[bookmark: _Suspensions_and_cancellations]Suspensions and cancellations  
Under the QBCC Act, the QBCC has the authority to suspend or cancel licences in response to various forms of non-compliance. Grounds for suspending or cancelling a licence include financial misconduct, breaches of licence conditions, being deemed unfit to hold a licence, conviction for an indictable offence or the absence of a nominee supervisor. Table 11 provides a summary of the number of licences suspended or cancelled during the reporting period.
[bookmark: _Ref201908207][bookmark: _Toc202872041][bookmark: _Toc202872661][bookmark: _Ref202873519]Table 11: Number of licence suspensions and cancellations issued in 2024–25 by reasons under the QBCC Act
	Reason
	Regulatory decision outcome
	Total

	
	Suspension
	Cancellation
	

	Active regulatory actions

	Breach of MFR, other than monies owed
	29  
	19 
	48

	Failure to comply with a financial audit
	60
	32
	92

	Failure to pay debts, including monies owed
	62
	24 
	86

	Breach of a licence condition 
	5  
	8 
	13

	Unfit to hold a licence, including interstate or New Zealand licence cancellation or suspension
	0  
	4 
	4

	Convicted of an indictable offence
	0  
	1  
	1

	Owed an amount to the QBCC and failed to comply with a demand to discharge the debt
	2  
	1  
	3

	Company ceased to have a nominee supervisor
	172 
	73 
	245

	Renewal refused—not entitled to a licence
	0
	3
	3

	Disciplinary action
	5
	5
	10

	Immediate suspension
	2
	0
	2

	Failure to comply with a written request
	0
	1
	1

	Disqualified
	0
	2
	2

	Deceased
	0
	77
	77

	Obtained by fraud
	0
	1
	1

	Licence exclusion
	0
	222
	222

	Subtotal
	337
	473
	810

	Voluntary regulatory actions

	Licence surrender
	0
	1,339
	1,339

	Failure to renew
	10,909
	4,488
	15,397

	Subtotal
	10,909
	5,827
	16,736

	Total
	11,246 
	6,300 
	17,546


[bookmark: _Safety_related_licensing]Safety-related licensing investigations  
In 2024–25, the QBCC conducted 219 safety-related licensing investigations triggered by notifications. These investigations involved assessing legislative criteria to determine whether an investigation was warranted, as well as a risk-based assessment including examining the causes of incidents and the behaviours of licensees. Disciplinary action was taken in nine cases, including:
· three licensees who received a reprimand and were required by imposed licence condition to undertake remedial training
· three licensees who received a reprimand with no further action
· three licensees who were required by imposed licence condition to undertake remedial training with no further action.
In a further nine cases, no disciplinary action was taken after licensees responded to show cause notices. Of these:
· eight licensees voluntarily undertook remedial training in line with the proposed training condition
· [bookmark: _Int_RzY1cOdB]one licensee provided a submission that was accepted and the proposed reprimand did not proceed.
Two investigations remain active with decisions pending.

[bookmark: _Education_and_engagement] 

[bookmark: _Toc206493014]Dispute resolution
[bookmark: _Int_HMJU7K0f]The QBCC provides a range of dispute resolution services to assist home owners and contractors in resolving building-related issues. Dispute resolution services prioritise early intervention and practical outcomes to help prevent disputes from escalating to the Queensland Civil and Administrative Tribunal (QCAT). The three primary services offered are:
· Early dispute resolution: An informal and accessible pathway for resolving residential building disputes before the completion of a contract.
· Defective building work complaints: Often involving multiple issues, such as cracked tiles, poor plastering, leaking roofs, unfinished work, foundation movement, framing errors and waterproofing failures.
· Mediation and Conciliation: A pilot initiative that provides a structured forum for early and open communication to support the timely resolution of suitable disputes.
Each complaint item is individually assessed to determine if the work is defective or incomplete, and to establish responsibility. Resolving disputes effectively helps prevent the need for further regulatory enforcement or legal proceedings and supports continued public confidence in the building and construction industry. Table 12 outlines the number of disputes received and directions to rectify (DTR) issued over the past five years. 
[bookmark: _Ref204670554]Table 12: Disputes cases received and directions to rectify issued over the past five years
	 Dispute cases
	2020–21
	2021–22
	2022–23
	2023–24
	2024–25

	Defective building work complaints
	4,792
	5,450
	5,344
	6,115
	5,771

	Early dispute resolution 
	657
	1,050
	962
	899
	801

	Directions to rectify issued
	1,156
	979
	1,009
	1,301
	1,223

	QCAT application submitted for independent review of QBCC dispute decisions
	179
	166
	255
	296
	274


Mediation and Conciliation Pilot Service
In October 2023, the QBCC launched the Mediation and Conciliation Pilot Service (MCPS) project to support the timely resolution of defective building work complaints and help reduce wait times for complainants. Operated as a pilot through to June 2025, the service was offered on a trial basis for suitable dispute cases awaiting review by the Building and Technical Inspectorate. For complex matters where disputes remained unresolved, in-principle or procedural agreements were discussed to facilitate progress towards a resolution and clarify the next steps for all parties involved. Table 13 provides an overview of the dispute cases identified as suitable for the MCPS since its launch, along with the outcomes achieved. 
[bookmark: _Ref204670933][bookmark: _Ref204670759]Table 13: The number of dispute cases identified for MCPS in 2024–25 and outcomes achieved
	Dispute cases
	2024–25

	Identified as suitable for MCPS
	424

	Processed through MCPS
	164

	Total complaint items resolved
	1,278

	Resolved with full or partial resolution
	100

	Fully resolved (all complaint items in dispute withdrawn)
	72

	Partial resolution (one or more complaint items in dispute withdrawn)
	28

	Unresolved
	64

	In-principle or procedural agreement
	32

	No agreement
	32


The 2024–25 development of the MCPS has enhanced the QBCC’s ability to manage and conciliate disputes internally, with access to a panel of well-established external conciliators as needed. In 2024–25, the MCPS resolved 1,278 residential defective building work complaint items, bringing the total number of items resolved to 2,300 since its inception. For cases that proceeded to a conciliation conference, the average time to finalise a matter was 30 business days. In total, 1,278 complaint items in dispute were withdrawn in 2024–25 as a result of customers using the MCPS. 
[bookmark: _Int_LGTTBZNk]Survey findings have been very positive, with most licensees and home owners indicating that they were pleased to hear about the QBCC’s trial of mediation and conciliation services (88 per cent and 85 per cent respectively). 
Internal review
The QBCC provides an independent internal review service to promote fairness, transparency and accountability in regulatory decision making. Established under the QBCC Act, the service allows individuals or businesses dissatisfied with certain regulatory decisions to request an independent review of the original decision. The QBCC Internal Review Unit operates independently of the original decision maker and reassesses matters as if no previous decision had been made. 
The internal review process applies to a range of specified regulatory decisions made by the QBCC, with a full list of reviewable decisions available on the QBCC website.[footnoteRef:5] [5:  www.qbcc.qld.gov.au/complaints-disputes/review-qbcc-decision/what-can-be-reviewed] 

The internal review process has four possible outcomes:
· Upheld: The original decision and reasoning are confirmed.
· Varied: The same outcome is reached, but with different reasoning.
· Overturned: A different or partially different outcome is determined.
· Deemed: If a decision is not made within the legislated timeframe, the original decision becomes the new review decision by law at the end of the review period.
The QBCC internal review process helps reduce the need for matters to escalate to QCAT. In 2024–25, the QBCC received 1,211 requests for internal review of a decision and finalised 967 internal reviews. The outcomes from the completed internal reviews are presented in Table 14.
[bookmark: _Ref204670980]Table 14: Decision outcomes from the completed internal review in 2023–24 and 2024–25
	Internal review decision outcome
	2023–24 number (%)
	2024–25 number (%)

	1. Upheld
	538 (54.5)
	644 (66.6)

	2. Varied 
	111 (11.2)
	150 (15.5)

	3. Overturned 
	128 (13.0)
	149 (15.4)

	4. Deemed 
	210 (21.2)
	24 (2.5)






[bookmark: _Toc206493015]Compliance and enforcement 
Exercising its legislative authority, the QBCC monitors and enforces compliance with building laws, codes and standards to ensure tradespeople operate lawfully and meet their obligations. 
In 2024–25, the QBCC launched its Compliance and Enforcement Strategy 2024–2026 to reinforce its commitment to proactive and risk-based regulation of Queensland’s building and construction industry. The strategy outlines a targeted approach focused on reducing harm, improving industry compliance and safeguarding consumers, licensees and the wider community. Central to the strategy is a shift towards proactive regulatory activity—identifying and addressing emerging risks early through education, engagement and enforcement. Resources are strategically allocated to areas of greatest potential harm, such as non-compliant building work and materials, unlicensed contracting and pool safety concerns. 
Proactive audits and site inspections  
As part of its compliance and enforcement activities, the QBCC undertakes proactive audits and site inspections as a key initiative under the QBCC Compliance and Enforcement Strategy 2024–2026. Proactive audits and inspections help reduce the likelihood of defective work, safety breaches and financial harm to consumers. The QBCC’s forward-looking approach also supports the organisation’s broader regulatory objective to prevent harm before it occurs, rather than responding only after issues arise.
Proactive Insolvency Audit Program
In February 2024, the QBCC launched the Proactive Insolvency Audit Program to identify, review and monitor companies at risk of insolvency. Using risk-based indicators to assess the likelihood of insolvency, the program has supported the reinjection of funds into businesses to help stabilise their financial position. Following the success of Phase 1, Phases 2 and 3 were implemented throughout 2024–25. 
Across Phase 1 to 3, the program has delivered:
· $107 million increase in voluntary cash reserves
· $258 million increase in operating cash flows.
Phase 4 commenced in February 2025, with 29 licensees selected for review based on 2024–25 financial year reporting data. As of June 30, Phase 4 has delivered:
· $31 million increase in voluntary cash reserves
· $60 million increase in operating cash flows.
The Proactive Insolvency Audit Program has achieved a 96 per cent success rate to date, with vast majority of participating licensees continuing to demonstrate solvency following intervention.
Licensing compliance audits  
The QBCC conducts comprehensive monthly licensing compliance audits across the state, which include on-site inspections to verify that contractors and tradespeople are appropriately licensed and complying with their legislative obligations. These visits also provide valuable opportunities to engage directly with contractors, offering education and guidance to support industry understanding and compliance. Where potential unlicensed activity is identified during site visits, the QBCC undertakes further investigation to determine whether enforcement action is warranted. To safeguard consumer interests and maintain industry integrity, the QBCC will adopt a strong regulatory approach in dealing with unlicensed contracting employing its full suite of regulatory tools to address this issue.
In 2024–25, the QBCC carried out targeted site visits across Queensland, focusing on unlicensed contracting and licensed contractors operating outside their approved scope of work. These activities were supported by a month-long compliance campaign in October 2024 to raise awareness about licensing requirements and to promote regulatory compliance. Table 15 summarises the number of site visits conducted and the resulting outcomes during the reporting period.
[bookmark: _Ref204671001]

Table 15: Site visit activities and outcomes for 2024–25
	Compliance activity and outcome
	Site visits
	Total

	
	October campaign
	Total monthly site audits (excluding October)
	

	Sites visited 
	713
	403
	1,116

	Licensing audits completed 
	2,337
	1,345
	3,682

	Total staff involved in campaign
	35
	N/A
	35

	Unlicensed contracting investigations
	18
	5
	23

	Licensee contracting with unlicensed person investigations
	4
	3
	7

	Site sign offences investigations
	227 
	22
	249


Building certifier audits 
The QBCC conducts certifier compliance audits to assess whether building certifiers are meeting their statutory obligations under the Building Act. Audits are undertaken as part of the QBCC’s proactive compliance program and may also be triggered by complaints or indications of potential non-compliance. During each audit, the QBCC identifies high-risk areas of non-compliance and provides education and early intervention opportunities. 
Proactive certifier audits fall into two categories:
· Assessment audits: Involve reviewing a certifier’s files, including approval and inspection documentation, as well as administrative practices to ensure compliance with legislative requirements. 
· Technical audits: Involve on-site inspections of building work at key stages that require certification sign off. 
In 2024–25, the QBCC commenced 16 assessment audits and 57 technical audits. The audits identified two instances of unsatisfactory conduct and 65 instances of satisfactory conduct. Through proactive auditing of certifiers, the QBCC has made recommendations to improve certifier performance in 43 cases.
Safer buildings audits 
Part 4A of the Building Regulation 2021 related to combustible cladding was introduced in 2018 to help identify privately owned buildings in Queensland that might contain potentially combustible cladding. Using a phased approach, the Safer Buildings Program was established for building owners to assess the materials used in their external wall cladding through a series of checklists and register with the QBCC. 
In 2024–25, the QBCC received 13 additional registrations, bringing the total number of registered buildings to 20,028. None of the new registrations were identified as posing a cladding fire risk. In addition, the QBCC conducted 171 site audits during the reporting period (a total of 600 audits since the program’s inception) with the following outcomes:
· Five sites were brought into compliance.
· Five investigations remain ongoing.
· Eight sites were provided with education.
Site inspections 
The QBCC conducts proactive site inspections across residential and commercial construction sites to monitor compliance with building codes and standards. These inspections provide valuable opportunities to engage directly with licensees and educate them on legislative obligations and building requirements. By identifying potential defects early, proactive site inspections help contractors to address issues before they escalate, reducing risks to building occupants and improving overall construction quality. 
Where non-compliance is detected, contractors are given the opportunity to rectify defects before any formal regulatory action is taken. Through its proactive approach, the QBCC continues to support licensees in maintaining proper building standards across Queensland. In 2024–25, the QBCC conducted 4,354 proactive site inspections and identified 556 non-compliant sites that were rectified without regulatory action. 
Inspectors continue to prioritise building elements that present the highest risk to consumer safety and industry standards, with a focus on both fire protection systems and high-risk water ingress areas. In line with the Compliance and Enforcement Strategy, proactive audits have included roofing, facades, internal and external waterproofing, slab edge dampness, and stormwater systems. 
Of the 57 proactive fire audits of completed buildings, 22 identified non-compliance related to fire protection systems. This reflects our commitment to undertaking proactive inspections focused on fire protection and ensuring these systems are installed and maintained by appropriately licensed entities, and educating building owners of their obligations to properly maintain fire systems.
Notifiable work audits 
Notifiable work refers to plumbing and drainage work that does not require local council approval or inspection but must still meet the same safety and quality standards. It must be performed by a licensed plumber or drainer, who is required to submit a Notifiable Work Notification (Form 4/4A) to the QBCC within 10 business days of finishing the work. Notifiable work supports faster project delivery while ensuring regulatory compliance. 
A comprehensive audit program ensures that the relevant notice is being given when notifiable work is completed, with approximately 75 per cent of plumbing and drainage work in Queensland covered by this scope of work. The QBCC audits licensees through random and targeted checks to make sure licensed plumbers are registering Form 4/4As where required.
In 2024–25, the QBCC received 109,689 Form 4/4As and conducted 550 notifiable work audits of plumbers and drainers, including 50 re-audits of licensees who were found to be non-compliant in the previous financial year. Of the audits completed: 
· 330 (71 per cent of completed audits) were found to be compliant 
· 137 (29 per cent of completed audits) were identified as non-compliant. 
An additional 75 audits (14 per cent of total audits) were withdrawn or cancelled due to the licensee not actively contracting for work. Six audits (one per cent of total audits) were also referred for investigation due to failing to respond to the audit request in accordance with Section 48(5) of the PD Act. Following education and guidance from the QBCC, 80 per cent of the reaudited licensees achieved compliance.
Investigations 
The QBCC conducts a wide range of investigations to uphold the integrity, safety and standards of Queensland’s building and construction industry. Guided by the QBCC Compliance and Enforcement Strategy 2024–2026, conducting investigations to ensure compliance across various building activities is a core component of the QBCC’s regulatory responsibilities. 
During 2024–25, the top five offences identified through these investigations accounted for 50 per cent of all cases:
· unlicensed contracting (46 per cent)
· breaches of domestic building contract requirements (22 per cent)
· insurance-related non-compliance (18 per cent)
· improper use of a licence (10 per cent)
· false or misleading advertising (4 per cent).
By detecting and addressing unlawful conduct, the QBCC plays a key role in protecting consumers and industry from harm. Table 16 provides a summary of the top five alleged offences opened for investigation over the past five years, highlighting the most frequently occurring types.
[bookmark: _Ref204671098][bookmark: _Ref203381600]Table 16: Number of alleged offences (top five) opened for investigation over the past five years
	Alleged offence
	2020–21
	2021–22
	2022–23
	2023–24
	2024–25
	Total

	Breaches of domestic building contract requirements
	563
	719
	812
	470
	413
	2,977

	Unlicensed contracting
	565
	651
	735 
	836
	864
	3,651

	Insurance-related non-compliance
	386
	312
	339
	316
	339
	1,692

	False or misleading advertising
	243
	354
	320
	124
	77
	1,118

	Improper use of a licence
	125
	172
	204
	179
	181
	861

	Total
	1,882
	2,208
	2,410
	1,925
	1,874
	10,299


Plumbing investigations  
The QBCC investigates complaints related to plumbing and drainage work to help reduce risks to public health, safety and the environment. A dedicated team of specialist investigators monitor and enforce compliance with the PD Act and the QBCC Act, primarily focusing on three key areas:
· Licensing: Ensuring all plumbing and drainage work is carried out by qualified individuals.
· Permits: Regulating the approval framework for certain types of plumbing and drainage work.
· Compliance: Verifying that work meets legislative requirements, guidelines and relevant codes.
In 2024–25, the QBCC finalised 44 plumbing and drainage investigations, resulting in six penalty infringement notices totalling $7,207 in penalties. No disciplinary orders were issued in 2024–25.
Building certifier investigations 
Under the Building Act, the QBCC is authorised to monitor certifier compliance and investigate written complaints involving alleged unsatisfactory conduct by current or former building certifiers. In 2024–25, the QBCC finalised 125 investigations into building certifiers. Of the finalised investigations, 16 resulted in findings of unsatisfactory conduct, one matter was referred for disciplinary proceedings, and 18 were assessed as satisfactory conduct. A further 90 complaints were dismissed, withdrawn or not progressed due to failing to meet minimum submission requirements or lacking sufficient evidence. In addition, during the reporting period, QCAT determined two instances of professional misconduct involving building certifiers, following disciplinary proceedings initiated by the QBCC. In both cases, fines were issued, and one individual was disqualified from applying for a certifier’s licence for a period of 12 months. 
Licensing demerit points
The QBCC administers a licence demerit point system designed to deter non-compliant and unlawful behaviour among licensees. Under the system, licensed contractors who breach provisions of the QBCC Act may incur up to 10 demerit points per offence depending on the severity of the breach. The most common breaches that result in demerit points include:
· contractual breaches
· failure to rectify defective work
· failure to pay insurance premium
· building certification offences.
[bookmark: _Ref203381707]Licensees who accumulate 30 demerit points within a three-year period are disqualified from holding a licence for three years. A second disqualification within the following 10 years results in a lifetime ban from holding a QBCC licence. Table 17 provides a summary of the type of licence breaches and demerit points issued over the past five years, highlighting the most frequent types of non-compliance.
[bookmark: _Ref204671118][bookmark: _Ref203400020]Table 17: Number of demerit points issued over the past five years
	Breach
	2020–21
	2021–22
	2022–23
	2023–24
	2024–25

	Contractual
	1,720
	1,866
	1,454
	908
	984

	Failure to rectify defective work
	2,556
	2,768
	3,092
	2,948
	3,220

	Failure to pay insurance premium
	258
	332
	430
	388
	456

	Other
	162
	178
	208
	348
	222

	Total 
	4,696
	5,144
	5,184
	4,592
	4,882


Non-conforming building product investigations 
The QBCC plays a critical role in investigating non-conforming building products (NCBPs) to protect the safety, compliance and integrity of Queensland’s built environment. NCBPs are materials or components that are unsafe, non-compliant with regulatory standards or do not perform as intended. 
Where NCPBs are identified following a technical audit, the QBCC undertakes a formal investigation for potential breach of duties under Part 6AA of the QBCC Act, engaging directly with responsible parties to ensure removal or the implementation of appropriate remedial action. These investigations can result in a range of regulatory outcomes, including:
· formal warnings
· prosecution
· remedial action orders
· public warnings
· educational materials
· published information
· ministerial warning 
· recalls
· disciplinary action.
The QBCC proactively educates product designers, manufacturers, importers, suppliers, installers, architects and engineers across the chain of responsibility to improve awareness and compliance with NCBP laws. These combined efforts support product safety standards, protect consumers and help detect and disrupt serious harm. Table 18 outlines the number of NCBP complaints assessed through the QBCC triage and technical audit processes during the reporting period, along with their corresponding outcomes.
[bookmark: _Ref204671153][bookmark: _Ref203399812]Table 18: Number of NCBP cases assessed in 2024–25 and their outcomes
	Assessment
	2024–25

	Stage
	Case outcome
	

	Triage
	Escalated to technical audit
	11

	
	Resolved through general education without formal findings of non-conformance
	20

	
	Resolved through retaining information as general intelligence
	38

	
	Not related to NCBP, referred to other QBCC functions
	10

	
	Not related to NCBP, referred to other agencies
	4

	Technical audit
	Confirmed as NCBP and referred for formal investigation
	5

	
	Resolved through specialised education following technical audit
	3

	
	Insufficient or no evidence of NCBP following technical audit
	3


Pool safety investigations 
The QBCC is responsible for enforcing pool safety laws under the Building Act, which aims to reduce the risk of drowning and injury by ensuring pool owners and PSIs comply with the pool safety standards. The QBCC conducts pool safety investigations that focus on:
· responding to complaints about PSIs and pool owners
· monitoring and enforcing compliance among licensed PSIs to ensure professional conduct.
Under its regulatory responsibilities, the QBCC maintains registers of regulated pools and licensed PSIs. The QBCC audits PSI activities and investigates complaints relating to both non-compliant pools and inspector conduct. 
[bookmark: _Int_T99va8RO]In addition, the QBCC promotes voluntary compliance by educating home owners, PSIs and other stakeholders about their pool safety obligations. 
Where pools are found to be unsafe, the QBCC refers cases to local governments for further inspection and enforcement action. Issued by PSIs, pool safety certificates are legally required when selling, buying or leasing a property with a regulated pool. The QBCC investigates cases where pool owners fail to obtain a certificate within the required timeframe or neglect to notify the QBCC when a property with a regulated pool is sold without an active pool safety certificate. Table 19 provides an overview of pool safety and inspector investigation outcomes over the past five years.
[bookmark: _Ref204671170][bookmark: _Ref203399848]Table 19: Number of pool safety and PSI investigations and outcomes over the past five years
	Type
	Outcome
	2020–21
	2021–22
	2022–23
	2023–24
	2024–25
	Total

	Pool owner investigations
	Investigations
	6
	3
	109
	36
	3
	157

	
	Warning notice
	3
	1
	64
	2
	N/A
	70

	
	No action 
	3
	2
	45
	34
	3
	87

	PSI investigations
	Investigations
	65
	43
	20
	42
	46
	216

	
	Disciplinary action
	42
	18
	11
	26
	25
	122

	
	Reviewed by Internal Review Unit
	2
	N/A
	1
	3
	3
	9

	
	No action
	1
	1
	0
	18
	1
	21

	
	Withdrawn
	7
	1
	0
	2
	4
	14


In 2024–25, the QBCC referred 51 investigations to local governments for further inspection or enforcement and received 117 immersion incident reports from Queensland Health involving young children. Investigations identified 17 sites where a regulated pool was not recorded on the QBCC’s pool register.
Contract compliance investigations 
The QBCC reviews domestic and commercial building contracts to ensure compliance with the statutory requirements of the QBCC Act. Most reviews arise from complaints made by home owners, contractors or other parties involved in residential building work. Common breaches identified through these reviews include non-compliance with contract requirements, deposit amounts, variations and progress payments. Although the QBCC reviews both domestic and commercial contracts, priority is given to complaints concerning domestic contracts due to their complexity and the greater vulnerability of home owners, many of whom have limited experience with building contracts. By focusing on domestic contracts, the QBCC seeks to reduce non-compliance and strengthen protections for home owners. Where breaches are identified, the QBCC has the authority to take regulatory action. Table 20 provides a summary of compliance investigations and outcomes for the reporting period.
[bookmark: _Ref204671202][bookmark: _Ref203399881]Table 20: Contract compliance outcomes in 2024–25
	Outcome
	Contracts
	Total

	
	Domestic
	Commercial
	

	Investigations
	413
	14
	427

	Warnings
	131
	2
	133

	Infringement notices 
	98
	4
	102





[bookmark: _Toc206493016]Queensland Home Warranty Scheme
[bookmark: _Int_dOqMpOTE][bookmark: _Int_ZDUpXqI3]The QBCC administers the QHWS, a consumer protection initiative covering eligible residential construction projects in Queensland valued over $3,300. The QHWS serves as a safety net for home owners by providing financial protection against incomplete and defective building work. The QHWS provides compensation of up to $200,000 by default, and up to $300,000 if the home owner opts for additional cover, to protect against costs associated with completing or rectifying defects that arise within the specified warranty period. 
[bookmark: _Int_9jk3gt4r]By doing so, it protects home owners from unexpected expenses and provides peace of mind. 
[bookmark: _Int_VwXYFYy2]Where a contractor fails to complete or rectify defective work, the QHWS steps in to resolve the issue and seek reimbursement of the costs of doing so directly from the responsible contractor. This process saves the home owner the time, cost and effort of pursuing legal action themselves and holds the responsible contractor accountable. Table 21 outlines key activities delivered under the QHWS. 
[bookmark: _Ref204671557]Table 21: QHWS activities administrated over the past five years
	 QHWS activities
	2020–21 
	2021–22 
	2022–23 
	2023–24 
	2024–25 

	Total value of notified works ($B) 
	16.8
	15.9
	16.1
	18.3 
	21.5

	Issued policies (total number)
	168,468 
	150,171 
	150,164 
	150,825 
	164,050

	Renovations (%) 
	76.6 
	79.7 
	82.4 
	80.7 
	79.4

	New construction (%) 
	23.4 
	20.3 
	17.6 
	19.3 
	20.6

	Premiums ($M) 
	140.9 
	142.7 
	150.3 
	169.1 
	198.3

	Received claims (total number)  
	1,537
	1,856
	2,745
	2,299
	1,964

	Approved claims ($M) 
	31.3 
	35.1 
	68.6 
	88.7 
	60.7

	Defective work ($M) 
	16.6 
	16.9 
	17.3 
	21.7 
	23.5

	Non-completion ($M) 
	9.9 
	13.4 
	47.5 
	62.9 
	31.4

	Subsidence ($M) 
	4.8 
	5.7
	3.8 
	4.1 
	5.8

	Recovered paid-out costs ($M) 
	3.2 
	2.3 
	4.8 
	3.9 
	4.3





[bookmark: _Toc206493017]Adjudication
Adjudication provides a timely, efficient and cost-effective method for resolving payment disputes within the industry. Established under the BIF Act, adjudication helps ensure individuals working in the building and construction industry are paid promptly for the work they do, thereby supporting cash flow and financial stability across the industry. Adjudication decisions are made by independent qualified adjudicators registered with the Adjudication Registry (Registry). In 2024–25, the Registry recorded 1,946 enquiries.
[bookmark: _Adjudication_applications_and]Adjudication applications and decisions
Individuals are entitled to lodge an adjudication application to resolve payment disputes under the BIF Act. Adjudication applications may arise from failure to provide a payment schedule in response to a payment claim. They may also result from the provision of a payment schedule for less than the claimed amount, or from payments not being made in full by the due date.
Adjudication applications are categorised based on the claimed amount:
· Standard: For payment claims of up to $750,000.
· Complex: For payment claims exceeding $750,000.
After a decision is made, the claimant and respondent must pay the adjudicator’s fees for their time in making the decision. Once fees are paid, the adjudicator releases their decision to the claimant, respondent and the Registry. Table 22 provides an overview of the total number of valid adjudication applications received by the Registry during the reporting period, along with the corresponding value of claims. 
[bookmark: _Ref201911414][bookmark: _Toc177031282][bookmark: _Toc202872052][bookmark: _Toc202872672][bookmark: _Ref202873572]Table 22: Total number of valid adjudication applications received in 2024–25 and value of claims
	Application type
	2024–25

	Standard 
	273

	Complex
	51

	Value of claims ($)

	Maximum 
	80,960,568.29

	Minimum 
	234.09

	Average 
	1,594,665.80 

	Total
	516,671,718.86


[bookmark: _Hlk140062214]While the Registry is responsible for appointing adjudicators, it records adjudication decisions and related content only after they are released by the adjudicator. Table 23 summarises the number of adjudication decisions released during the reporting period, along with the total values claimed and awarded.
[bookmark: _Toc202872053][bookmark: _Toc202872673][bookmark: _Ref201911464]Table 23: Total number of adjudication decisions released in 2024–25, including value of claims and amount awarded under adjudication
	Application type
	2024–25

	Standard
	179

	Complex
	35

	Value of claims ($)

	Maximum
	633,969,448.12

	Minimum
	234.09

	Average
	4,471,805.11

	Total
	956,966,293.88

	Amount awarded under adjudication ($)

	Total awarded
	81,873,482.13


To provide further insight into the distribution of claims across Queensland, Table 24 presents a regional breakdown of valid adjudication applications received by the Registry, including the total value of claims submitted during the reporting period. The table also includes an overview of decisions released and the corresponding amounts awarded for all applications assessed within the same period.
[bookmark: _Ref201911514][bookmark: _Toc177031287][bookmark: _Toc202872054][bookmark: _Toc202872674][bookmark: _Ref202873585][bookmark: _Int_mtTxhrHL]Table 24: Total number and value of valid adjudication applications made, and decisions released in 2024–25 by region
	Decisions by region 
	Applications made
	Decisions released

	
	Applications made
	Value of claims ($)
	Decisions released
	Value of claims ($)
	Adjudicated amount ($)

	Brisbane
	190
	167,800,026.47
	119
	42,538,993.10
	15,765,840.36

	Cairns
	6
	5,562,111.08
	3
	1,267,634.50
	10,334.50

	Gold Coast
	58
	166,782,055.68
	40
	211,046,322.20
	41,445,010.53

	Mackay
	9
	16,307,406.45
	5
	15,086,617.89
	11,141,639.45

	Maryborough
	4
	3,804,152.37
	3
	182,729.70
	62,166.71

	Rockhampton
	11
	82,511,737.22
	6
	1,462,019.30
	964,392.82

	Sunshine Coast
	28
	10,443,174.36
	22
	8,578,928.47
	2,885,911.37

	Toowoomba
	13
	30,048,038.88
	10
	641,058,767.08
	3,148,055.56

	Townsville
	5
	33,413,016.35
	6
	35,744,281.64
	6,450,130.83

	Total
	324
	516,671,718.86
	214
	956,966,293.88
	81,873,482.13


[bookmark: _Adjudication_application_fees]Adjudication application fees 
Application fees are payable by the claimant at the time of lodgement and vary according to the value of the claim. Table 25 provides an overview of the received adjudication application fees over the financial year. 
[bookmark: _Ref201911594][bookmark: _Toc177031289][bookmark: _Toc202872055][bookmark: _Toc202872675][bookmark: _Ref202873589]Table 25: Number of valid adjudication applications and corresponding application fees received in 2024–25
	Claim value ($)
	Applications
	Average claimed amount ($)
	Average application fees ($)

	0–10,972.65
	59
	5,346.02
	64.34

	10,972.65–54,863.45
	112
	28,841.78
	193.08

	54,863.45–109,726.90
	38
	78,695.82
	321.82

	109,726.90–274,317.25
	42
	185,683.11
	450.71

	274,317.25–548,634.50
	19
	373,535.70
	579.40

	548,634.50–822,951.80
	3
	606,010.35
	708.13

	822,951.80–1,195,558.00
	7
	989,814.91
	836.92

	> 1,195,558.00
	44
	11,056,658.61
	3,620.28


Adjudicator fees  
For progress payment claims under $25,000, maximum fees are predetermined based on the claim value. For claims over $25,000, fees are agreed between the adjudicator and the parties, taking into account the work performed, and expenses incurred. Table 26 provides a summary of decisions released by the adjudicator and the associated fees.
[bookmark: _Ref201911671][bookmark: _Toc202872056][bookmark: _Toc202872676][bookmark: _Ref202873593]Table 26: Number of adjudication decisions and corresponding adjudicator fees received in 2024–25
	Claim value ($)
	Total released decisions
	Average claimed amount ($)
	Average adjudicator fees ($)

	0–10,972.65
	38
	5,243.26
	655.56

	10,972.65–54,863.45
	61
	30,393.49
	3,188.62

	54,863.45–109,726.90
	33
	78,119.56
	8,463.71

	109,726.90–274,317.25
	30
	189,003.72
	16,467.55

	274,317.25–548,634.50
	14
	386,876.52
	21,868.56

	548,634.50–822,951.80
	3
	581,957.09
	14,168.33

	822,951.80–1,195,558.00
	2
	1,106,803.89
	7,820.00

	> 1,195,558.00
	33
	28,402,704.24
	60,868.88


[bookmark: _Adjudicators]Adjudicators
Adjudicators are independent qualified professionals appointed to make court-enforceable decisions in payment disputes under the BIF Act. Individuals seeking registration as adjudicators must apply through the Registry, where all applicants are assessed against the relevant legislative requirements. Registrations are valid for three years and must be renewed to remain active. Table 27 outlines adjudicator registrations and renewals processed by the Registry during the reporting period, along with the associated fees received.
[bookmark: _Ref201911708][bookmark: _Toc202872057][bookmark: _Toc202872677][bookmark: _Ref202873597]Table 27: Number of adjudicator applications and associated fees received in 2024–25
	Application type
	Total number
	Total fees

	Registration  
	8
	$7,152.48

	Renewal  
	34
	$30,398.04


Note. Renewal fees represent renewal paid on a cash basis (i.e. when debt is paid) as opposed to on an accrual basis as reported in the financial statements.
[bookmark: _Adjudicator_grading]Adjudicator grading
Adjudicators are categorised as either Grade 1 or Grade 2, depending on their level of experience. While Grade 1 adjudicators undergo annual classification review, no ongoing review is required for Grade 2 adjudicators. To be appointed as a Grade 2 adjudicator or to progress from Grade 1 to Grade 2, individuals must meet both of the following criteria or demonstrate equivalent experience: 
· Have delivered at least 10 adjudication decisions.
· At least five of the 10 delivered decisions have involved progress payments exceeding $25,000.
[bookmark: _Int_2DwIp4sR]At the time of the annual review completed on 31 October 2024, the Registry listed a total of 51 Grade 1 and 80 Grade 2 adjudicators. As part of the adjudicator grade review conducted during the reporting period, four Grade 1 adjudicators were elevated to Grade 2 status. 
[bookmark: _Professional_development]Professional development 
[bookmark: _Int_xApRVQiv]Under the BIF Act, adjudicators must undertake continuing professional development (CPD) to maintain their registration. Participation in CPD activities, such as seminar, lectures, workshop and conferences, ensures adjudicators remain up to date with legislative changes and industry best practices. Eligible activities are outlined in the CPD Adjudicators Policy,[footnoteRef:6] and compliance is assessed annually. During the 2025 CPD reporting period, 1–14 April 2025, there were a total of 136 adjudicators registered. Of these, 131 submitted their CPD records, three were suspended due to non-compliance, one was granted an exemption and one was not required to submit records under BIF provisions.  [6:  www.qbcc.qld.gov.au/sites/default/files/2021-10/publication-adjudicator-cpd-policy.pdf] 

[bookmark: _Forecast_of_Registry]Forecast of Registry operations
The Registry continues to review all systems and processes to ensure efficiency in meeting its statutory mandate. To further improve the customer experience across Brisbane and regional areas, the Registry works collaboratively with the QBCC staff to conduct annual training on the adjudication process and develop associated procedures. For the next financial year, Registry priorities are likely to include, but not be limited to: 
· implementation of any legislative reform as required
· meeting the demand for consumer advisory services
· providing education and engagement with industry and registered adjudicators.
By providing the industry with access to fair, transparent and accessible adjudication services, the Registry continues to play a critical role in safeguarding the financial interests of stakeholders. Timely resolution of payment disputes supports business continuity, maintains healthy cash flow throughout the supply chain, and reduces the risk of costly project delays or legal escalation. In doing so, the Registry strengthens confidence in the payment system, promotes financial certainty, and contributes to a more resilient and sustainable building and construction industry in Queensland.

[bookmark: _Toc206493018]Frontline service
[bookmark: _Int_OWM3cMSk]Delivering accessible, timely and helpful frontline customer support is central to the QBCC’s commitment to serving Queensland’s building and construction industry. Customer service teams play a vital role in engaging with a wide range of customers, including home owners, builders, contractors, subcontractors, industry professionals and the broader community.
As the first point of contact for many, frontline service teams provide guidance, resolve queries and help customers understand their rights and responsibilities. Frontline services are delivered through multiple channels, including phone support, face-to-face service centres and online platforms. Through its frontline services, the QBCC promotes safety, fairness and informed decision making. 
[bookmark: _Contact_centre]Contact centre  
The QBCC contact centre serves as a vital frontline channel for engaging with customers across Queensland. As the primary channel for customer enquiries, the QBCC contact centre delivers consistent, timely and informative services that enhance the customer experience, support regulatory compliance and strengthen public trust in the QBCC’s role within the building and construction industry. 
Table 28 provides an overview of customer interactions managed by the QBCC contact centre during the reporting period, along with comparisons to the previous four years. 
Introduced in January 2024, the Subject Matter Expert (SME) roster is designed to strengthen frontline service capability. The initiative ensures customers have timely access to accurate advice from operational experts when specialised support is required. 
[bookmark: _Ref201911756][bookmark: _Toc202872058][bookmark: _Toc202872678][bookmark: _Ref202873600]Table 28: Number of customer interactions over the past five years
	Service centre interactions
	2020–21
	2021–22
	2022–23
	2023–24
	2024–25

	Phone calls
	238,479
	188,644
	151,987
	147,560
	138,618

	Emails
	20,683
	10,761
	9,540
	9,145
	9,466

	SME referrals
	N/A
	N/A
	N/A
	308
	634

	Front counter enquiries

	Brisbane
	3, 878
	5,873
	5,471
	4,877
	6,471

	Regional
	15,063
	15,025
	14,262
	14,362
	15,846


[bookmark: _Customer_feedback]Customer feedback 
The QBCC values customer input as an important tool for improving service delivery and strengthening customer trust. Feedback received from customers provides insights into their experiences, expectations and opportunities for improvement. Table 29 presents an overview of feedback received through the customer feedback and enquiry form on the myQBCC portal, broken down by category, and compared with feedback from previous years.
[bookmark: _Ref201911862][bookmark: _Toc202872060][bookmark: _Toc202872680][bookmark: _Ref202873608]Table 29: Volume of customer feedback received through the myQBCC portal over the past four years
	Feedback category
	2021–22
	2022–23
	2023–24
	2024–25

	Suggestions
	471
	426
	222
	265

	Compliments
	94
	64
	76
	48

	Complaints
	1,175
	697 
	741 
	640


[bookmark: _Complaints_Management_Review]In 2024–25, the QBCC also commenced the Complaints Management Review Project to strengthen its handling of complaints about the QBCC. The initial phase of the project streamlined processes, standardised data and enhanced internal management of complaints.
Service improvement 
[bookmark: _Customer_Experience_Strategy]The QBCC is committed to providing high-quality, customer-focused services and continues to deliver a range of service improvement initiatives. 
Customer Experience Strategy  
At the centre of improving the customer experience is the implementation of the QBCC Customer Experience Strategy 2024–2027 (CX Strategy). The CX Strategy provides a structured approach to enhancing customer interactions, improving responsiveness and strengthening trust in the QBCC’s regulatory services. Developed with input from customers, staff and industry stakeholders, the CX Strategy provides a clear roadmap to improve customer interactions, increase service accessibility and build stronger trust in the QBCC’s regulatory functions. 
The CX Strategy aims to enhance communication, streamline service delivery and deepen the understanding of customer needs to better inform decision making and drive continuous improvement. To achieve these outcomes, the strategy centres around five key focus areas:
· Learn from customers: Gather insights to better understand customer needs and their experience.
· Put customers first: Develop a culture where customer needs guide decision and action across all teams.
· Make impactful improvements: Design and prioritise changes that simplify processes and improve clarity for customers.
· Support CX with technology: Enhance tools, systems and processes to deliver smooth, reliable and user-friendly experiences.
· Strengthen governance and leadership: Build leadership capability, improve reporting and support staff to deliver consistently high service standards.  
By embedding the five areas into day-to-day operations, the QBCC is working to deliver clearer communication, faster response times and more reliable services.
[bookmark: _Subject_Matter_Expert]

[bookmark: _Toc206493019]Education and engagement
[bookmark: _Int_6wA4nh9G]The QBCC plays an important role in educating and engaging with customers and stakeholders across Queensland’s building and construction industry. In line with its legislated responsibilities under the QBCC Act, the QBCC is required to provide support, education and advice to promote a safer, more compliant and better-informed building and construction industry. Through targeted education and meaningful engagement activities, the QBCC helps home owners, tradespeople and industry understand their rights, responsibilities and regulatory obligations. 
Community engagement  
[bookmark: _Int_a1pwkHXC][bookmark: _Int_MsZWIyeH]The QBCC’s staff actively engage with communities across Queensland, regularly interacting with TAFE institutions, industry bodies, home owners and disaster management groups at both local and state levels. In 2024–25, the QBCC delivered five online information sessions to help home owners, tradespeople and industry stay informed about emerging issues and updates to regulatory requirements. Table 30 provides a summary of webinars delivered during the reporting period.
[bookmark: _Ref203746084]Table 30: Webinars delivered in 2024–25
	[bookmark: _Internal_review]Webinar
	Attendee count
	Delivery date
	Target audience
	Survey feedback on level of understanding 

	
	
	
	
	Pre-session 
(%)
	Post-session
(%)

	[bookmark: _Int_hQ8w0Do8]Home owner information session: Guidance on building and renovation
	6
	August 2024
	[bookmark: _Int_vmZDGolW]Home owners
	50.0
	90.0

	Building smarter together: Compliance in Queensland through energy
	20
	September 2024
	Energy Queensland professionals
	47.0
	70.0

	Construction Industry Trust Account Framework
	133
	October 2024
	Licensees
	58.0
	77.0

	Service Trades Council: Notifiable work, annual reporting and home warranty insurance requirements 
	45
	November 2024
	Plumbing, drainage, fire protection and mechanical services licensees and members
	68.0
	78.0

	NCBP: Roles and legal duties in eliminating NCBPs 
	256
	April 2025
	Engineers
	62.0
	80.0


[bookmark: _Int_u028wQnv]Home owner engagements
[bookmark: _Int_j91W7CMQ]The QBCC actively engages with home owners to support informed decision making and strengthen their understanding of their rights and responsibilities when undertaking building or renovation projects. Through tailored communications, information delivery initiatives and direct support services, the QBCC offers practical guidance on working with licensed contractors, navigating the building process, and accessing dispute resolution and home warranty insurance services. Attendee feedback from these engagements has consistently indicated a positive experience. In addition to participating in the Brisbane Home Shows, the QBCC exhibited at three Bunnings Trade Expos and one Mitre 10 Trade Expo during the reporting period. 
[bookmark: _Ondemand_educational_videos]On-demand information videos 
[bookmark: _Int_L6OuXQXb]In 2024–25, the QBCC expanded its customer engagement efforts by launching a series of short, on-demand, informative videos, published to YouTube. Publishing short videos on the YouTube platform demonstrates the QBCC’s commitment to providing accessible and flexible learning opportunities for customers and the wider community, enabling them to better understand key regulatory processes at a time and place that suits them. Designed to be clear, concise and easy to follow, the videos cover a range of important topics, including home owner information, financial compliance obligations, pool safety requirements and entitlements under the QHWS.
[bookmark: _Blackboard_Learning_Management]Blackboard Learning Management System
The Blackboard Learning Management System (LMS) is a digital platform designed to deliver structured, accessible and scalable learning for licensees and industry stakeholders through the myQBCC portal. In 2024–25, the QBCC progressed the development of the LMS. During the reporting period, the QBCC established key collaborative partnerships with the Housing Industry Association, Master Plumbers Association of Queensland and other industry bodies. These partners expressed strong interest in co-developing future learning initiatives aligned with the QBCC Compliance and Enforcement Strategy 2024–2026 and its top 10 defect priorities. The first topic under development is focused on waterproofing, with further foundational work progressing to ensure the successful public release of the LMS. 
[bookmark: _Communication_campaigns]Communication campaigns  
[bookmark: _Int_lELg5ggS]The QBCC delivers strategic communication initiatives to drive awareness and understanding among home owners, tradespeople, industry and the broader community. These initiatives play an important role in improving knowledge of regulatory responsibilities, promoting compliance and encouraging best practices across Queensland’s building and construction industry. By leveraging a mix of digital, print and in-person channels, the QBCC ensures its communications are accessible, timely and tailored to a broad range of audiences.
In 2024–25, the QBCC delivered a range of targeted communications to licensees on key industry topics. Clear guidance was provided on changes introduced through the Building and Other Legislation Amendment Regulation 2025 and its implications for various licence classes. Licensees also received updates and resources related to amendments to the National Construction Code, particularly the new residential energy efficiency requirements. To support a month-long series of statewide on-site compliance audits, the QBCC shared practical information to help licensees meet their building site obligations. Timely reminders were also issued to support compliance with mandatory financial reporting. Key priorities outlined in the QBCC Compliance and Enforcement Strategy 2024–2026 were also communicated to industry stakeholders.
[bookmark: _Int_bsTaEJ8Q][bookmark: _Int_2CLzhSAr][bookmark: _Int_4XE0b4LC][bookmark: _Int_YabJ3Jjl]To assist home owners, the QBCC released new resources describing the owner builder permit process, including eligibility criteria and the types of work permitted. A new Home Owner Hub was also launched on the QBCC website, guiding home owners through the five key stages of the building and renovation process. The QBCC further extended its community engagement efforts by issuing joint messages to home owners and licensees regarding responsibilities and recovery steps following natural disasters. Clarification was also provided to customers regarding eligibility under the QHWS, including confirmation that coverage excludes multi-dwelling buildings over three storeys.
[bookmark: _Stakeholder_engagement]Disaster response
In response to multiple natural disasters during 2024–25, the QBCC significantly increased its presence and support across affected regions, with some regional offices recording a 20 per cent rise in enquiries compared to the previous months. Targeted assistance included presentations on licensing and permits, a recovery factsheet with QR code distributed through recovery hubs and industry partners, and a dedicated flood recovery webpage. Information was also provided on QHWS eligibility and the importance of engaging licensed trades. 
[bookmark: _Int_97Hjovhk][bookmark: _Int_h8nDGRpE]Following events such as ex-Tropical Cyclone Alfred and the Far North Queensland declared flood disaster, regional staff from the QBCC were deployed to recovery centres in Hervey Bay, the Gold Coast, Ingham, Tully and Cardwell. The QBCC regional offices in affected areas saw continued high demand, with most enquires related to trade and occupational licences and owner builder permits. The QBCC also undertook targeted data-driven inspections as rectification work commenced, and supported home owners and owner builders with information about the newly launched Home Owner Hub. 
Industry engagement
The QBCC maintains strong collaborative relationships with industry stakeholders to support a safe, compliant and high-performing building and construction industry in Queensland, while also driving continuous quality improvement. Through regular engagement with licensees, peak bodies, professional associations, government agencies and community groups, the QBCC seeks to build mutual understanding, gather feedback, and share timely information on regulatory changes, emerging issues and industry priorities. Collaboration helps to ensure regulatory approaches are well-informed, practical and responsive to the needs of industry as well as the broader community.
In 2024–25, the QBCC delivered a range of engagement activities, including information sessions and digital communications. The QBCC also actively participated in various industry-specific forums, visited training organisations and attended active building sites to engage directly with licensees, apprentices and industry professionals. These efforts created valuable opportunities for two-way dialogue, enabling the QBCC to remain responsive to emerging issues and community expectations. Regional QBCC staff across the state actively engaged with industry and communities through attendance at events and trade shows, and formal interactions with organisations such as TAFE, peak industry bodies, and disaster management groups at the local and state levels. Engagement activities included presenting at trade shows and to final-year TAFE students on licensing responsibilities and pathways, the QBCC’s educational resources, and the role of the QBCC as a regulator.
[bookmark: _Service_Trades_Council]Service Trades Council industry engagements
Established under the PD Act, the Service Trades Council (STC) provides a dedicated voice for service trades professionals and operates as part of the QBCC. To support engagement with the service trades industry, the STC regularly hosts forums across Queensland to connect with stakeholders and share important updates. 
In 2024–25, the STC held several industry forums in Brisbane, Sunshine Coast, Gold Coast and Townsville. Attendees included licensed service trades professionals, representatives from RTOs and relevant local council members. Key topics covered during the forums included updates from the QBCC on compliance matters, notifiable work, licensing and inspectorate activities. Each forum featured a question-and-answer session with panel members from the QBCC, DHPW and local councils, which encouraged dialogue between the regulator and the industry. These events offered licensees valuable opportunities to stay informed and up to date with regulatory and industry developments. They also enabled the QBCC to gather feedback and identify areas for continuous improvement in the delivery of information and resources to support the industry.
[bookmark: _Home_owner_engagements]In addition, the STC hosted a World Plumbing Day event in partnership with TAFE Queensland to celebrate the vital role plumbing plays in safeguarding community health. The event was a platform for promoting the role of the QBCC, sharing the latest updates in plumbing and drainage, and strengthening engagement with industry stakeholders. 
Industry events and outreach
In 2024–25, the QBCC delivered a broad range of engagement activities through industry events and outreach initiatives. Notable activities included 57 TAFE Industry Stakeholder Coffee Cart events, held across TAFE campuses for students, as well as active commercial and residential building sites for industry participants. The QBCC also supported the National Association of Women in Construction (NAWIC) ‘Women on Tools’ and ‘Launch’ events. 
Regional engagement was a key focus, with the QBCC collaborating with stakeholders to exhibit and support several expos and roadshows across Queensland. Partners included TAFE Queensland, the Master Painters Association, Master Builders Queensland, Housing Industry Association and Australian Institute of Refrigeration, Air Conditioning and Heating. Events were supported in multiple locations, including Cairns, Townsville, Mackay, Rockhampton, Bundaberg, Toowoomba, Sunshine Coast and Gold Coast. These interactions provided valuable opportunities for two-way communication, allowing the QBCC to share information, gather feedback and stay informed about emerging trends and challenges within the industry. 
In addition, the QBCC delivered a variety of educational initiatives to increase awareness, promote compliance and encourage positive behavioural change. These activities were delivered through multiple formats, including information sessions and webinars. Ongoing engagement with industry stakeholders enabled the QBCC to share insights, respond to concerns and support a better understand of rights, responsibilities and regulatory obligations across the industry.
Non-conforming building products engagement 
The QBCC plays an important role in increasing awareness of NCBPs and supporting industry compliance with legislative obligations. Through targeted engagement activities, the QBCC collaborated with manufacturers, suppliers, builders and other industry stakeholders to strengthen understanding of the risks associated with NCBPs and clarify the responsibilities of participants across the building product supply chain. These efforts are designed to improve product safety, enhance industry accountability and protect consumers from the use of substandard or unsafe materials.
In 2024–25, the QBCC’s NCBP team continued to promote awareness of the NCBP legislation. Activities included publishing two factsheets, delivering a webinar for engineers, and conducting 300 visits to building product suppliers in Brisbane and surrounding regions as part of an education program on NCBP laws.
[bookmark: _Pool_safety_engagements]Pool safety engagement
Pool safety remains a priority for the QBCC, with continued efforts to educate pool owners, certifiers and industry professionals about their obligations under Queensland’s pool safety laws. Targeted engagement activities aim to increase awareness of compliance requirements, reduce the risk of preventable drownings and promote safe pool environments, particularly for families with young children. 
By delivering up-to-date information, practical resources and direct support, the QBCC helps ensure pool safety standards are clearly understood and consistently applied across both residential and commercial settings.
In 2024–25, the QBCC strengthened its engagement with local government authorities and industry stakeholders to support the effective management of pool safety investigations, with particular attention given to matters involving shared regulatory responsibilities. The QBCC held several meetings with local councils to address emerging issues and provide guidance on complex matters, including the development and implementation of pool safety management plans for regulated premises. Other pool safety engagements included:
· Office of Fair Trading: A forum to share intelligence and align investigative efforts in addressing non-compliance matters related to pool safety. 
· [bookmark: _Int_X1b60TUY]Targeted educational materials: Resources for home owners and property agents promoting awareness of legal responsibilities and encouraging greater compliance within the property sector. 
· Royal Life Saving Society Australia: Review assessment requirements for aquatic centres. 
[bookmark: _Other_engagements]Through delivering these engagement activities, the QBCC continued to build collaborative relationships, deliver consistent regulatory guidance, and promote a proactive and informed approach to pool safety across Queensland.

[bookmark: _Toc206493020]Organisation
(Alignment with the QBCC Strategic Objective 4 and Strategic Objective 5)


[bookmark: _Toc206493021]Organisational structure

[bookmark: _QBC_Board][image: ]
QBC Board
The QBC Board is established as a requirement of the QBCC Act and serves as the governing body of the QBCC. It is responsible for setting the strategic direction and overseeing the operational, administrative and financial policies that guide the QBCC. The board ensures the QBCC performs its functions and exercises its powers appropriately, effectively and efficiently. 
The QBC Board is composed of independent, non-executive members appointed by the Governor in Council for terms of up to three years. In April 2025, Greg Chemello was appointed as the new QBC Board Chair and Amelia Hodge joined as a board member. During the reporting period, the former QBC Board Chair departed on 26 February 2025. Separately, board member Suzanne Baker also concluded their term on 15 December 2024. The QBC Board members act in accordance with the QBCC Act and the QBC Board Charter. To support timely and effective governance, there were 10 board meetings held in 2024–25 and the QBC Board also addressed urgent or complex matters outside scheduled meetings through circular resolutions.
[bookmark: _QBC_Board_members]QBC Board members 
As recorded on 30 June 2025, the QBC Board comprises seven members. Collectively, their expertise spans public and private sector leadership, stakeholder engagement, infrastructure delivery, corporate governance and construction law. The QBC Board members and their profiles are described in Table 31.
[bookmark: _Ref201912144][bookmark: _Toc202872062][bookmark: _Toc202872682][bookmark: _Ref202873617]Table 31: QBC Board members and their profiles as of 30 June 2025
	Name and position 
	Profile 

	Greg Chemello
[bookmark: _Int_5CizwtPs]BRTP(Hons), MSc(EnvMgt), MBA, FAICD
Chair

	Greg brings more than 30 years of board experience and has been a member—and now Fellow—of the Australian Institute of Company Directors (AICD) since 1992. Over the past decade, he has combined executive leadership and CEO roles with board appointments across Queensland’s public and private sectors. Greg’s expertise covers land use and infrastructure planning, property development, project delivery, economic development, stakeholder and community engagement, and corporate governance.

	John Anderson 
GCSocSC(IP), BA, ADCE, MAICD, MAIGM
Deputy Chair

	[bookmark: _Int_vGkGxwRm]John is a respected Aboriginal Elder with tertiary qualifications and extensive experience in board and leadership roles. He serves as the Chair of Coexistence Queensland and as a Community Member of the Board of Professional Engineers Queensland. After a 30-year career with the Queensland Government, John has been the Executive Director of Pi-CaTS Pty Ltd since 2005, and also operates as a sole trader. His public service includes roles with the Queensland Department of Transport and Main Roads and the Rail and Ports Division.

	Amelia Hodge
LLB, GAICD, GradCert Prop Eco, MAPI
Board member


	As a new QBC Board member, Amelia brings a unique blend of expertise in law, governance, risk management, human-centred stakeholder engagement and commercial skills. Amelia has served as the Chair and Non-Executive Director on a variety of boards and finance, risk and audit committees across both the public and private sector, including holding global V20 leadership roles. As a consultant, Amelia acted as the transaction director on major government infrastructure projects and has worked within the oil, gas, energy and transmission industries. Amelia was also honoured to serve for four years on the Council for the Order of Australia, supporting the Office of the Governor General.

	Colin Cassidy 
PSM, GAICD
Board member

	[bookmark: _Int_Pf4VTrQN]Colin serves on the Metro South Hospital and Health Board and two of its committees, and has substantial board and committee experience. Colin has enjoyed a long public sector career, including several senior executive positions within the Queensland Government. In recognition of his contributions to town planning, corporate services and economic development in Queensland, Colin was awarded the Public Service Medal in the 2020 Australia Day Honours. 

	Christopher Edwards FAICD, MBA, PMP, PMI-RMP, PMI-PBA
Board member

	Christopher is an executive and non-executive director with more than 30 years’ experience delivering major projects and programs across Queensland, totalling more than $30 billion in capital investment. He is the Executive Director of Programs at Jacobs, where he leads the national infrastructure delivery strategy and collaborates with government on complex capital programs focused on assurance, value and outcomes. Christopher is a Fellow of the AICD and serves on several government boards, including Racing Queensland, Community Enterprise Queensland and Aviation Australia.

	Meg Frisby 
LLB, GAICD
Board member

	Meg is the Director of Meg Frisby Consulting, a stakeholder relations consultancy based in North Queensland. Meg brings extensive experience from both the private and public sector, having worked as a lawyer, Chief of Staff in state and local government, and as a stakeholder relations specialist in the resources industry. Meg is a strong advocate for regional and remote Queensland.

	Robyn Petrou 
Bec, CPA, FAICD, FGIA, ASFA AIF
Board member
	[bookmark: _Int_Vqpt61Dm]Robyn has more than 15 years’ experience as a board member in the public, private and not-for-profit sectors. Robyn brings extensive expertise in navigating complex financial environments, with strengths in insurance, financial management, investment and corporate strategy, risk mitigation and advocacy. As a former CEO of a superannuation fund, Robyn was recognised for her innovative approaches to customer engagement, growth and long-term sustainability. Now she operates her own strategic advisory firm and coaches senior executives across various industries. 


[bookmark: _QBC_Board_committees]QBC Board committees  
In 2024–25, the QBC Board was supported by a number of committees to help fulfil its responsibilities. In May 2025, two committees concluded their function:
· Digital Advisory Committee.
· Ex-Gratia Payment Decisions Committee.
In addition, the Finance, Audit and Risk Committee (FAR) merged with the Insurance Committee on 26 June 2025. The Industry Advisory Committee (IAC) also concluded its function during this time. 
As recorded on 30 June 2025, two committees remained active:
· Finance, Audit, Insurance and Risk Committee.
· People, Culture and Performance Committee.
Each committee operates under a board-approved charter or terms of reference, which outlines its membership, purpose, functions and reporting obligations. Table 32 provides an overview of the QBC Board committees that operated during the reporting period.
[bookmark: _Ref201912157][bookmark: _Toc202872063][bookmark: _Toc202872683][bookmark: _Ref202873621]Table 32: QBC Board committees operating in 2024–25
	Committee
	Purpose and functions
	Members
	Meeting frequency

	Finance, Audit and Risk Committee
(FAR)

Operational 
1 July 2024 – 26 June 2025

	Purpose: 
To support the QBC Board by overseeing and providing advice on financial management, audit and risk matters and setting the tone for risk culture through the promotion of open risk discussions and consideration of risk in decision making

Functions:
· Providing assurance to the Board on the accuracy and integrity of the QBCC’s financial management and reporting
· Monitoring compliance with relevant financial legislation and prescribed requirements
· Ensuring the establishment and maintenance of policies and strategies for the investment of surplus funds
· Monitoring the QBCC’s internal audit program
· Ensuring that the QBCC has appropriate and effective risk management and compliance management systems in place
	· Robyn Petrou (Chair)
· Colin Cassidy
· Greg Chemello, Board Chair
· Michelle James, Board Chair (1 July 2024 – 26 February 2025)
· Suzanne Baker, Chair (1 July 2024 – 15 December 2024)

	Quarterly

	People, Culture and Performance Committee
(PCP)

Operational 
1 July 2024 – 30 June 2025

	Functions:
· Reviewing QBC Board performance evaluation processes, succession planning and induction and development programs
· Reviewing matters concerning the recruitment, remuneration, performance and retention for the Commissioner
· Monitoring the propriety, efficiency and effectiveness of executive recruitment, remuneration, succession and related relevant QBCC policies for Senior Leadership Team members
· Monitoring and reviewing matters relating to the QBCC’s people, culture, and workplace health and safety
	· Colin Cassidy (Chair)
· John Anderson
· Meg Frisby
· Greg Chemello, Board Chair
· Michelle James, Board Chair (1 July 2024 – 26 February 2025)
	Quarterly

	Insurance Committee 
(INSC)

Operational 
1 July 2024 – 15 May 2025

	Purpose: 
To support the QBC Board by overseeing and providing advice on the performance of and issues confronting the Queensland Home Warranty Scheme

Functions:
· Overseeing QHWS performance
· Developing improvements to the QHWS
· Reviewing capital management, investment strategies and claims administration efficiency
· Monitoring underwriting, reinsurance, and actuarial assessments of the QHWS’ sustainability
	· Robyn Petrou (Chair)
· Christopher Edwards
· Meg Frisby
· Greg Chemello, Board Chair
· Michelle James, Board Chair (1 July 2024 – 26 February 2025)
· Suzanne Baker (1 July 2024 – 15 December 2024)
	Quarterly

	Industry Advisory Committee
(IAC)

Operational 
1 July 2024 – 26 June 2025

	Purpose: 
To provide a forum for the QBC Board to engage formally with the building and construction industry on current and emerging industry activities

	· John Anderson (Chair) as QBC Board representative
· Meg Frisby (Alternate Chair) as QBC Board representative
· Skye Bowie, QBCC Acting Chief Building Regulator (Deputy Chair) 

External members:
· Paul Bidwell
· Peter Chamberlain
· Matthew Cornell (3 April 2023 – 20 March 2025)
· Brenden Creed
· Don Grehan
· Luke Mackey
· Justin Maxwell (3 April 2023 – 25 March 2025) 
· Úna Mc Kenna
· Nicky McMillan 
· Samantha Reece
· Bruce Robb 
· Michael Roberts
· Tim Webber
	At least three times per year

	Digital Advisory Committee
(DAC)

Operational 
1 July 2024 – 15 May 2025

	Purpose: 
To provide the QBC Board and management with independent, impartial, and expert advice on internal assurance and governance controls about matters affecting the Digital Portfolio and associated funding

	· Christopher Edwards (Chair)
· Robyn Petrou
· Meg Frisby
· Anissa Levy, Commissioner (14 February 2022 – 28 March 2025)

Independent advisors:
· Anthony Borgo
· Tracy Whitelaw
	Monthly

	Ex-Gratia Payment Decisions Committee
(EGP)

Operational 
1 July 2024 – 15 May 2025
	Purpose: 
To oversee and determine the making of ex gratia payments in line with the QBCC’s Ex-Gratia Compensation Payments for Defective Administration Procedure

	· Meg Frisby (Chair)
· John Anderson (Deputy Chair)
· Michelle James, Board Chair (1 July 2024 – 26 February 2025)
	As required


[bookmark: _QBC_Board_member]QBC Board member meeting attendance and remuneration
The QBCC is committed to transparency and strong governance, including clear reporting on QBC Board member engagement and remuneration. Table 33 outlines the QBC Board members’ attendance at regular and extraordinary meetings, along with their remuneration details.
[bookmark: _Ref201912188][bookmark: _Toc202872064][bookmark: _Toc202872684][bookmark: _Ref202873627]Table 33: QBC Board member attendance and remuneration in 2024–25
	Queensland Building and Construction Board

	Act or instrument
	Queensland Building and Construction Commission Act 1991

	Functions
	· Deciding the strategies and the operational, administrative and financial policies to be followed by the QBCC
· Ensuring the QBCC performs its functions (including financial, governance, risk and compliance obligations) and exercises its powers properly, effectively and efficiently
· Providing strategic guidance and leadership to the Commissioner and the STC in support of the QBCC’s regulatory responsibilities, except in matters where the STC confers on national policy development and implementation for the plumbing and drainage trade under the PD Act
· Advising the responsible minister on issues affecting:
· the building industry
· consumers
· the administration of the QBCC and the QBCC Act
· Advising the responsible minister about unfair or unconscionable trading practices affecting security of payments to contractors and subcontractors
· Consulting the building industry and its consumers, and advancing their interests in alignment with the QBCC Act

	Achievements
	Governing body of the Queensland Building and Construction Commission

	Financial reporting
	Transactions of the QBCC and the QBC Employing Office are accounted for in the Financial Statements

	Remuneration 

	Position 

	Name
	Meeting attendance 
	Approved annual, sessional or daily fee (exclude superannuation) ($)
	Approved sub-committee fees if applicable
	Actual fees received (include superannuation) ($)  

	Former Chair
	Michelle James
(1 July 2024 – 26 February 2025)
	Board: 6
FAR: 3
PCP: 2 
INS: 3
DAC: 3
	50,000

	N/A
	38,000

	Chair
	Greg Chemello
	Board: 3
FAR: 0
PCP: 1 
INS: 0
	50,000

	N/A
	11,000


	Deputy Chair
	John Anderson
	Board: 9
FAR: 1
PCP: 4 
IAC: 4
	25,000

	N/A
	28,000


	Former Member
	Suzanne Baker
(1 July 2024 – 15 December 2024)
	Board: 3
FAR: 2
INS: 2
	25,000
	N/A
	14,000

	Member
	Amelia Hodge
	Board: 2
PCP: 1
	25,000
	N/A
	6,000


	Member
	Colin Cassidy
	Board: 10
FAR: 4
PCP: 4
	25,000
	N/A
	28,000

	Member
	Christopher Edwards
	Board: 8
INS: 4
DAC: 5
	25,000
	N/A
	28,000

	Member
	Meg Frisby
	Board: 9
PCP: 3 
INS: 2
IAC: 2
DAC: 4
	25,000
	N/A
	28,000

	Member
	Robyn Petrou
	Board: 9
FAR: 4
INS: 4
DAC: 5
	25,000
	N/A
	28,000

	No. of scheduled meetings/sessions
	Board: 10
FAR: 4
PCP: 4 
INS: 4
IAC: 4
DAC: 5
EGP: 0


	Total out of pocket expenses
	$48,051. Other operational costs totalled $ 31,184


[bookmark: _Service_Trades_Council_1]
Senior Leadership Team 
The QBCC Senior Leadership Team (SLT), including the Commissioner, is responsible for providing strategic and operational oversight of the QBCC and implementing strategies to help the organisation to achieve its objectives.
[bookmark: _Ref203982265][bookmark: _Toc202872065][bookmark: _Toc202872685][bookmark: _Ref202873630]Table 34: SLT members and their profiles as of 30 June 2025
	Name and position 
	Profile 

	Angelo Lambrinos
CEO and Commissioner

	Angelo is a senior executive and Chartered Professional Engineer with over 25 years of experience driving organisational transformation through strategic leadership. With a diverse background spanning construction, financial services and operations, Angelo has successfully led large-scale transformations that have delivered improved service responsiveness and increased customer satisfaction. He has built his credibility and reputation successfully delivering major infrastructure, corporate and asset-intensive portfolios and building high performing and highly engaged and optimised organisations.

	Skye Bowie
Acting Chief Building Regulator

	Skye is an executive leader and lawyer with extensive experience across regulatory, legal, financial services, and building and construction industries. Skye has led significant strategic reforms to enhance service delivery and strengthen governance and compliance. Skye is committed to reducing risk and harm in Queensland's building and construction industry by harnessing innovative technology and developing collaborative partnerships, with a focus on creating a more sustainable and customer-focused regulatory environment.

	Chris McCahon
Assistant Commissioner Regulatory Standards and Support
 
	Chris is a leader with 16 years of executive leadership across local and state government. As the Assistant Commissioner Regulatory Standards and Support, Chris has driven key initiatives at the QBCC, including the development of a new digital licensing platform and the adoption of a more customer-focused regulatory approach. Chris is renowned for leading organisational change, building high-performing teams and enhancing customer experience. Chris is committed to aligning organisational objectives with the needs of industry stakeholders and the broader community.

	Gary Saunders 
Assistant Commissioner Regulatory Operations 

	Gary is a senior executive with more than 38 years of experience and a distinguished background in the infrastructure and building sectors. As the Assistant Commissioner Regulatory Operations, Gary is committed to advancing the building and construction industry. Gary’s strategic focus on operational excellence drives the effective delivery of technical services in line with the QBCC’s regulatory responsibilities. Gary ensures the provision of high-quality sustainable services and programs across compliance, dispute resolution, licensing and financial review.

	Mandy Downes 
Executive Director Regulatory Practice and Engagement 

	Mandy is a leader with more than 30 years of experience in state government across regulation, transformation, policy and program areas. As the Executive Director of Regulatory Practice and Engagement, Mandy was instrumental in establishing the Regulatory Practice and Engagement Division—an integral part of the Regulatory Services Group within the QBCC. Overseeing education, engagement and business reforms, Mandy is delivering responsive regulatory services and driving improvements that are enhancing operational consistency, efficiency and effectiveness.

	Natalie Homan 
Acting Chief Integrity and Risk Officer 

	[bookmark: _Int_OubIwJzD]Natalie has built a career in law and the public sector, with a strong focus on specialist integrity roles within the Queensland Government. Admitted as a lawyer to the Supreme Court of Queensland in 2012, Natalie now serves as the Acting Chief Integrity and Risk Officer. In this role, Natalie ensures robust governance and risk and assurance systems are in place to support the QBCC in achieving its objectives with the highest standards of integrity. She leads a team that provides independent well-informed resolution and review services, ensuring both effective service delivery and organisational integrity.

	Dean McNulty 
Chief Legal Officer

	Dean is a solicitor of the Supreme Court of Queensland and the High Court of Australia, with approximately eight years of experience at the QBCC. As the Chief Legal Officer, Dean provides expert legal advice to the QBC Board, the Commissioner and SLT. Dean is dedicated to ensuring the QBCC delivers fair, ethical and lawful regulatory services, while also promoting a safe and healthy workplace. Dean oversees a team that delivers comprehensive legal services and ensures compliance with work, health and safety (WHS), privacy and right to information requirements. Through the QBCC Policy and Legislation team, Dean is also responsible for contributing to the development of policies and legislation that support and protect the building and construction industry and consumers.

	Julia Smith 
Chief Human Resource Officer 

	[bookmark: _Int_gxtrGWyp]Julia has extensive executive and operational experience in people, culture and change roles across a range of industries in the private and public sectors. As the Chief Human Resource Officer, Julia is committed to guiding people and organisations through change. Julia has focused on strengthening the Human Resources (HR) division by building strong foundations and implementing effective work practices, people strategies and systems. Julia played a leading role in delivering the QBCC Reset initiative, and is currently focused on enhancing leadership capability within the QBCC, improving people systems, advancing the Diversity, Equity, Inclusion and Belonging (DEIB) Plan, embedding the QBCC values and implementing public sector employee relations frameworks.

	Tracy Vincent 
Acting Chief Customer and Strategy Officer 

	Tracy is a leader with deep expertise in guiding multidisciplinary teams to deliver transformational change across both regulatory and non-regulatory settings. As the Acting Chief Customer and Strategy Officer, Tracy is leading the transformation of the QBCC’s customer experience, strengthening trust and respect for the QBCC as the regulator of Queensland’s building and construction industry. Tracy also championed the establishment of the customer research team, demonstrating the value of a quality voice of customer program. Tracy is committed to achieving strategic and operational outcomes by enhancing enterprise portfolio management practices. In addition, Tracy oversees teams responsible for advancing data analytics capabilities and ensuring compliance with statutory planning and reporting requirements.

	Hannah Rowe
Chief Customer and Strategy Officer
	Hannah is an executive leader with extensive experience leading teams across communications, customer experience, strategic planning, media and frontline services in both the private and public sector. As Chief Customer and Strategy Officer, Hannah established the Customer and Strategy division, overseeing business intelligence and analytics, customer experience, communication and executive services, and strategy and portfolio management. Having played a pivotal role in the development of the QBCC’s first Customer Experience Strategy, Hannah applies an insight-led approach to improving service delivery and building public trust. Hannah is also committed to leveraging data analytics capabilities to inform evidence-based decision making to drive better regulatory outcomes.

	Tim Murphy 
Chief Financial Officer 

	Tim is an executive leader and chartered accountant with over 35 years of experience delivering financial services across a wide range of industries and complex organisations in both the private and public sectors. As the Chief Financial Officer, Tim leads the Financial Services division, encompassing Facilities Management, Finance, Procurement and Insurance Scheme Management. Tim is focused on safeguarding the QBCC’s financial health through strategic oversight, effective risk management and maintaining a strong net asset position. Tim is committed to ensuring the QBCC’s long-term financial sustainability and delivering value across the organisation.

	Jeremy Janes
Chief Digital and Information Officer 

	Jeremy is an experienced digital leader with over 25 years of experience in information technology and digital transformation. As the Chief Digital and Information Officer, Jeremy drives the QBCC’s digital and information strategies, advancing innovation and modernising digital infrastructure. Jeremy is committed to enhancing digital capability, supporting operational excellence, improving accessibility, delivering long-term value and ensuring the organisation’s continued industry leadership.

	Brendan Gribbin 
Company Secretary 

	Brendan is a skilled senior leader with 15 years of experience in the public sector, specialising in governance, risk and finance. As the Company Secretary, Brendan supports the QBC Board and its committees in fulfilling their legislative responsibilities. Brendan works closely with the QBC Board and SLT to ensure effective communication, provide timely and relevant information for sound decision making and deliver advice on a range of governance matters.


[bookmark: _Service_Trades_Council_3]Service Trades Council 
The STC is positioned to provide advice and recommendations to the Commissioner and the Minister for Housing and Public Works and Minister for Youth on issues affecting the service trades industry. The STC is supported by the QBCC Assistant Commissioner, Regulatory Standards and Support. It operates in accordance with the PD Act and the STC Charter.
STC members are appointed by the Governor in Council for a term of up to four years. At the conclusion of the 2024–25 reporting period, the STC consisted of 16 members—10 independent members and six deputy members. The STC meets formally at least six times per calendar year, including four regional industry forums to strengthen engagement with stakeholders across Queensland. It may also consider urgent or complex matters through out of session processes or at extraordinary meetings.
[bookmark: _STC_panels][bookmark: _STC_member_attendance][bookmark: _Member_attendance_and]Member attendance and remuneration
[bookmark: _Ref201912240][bookmark: _Toc202872066][bookmark: _Toc202872686]Active participation by each member ensures the STC can respond promptly to industry developments, emerging trends and regulatory challenges. Under the PD Act, deputy members are appointed to represent members in their absence and to participate in meetings as required. Table 35 presents a summary of member attendance throughout the reporting period.
[bookmark: _Ref203992258][bookmark: _Ref202873635]Table 35: STC member attendance and remuneration in 2024–25
	Service Trades Council

	Act or instrument
	Plumbing and Drainage Act 2018

	Financial reporting
	Transactions of the entity are accounted for in the QBCC’s Financial Statements.

	Remuneration 

	Position 

	Name
	Meetings attendance 
	Approved annual, sessional or daily fee (exclude superannuation) ($) 
	Approved sub-committee fees if applicable ($)
	Actual fees received (include superannuation) ($)

	Chair
	Penny Cornah
	6
	N/A
	N/A
	0

	Deputy Chair
	Mary Morrison
	4
	N/A
	N/A
	0

	Member
	Chris McCahon, QBCC Assistant Commissioner Regulatory Standards and Support
	6
	N/A
	N/A
	0

	Member
	Phillip Denman
	6
	N/A
	N/A
	0

	Member
	Benjamin Hawkins
	3
	N/A
	N/A
	0

	Member
	Michelle Kennedy
	3
	N/A
	N/A
	0

	Member
	Greg Moore
(1 July 2024 – 7 February 2025)
	1
	N/A
	N/A
	0

	Member
	Anne Neuendorf
	3
	N/A
	N/A
	0

	Member
	Gary O’Halloran
	2
	N/A
	N/A
	0

	Member
	Sharon Simmers
	5
	N/A
	N/A
	0

	Member
	Joseph Smith
	4
	N/A
	N/A
	0

	Deputy Member
	Rudolphe Martin
	3
	N/A
	N/A
	0

	Deputy Member
	Stacey McInnes
	3
	N/A
	N/A
	0

	Deputy Member
	Christopher McKenzie
	1
	N/A
	N/A
	0

	Deputy Member
	Justin Maxwell
	3
	N/A
	N/A
	0

	Deputy Member
	Wayne Swindell
(1 July 2024 – 11 April 2025)
	2
	N/A
	N/A
	0

	Deputy Member
	Kent Vickers
	0
	N/A
	N/A
	0

	Deputy Member
	Geoffrey Woodall
(1 July 2024 – 8 May 2025)
	3
	N/A
	N/A
	0

	Deputy Member
	Shannon Fogarty
(1 July 2024 – 21 October 2024)
	0
	N/A
	N/A
	0

	No. of scheduled meetings/sessions
	STC: 6
STLAP: 5
NWP: 6


	Total out of pocket expenses
	$0. Other operational costs totalled $ 21,559.


[bookmark: _Senior_Leadership_Team][bookmark: _Advisory_panels]Advisory panels
The STC has formed two advisory panels under the PD Act to offer expert guidance and strengthen regulatory outcomes across the plumbing and drainage trades. Table 36 provides an overview of the advisory panels established during the reporting period.
[bookmark: _Ref204947054][bookmark: _Ref203982809][bookmark: _Ref202871785][bookmark: _Toc202872067][bookmark: _Toc202872687][bookmark: _Ref202873638]Table 36: STC advisory panels, purpose, functions, membership and meeting schedule for 2024–25
	Advisory panel
	Purpose
	Members
	No. of meetings 

	Service Trades Licensing Advisory Panel (STLAP)
	To help the Commissioner to effectively and efficiently perform the Commissioner’s licensing functions under Part 2, divisions 1–7 of the PD Act

	· Luke Barden (Chair)
· Ernie Kretschmer (Deputy Chair)

Voting members:
· Rechelle Adams
· Andrew Evans
· Kimberly Kerby 
· James Metassa
· Steven Micallef
· Adam Shaw
· Allen Taylor (27 July 2020 – 8 August 2024)

Non-voting members:
· Chris McCahon, QBCC Assistant Commissioner Regulatory Standards and Support
· Cameron Byram, QBCC Director Licensing Services Branch
· Jo Wilson, QBCC Principal Plumbing Investigator
	5

	Notifiable Work Panel (NWP)
	To review and provide recommendations for improvement to the notifiable work framework

	· Geoffrey Woodall (Chair)
· Greg Moore, STC member (Chair – 7 February 2024 – 8 February 2025)
· Elizabeth Palmer-Bright, QBCC Acting Manager Plumbing and Pools Investigations (Deputy Chair) 
· Luke Barden 
· Andrew Evans
· Gregory Gilboy 
· Gerard Gill 
· Patrick Keough 
· Kimberly Kerby 
· Ernie Kretschmer 
· Russell Martin 
· Kelvin Mason 
· Adam Shaw 
· Bridget Vietheer, QBCC Manager Plumbing and Pools Investigations
	6



[bookmark: _QBCC_people_and]


[bookmark: _Toc206493022]People and culture
The QBCC’s ability to fulfil its regulatory responsibilities and respond to industry challenges is underpinned by the capability, wellbeing and engagement of its people. In 2024–25, the organisation continued to invest in cultivating a positive and inclusive workplace culture that supports high performance, professional growth, leadership development and staff wellbeing. Guided by the QBCC’s prioritised complex capabilities, the organisation prioritised strengthening workforce resilience through targeted training and by cultivating a culture that supports organisational success and positive customer outcomes. 
Throughout the year, a range of initiatives were delivered to enhance employee engagement, build leadership capability and capacity, as well as promote mental health and wellbeing. Workforce planning and capability development also remained key priorities to ensure the organisation is well-positioned to meet future demands and regulatory challenges. These ongoing efforts have helped equip QBCC staff to better adapt and continue delivering high-quality regulatory services that reflect the evolving expectations of Queensland’s building and construction industry.
[bookmark: _Workforce_profile]Workforce profile  
Understanding the QBCC workforce composition helps to support workforce planning and ensure the organisation is equipped with the right mix of skills and experience to meet current and future demands.  Table 37 provides an overview of the QBCC workforce composition as recorded in the QBCC payroll system on 30 June 2025, highlighting employee demographics, diversity and women in leadership.
[bookmark: _Ref204954995][bookmark: _Ref201912431][bookmark: _Toc202872068][bookmark: _Toc202872688][bookmark: _Ref202873652]Table 37: Employee demographics, diversity and leadership roles in 2024–25
	Gender
	Headcount 
	Total workforce by headcount (%)

	Men
	314
	45.4

	Women
	378
	54.6

	Non-binary
	0
	0

	Diversity 
	Headcount
	Total workforce by headcount (%)

	Women
	378
	54.6

	Aboriginal peoples and Torres Strait Islander peoples
	8
	1.2

	People with disability
	32
	4.6

	People born overseas
	172
	24.9

	People who speak a language other than English at home
	69
	10.0

	Women in leadership 
	Headcount
	Total leadership cohort by headcount (%)

	Senior Officers
	17 
	56.7

	Senior Executive Service and Chief Executives
	7 
	38.9


[bookmark: _Employee_engagement_and]Employee engagement and support
The QBCC recognises that meaningful employee engagement extends beyond job satisfaction. It involves creating a workplace where people feel supported, valued and connected to their roles. By promoting a positive organisational culture and investing in learning and development, the QBCC promotes ownership, accountability and adaptability across all levels of the workforce. These efforts enhance service delivery, support operational efficiency and position the organisation to respond effectively to emerging challenges and opportunities.
In 2024–25, the QBCC continued to prioritise employee engagement and support through a range of initiatives aligned with its commitments under the State Government Entities Certified Agreement 2023, including:
· developing targeted training, tools and resources to help staff perform their roles safely and effectively, while also supporting their career development
· implementing key workplace policies and procedures, such as Flexible Work Arrangements (FWAs), Individual Employee Grievances and Preventing and Responding to Workplace Sexual Harassment
· facilitating regular Agency Consultative Committee meetings with Together Union and delegates from the QBCC to discuss operational priorities, significant workplace changes and key matters including DEIB.
Together with its employees, the QBCC is working to build a safe, inclusive and high-performing workplace culture where employees are empowered to thrive and contribute to the organisation’s objectives and broader vision.
[bookmark: _Work_for_Queensland]Staff engagement surveys
In September 2024, the QBCC participated in the Working for Queensland (WfQ) Survey, an annual initiative conducted across all Queensland Public Sector agencies to capture employee perceptions and workplace culture. The QBCC achieved a strong participation rate of 89 per cent, well above the Queensland Public Sector average of 45 per cent. In April 2025, the QBCC staff also participated in the follow-up Pulse Survey, with a response rate of 56 per cent.
Key results included 48 per cent of staff expressing satisfaction with supervisor support for professional development and one-on-one performance and development discussions. 
In addition, 83 per cent of respondents indicated they understood how their work contributes to the organisation’s strategies, and 66 per cent agreed that the QBCC has a positive impact on the Queensland community. However, the overall staff engagement score was 46 per cent, reflecting that more needs to be done.  
Insights from both surveys guided the creation of commitment plans across the organisation to enhance the employee experience and deliver initiatives designed to strengthening engagement, connection and sense of purpose. The plans also focus on creating positive work environments and targeted actions to examine and address work demands. Survey insights continue to shape broader organisational strategies aimed at creating a more inclusive, connected and empowering workplace. 
[bookmark: _Innovation_factory]Innovation factory
In 2024–25, the Innovation Factory successfully advanced a variety of impactful initiatives, including:
· [bookmark: _Int_A1V0OU6m]developing and launching an online Home Owner Hub on the QBCC’s website
· establishing a digital hub equipped with tools for submitting, sharing and refining ideas
· supporting the implementation of ‘Containers for Change’ within the workplaces
· advancing the development of a ‘Lessons Learned’ platform to capture and share organisational insights and support continuous improvement in decision making
· enhancing the new starter onboarding experience by contributing to a successful delivery of a ‘Welcome Day’ pilot for new employees
· enhancing after-hours connectivity for facilities support
· strengthening workplace health and safety peer support and human resources contact officer networks
· supporting in-house Justice of the Peace services through centralising access to shared stamps and reference manuals.
Over the past 18 months, the Innovation Factory has supported a safe environment for constructive dialogue that has empowered its people to pursue innovation aligned with the QBCC’s objectives.
[bookmark: _Staff_onboarding_and]Staff onboarding and induction  
In 2024–25, the QBCC strengthened its onboarding process with the launch of the Onboarding and Induction Project. Delivering a consistent and structured experience from pre-boarding through the first six months of employment, the project focuses on building a sense of connection and belonging while equipping new employees with the tools and training necessary for success. 
Key achievements include:
· the introduction of a comprehensive onboarding plan for managers and new starters
· the establishment of the highly successful QBCC Welcome Day group induction
· a tailored Leaders’ Onboarding Program. 
Feedback from new employees indicates that the onboarding experience has increased their confidence, understanding and satisfaction, which in turn is helping to strengthen engagement and support across the organisation.
[bookmark: _Diversity_and_inclusion]Diversity and inclusion 
In 2024–25, the QBCC demonstrated a strong commitment to creating an inclusive, safe and supportive workplace, aligned with obligations under the Public Sector Act 2022. The launch of the QBCC Diversity Equity Inclusion and Belonging Action Plan 2024–2026 established six key pillars to guide the organisation’s efforts in advancing DEIB. Significant progress was made in policy development, education and engagement, including the publication of a Sexual Harassment Prevention Plan and the rollout of LGBTQ inclusion training. 
To further enrich workplace culture, the QBCC also celebrated Neurodiversity Week, with activities that highlight the experiences and contributions of neurodivergent employees. In addition, active participation in external networks such as NAWIC and sponsorship of professional development scholarships are testament to the QBCC’s support for industry-wide inclusion. Reconciliation efforts were also advanced during the reporting period through the Reconciliation Action Plan (RAP), marked by cultural learning initiatives, the launch of the Aboriginal and Torres Strait Islander Cultural Learning Commitment and membership in Supply Nation and Reconciliation Queensland. 
The QBCC RAP Working Group enhanced cultural capability by:
· providing training for delivering an Acknowledgement of Country 
· using artwork by Shane Mankitya Cook to promote reconciliation and inspire connection across the organisation
· hosting activities for National Reconciliation Week and NAIDOC week, including Yarning Circles, panel discussions with guest speakers, Dreamtime Stories screening and Aboriginal art painting sessions. 
Together, these initiatives have contributed to creating a more diverse, inclusive and culturally aware organisation, and a positive and equitable workplace culture.
[bookmark: _Flexible_work]Flexible work  
In 2024–25, the QBCC strengthened its support for flexible work by introducing a suite of resources, including the FWA Policy and Procedure and the QBCC Flexible Work Toolkit. These tools help employees and leaders navigate flexible work options, while maintaining customer service delivery and meeting safety and operational needs. The positive impact is reflected in results from the 2024 WfQ survey that show a notable uplift in employee perceptions of workplace flexibility, reinforcing the value of flexible work in supporting employee engagement, connection and a culture of trust at the QBCC.
[bookmark: _Employee_learning_and]Employee learning and development
At the QBCC, investing in staff learning and development is essential to building a capable, confident and future-ready workforce. Ongoing professional development equips employees to navigate a changing regulatory environment and supports job satisfaction, staff retention and organisational adaptability. By building a strong culture of learning, the QBCC enhances its capability to deliver high-quality services, respond to emerging challenges and support individual growth. 
[bookmark: _Learning_and_development]Workforce development activities  
During the reporting period, the QBCC delivered a range of in-person workshops and online webinars to support professional development, strengthen compliance with legal standards and enhance job performance. The Learning and Development team led these initiatives, providing training opportunities across cultural awareness, leadership capability and complex skill development. Training was provided to all staff levels, focusing on building the capabilities essential for meeting day-to-day responsibilities and core functions such as recruitment and selection.
In 2024–25, the Learning and Development team designed and delivered 81 training sessions, including 26 workshops and 55 webinars. Notable initiatives delivered during the financial year included the following:
· Courageous Connections Pilot: A program focused on building advanced skills for staff in complex skill areas like effective communication and emotional intelligence.
· Responding to Customer Violence and Aggression: Training designed to equip staff with strategies to manage and respond to aggression or violent customer behaviour.
· Psychosocial Hazards for Leaders Pilot: Support for leaders to identify and manage workplace psychosocial risks, promote mental wellbeing and mitigate hazards in line with the code of practice.
· Leaders’ Onboarding Pilot: A targeted program providing new leaders with essential tools, resources and training to confidently lead teams from day one.
· Leading with Clarity: Customised leadership sessions covering key topics such as managing FWAs and developing successful performance development plans.
· Leadership Masterclass Series: A series of workshops helping leaders embed the QBCC’s values into their teams using practical tools and techniques.
· Constructive Conversations: An immersive eight-week program designed to enhance leadership skills in handling complex workplace challenges, tailored specifically for the QBCC’s unique environment. 
· Leaders’ Playbook: A practical guide designed to help leaders navigate key leadership moments by supporting consistent decision making aligned with organisational frameworks and best practice.
[bookmark: _Performance_development_plans]Performance development plans  
In 2024–25, Performance Development Plans (PDP) activities involved one-on-one meetings, feedback sessions and coaching conversations to ensure staff development remained continuous and constructive. Formal performance reviews were conducted at the six-month mark, with progress captured in PDPs to provide clear guidance and accountability. The QBCC also completed its annual review and update of performance development tools. Enhancements were made to better highlight individual contributions to a values-driven culture. 
The QBCC’s Innovate RAP was also integrated into the PDP template, encouraging employees to reflect on their role in advancing the QBCC’s reconciliation journey. 
At the March 2025 mid-year checkpoint, the PDP completion rate was 74 per cent, reflecting strong staff engagement with the performance development process. These efforts reflect the QBCC’s ongoing commitment to building a capable and motivated workforce that is responsive to change and committed to cultivating a culture that empowers its people.
[bookmark: _Study_and_Research]Study and Research Assistance Scheme   
The QBCC’s Study and Research Assistance Scheme (SARAS) supports employees undertaking formal qualifications or additional learning opportunities that align with their professional development goals and career aspirations. The SARAS initiative reflects the QBCC’s strong commitment to encouraging continuous learning and supporting the growth of its people. SARAS provides financial assistance for educational expenses, such as tuition fees, textbooks and other relevant learning materials. In 2024–25, 12 employees successfully applied for and were approved to receive SARAS funding. By supporting professional development, SARAS empowers the QBCC staff to enhance their skills, contributing to a more capable and resilient workforce.
[bookmark: _The_QBCC_Regulatory]Regulatory Academy  
The QBCC Regulatory Academy provides technical and regulatory training to the QBCC staff to strengthen the quality, consistency and effectiveness of regulatory outcomes delivered to customers. It plays a critical role by designing, delivering and evaluating learning programs tailored to regulatory functions. Guided by the QBCC Regulatory Capability Strategy, the academy has defined the core competencies required for effective regulatory practice and supports a learning model that incorporates formal, social and experiential learning to build capability at all levels. 
Complementing the QBCC Regulatory Capability Strategy is the QBCC Regulatory Capability Framework, which outlines competency expectations across foundational, intermediate and advanced experience levels. This framework provides staff with a clear development pathway to grow their regulatory expertise and prepare for both current responsibilities and future opportunities. Through targeted and consistent training, the academy helps to reduce regulatory risks, strengthen decision making within legislative authority and enhance stakeholder experiences. 
In 2024–25, the QBCC Regulatory Academy delivered training aligned with the QBCC Regulatory Capability Strategy and Framework, including:
· customer skills workshops for individuals within the Building and Technical Inspectorate team
· decision-making workshops for building inspectors
· digital and interactive safety awareness learning for field officers
· safe driver training for field officers
· investigative interviewing training for compliance and enforcement officers
· statutory notice powers training for regulatory officers.
Employee health, safety and wellbeing  
The QBCC’s commitment to employee health, safety and wellbeing reflects its broader responsibility to cultivate a workplace where all employees feel valued, respected and supported. During the reporting period, the organisation delivered several proactive initiatives, including:
· developing the QBCC WHS Strategy and Roadmap
· establishing the Health and Wellbeing Network
· providing support for early retirement, redundancy and retrenchment.
Through these efforts, the QBCC continues to build a resilient and healthy workforce, capable of adapting and performing within a dynamic regulatory environment.
[bookmark: _QBCC_WHS_Strategy]Work health and safety  
[bookmark: _Int_JphCkEBv]During the reporting period, the QBCC has maintained a strong focus on safety in the workplace, and pursued continuous improvement in WHS by further strengthening leadership capability and refining workplace safety practices. Key activities included upskilling leaders in incident investigation methodologies and the development of effective control measures in response to reported incidents. In 2024–25, a primary area of focus was to enhance the understanding and application of psychosocial risk assessments, alongside the development of related control measures.
Pilot training programs were delivered to build leadership capability in key areas, such as due diligence, risk and injury management. These sessions aimed to equip current and emerging leaders with the knowledge and tools to manage health and safety effectively within their teams and develop a strong safety culture across the organisation.
Further reinforcing its commitment to a respectful and inclusive workplace, the QBCC implemented its Preventing and Responding to Workplace Sexual Harassment Policy and Procedure during the reporting period. In March 2025, the Sexual, Sex and Gender-Based Harassment Prevention Plan was launched. These initiatives aligned with amendments to the Work Health Safety Act 2011 (Qld) and the Work Health and Safety (Sexual Harassment) Amendment Regulation 2024 (Qld), which came into effect 1 March 2025. 
Together, these efforts reinforced the QBCC’s zero-tolerance approach to harassment and support a safe and respectful workplace. 
In addition, the QBCC’s WHS advisors played a proactive role during the year by:
· working closely with staff to ensure line managers remained accountable for developing and implementing control measures in response to reported incidents
· [bookmark: _Health_and_Wellbeing]commencing the revision of the incident and hazard reporting and investigation procedure, with consultations on revised procedure commencing in late 2024–25 and continuing into early 2025–26.
Health and Wellbeing Network  
The QBCC Health and Wellbeing Network is a group of dedicated volunteers united by a shared commitment to promoting health and wellbeing across the organisation. The network drives this commitment through a variety of initiatives that raise awareness and encourage proactive approaches to mental and physical wellbeing, resilience and overall fitness. Regular activities include weekly Workplace Wellness Walks and active participation in branch meetings and staff onboarding sessions, where members share the purpose of the network and encourage wider staff engagement.
In 2024–25, the network expanded its popular Paws and Pat sessions to regional offices, giving more employees the opportunity to experience the therapeutic benefits of interacting with accredited therapy dogs and their handlers in a relaxed and supportive setting. The network also led a range of initiatives during Neurodiversity Week, including the publication of employee stories that shared lived experiences. In April 2025, the network partnered with Guide Dogs Queensland to host workplace visits that highlighted the importance of accessibility, inclusion and support.
[bookmark: _Early_retirement_redundancy]Early retirement, redundancy and retrenchment  
[bookmark: _Governance_and_accountability]Effective workforce management is essential for the QBCC to respond to internal employment changes while maintaining staff morale and upholding its commitment to a respectful and supportive culture. Employee transitions, such as early retirement, redundancy and retrenchment, are significant events that can impact both individuals and the broader organisation. Supporting staff throughout these processes is vital to maintaining trust, morale and alignment with the organisation’s values. With clear policies and procedures in place, the QBCC ensures that these transitions are managed with transparency, fairness and care. No redundancy, early retirement or retrenchment packages were paid during the period.

[bookmark: _Toc206493023]Governance and accountability
The QBCC’s strong commitment to integrity and accountability is reflected in its comprehensive Corporate Governance Framework, which guides every aspect of the organisation’s operations. Released in February 2025, the framework was developed in alignment with the Financial and Performance Management Standard 2019 and the Queensland Audit Office’s Leading Accountability – Governance better practice guide. Further guidance comes from the Public Sector Act 2022 (Qld), the Public Sector Ethics Act 1994 (Qld) and the Code of Conduct for the Queensland Public Service (Code of Conduct).
Each element is embedded across all operational areas of the QBCC, providing a robust foundation for clear accountability, effective oversight and sound decision making. The integration of these elements enables the QBCC to uphold high ethical standards and ensure all actions and decisions align with the organisation’s core values and objectives, as well as the broader Queensland Government’s objectives for the community. 
[bookmark: _Risk_management]Risk management  
In accordance with the Financial Accountability Act 2009 and Financial Performance Management Standard 2019, the QBCC maintains a comprehensive system for managing both strategic and operational risks. In 2024–25, the QBCC further strengthened its risk management and resilience through delivering several targeted initiatives aimed at promoting a positive risk culture and improving organisational preparedness. Key activities included delivering regular workshops and facilitating discussions with senior leaders to support ongoing monitoring and awareness of strategic and operational risks, while also embedding risk considerations into decision-making processes. Strong governance was upheld through detailed risk reporting to the QBC Board and its advisory committees (FAR and PCP), underscoring the QBCC’s commitment to transparency and effective risk oversight. The organisation systematically reviewed fraud and corruption risks across all functions, identifying control gaps and implementing improvements. 
In addition, the QBCC conducted a self-assessment using the Queensland Audit Office (QAO) model to benchmark its fraud and corruption controls against best practice standards. The QBCC also refined its strategic risk profile to align with its refreshed strategic intent, focusing on evolving customer expectations and government reform priorities. A revised Risk Appetite Statement was developed to further strengthen the QBCC’s capacity to operate as a risk-based regulator and deliver targeted regulation. It also provides clear guidance to support risk-based decision making in the QBCC’s regulatory services and the proactive management of strategic risks.
[bookmark: _Internal_audits_and]Internal audits and external scrutiny  
The QBCC’s internal and regulatory audit function, along with external oversight from the QAO, play a key role in strengthening governance, promoting accountability and driving continuous improvement across the organisation. 
In line with the Financial and Performance Management Standard 2019, the internal audit function provides independent objective assurance and advisory services to assess and enhance the effectiveness of risk management, internal controls and governance systems. To support the delivery of the internal audit function, the QBCC engages O’Connor Marsden and Associates (OCM) to conduct targeted audits of internal systems, policies and processes. In addition, the QBCC’s Regulatory Assurance and Audit team audits regulatory decisions and carries out other assurance activities under the Regulatory Assurance Framework (RAF). Together, these activities form a comprehensive internal and external assurance system that strengthens transparency, integrity and organisational effectiveness.
[bookmark: _Internal_and_external]In 2024–25, with the support of OCM, the QBCC developed its Strategic Internal Audit Plan 2026–28 to guide a more targeted risk-based approach to internal auditing. Approved in June 2025, the plan aligns with the QBCC’s objectives, prioritises high-risk areas, and supports ongoing improvements in governance, accountability and operational performance. The QBCC also developed and finalised the 2025–26 Regulatory Audit Plan, outlining the audit program for the year. 
The QBCC has implemented recommendations from most completed internal and regulatory audits, resulting in stronger internal controls, improved business practices and enhanced regulatory effectiveness. The organisation also finalised all but one outstanding recommendation from the QAO, further reinforcing its governance and accountability frameworks. Complementing these assurance activities, the QBCC made substantial progress in embedding its RAF across the organisation. Key achievements included: 
· establishing a dedicated regulatory audit function
· introducing a risk-based decision-making framework and supporting guidance
· developing organisation-wide quality assurance guidance
· publishing a Good Decision-Making Guide for internal use
· approving and implementing a Capability Framework
· delivering pilot training programs on good decision making and statutory interpretation
· reviewing and updating the QBCC Delegations and Authorisation Manual
· developing and implementing the QBCC Proactive Approach to Regulatory Intelligence and the Regulatory Intelligence Priorities for 2024–25.
These achievements provide a strong foundation for the QBCC to embed intelligence and insights into regulatory decision making, supported by clear direction and accountability for how intelligence informs risk-based regulation.
[bookmark: _QBCC_Governance_Review]QBCC Governance Review 2022    
In November 2021, the then Department of Energy and Public Works commissioned an independent review into the governance of the QBCC. The QBCC Governance Review 2022 (Governance Review) outlined 17 recommendations with 77 associated actions to be implemented over a three-year period. To oversee the implementation, an Implementation Steering Committee (ISC) was established, chaired by the Director-General of the DHPW, and comprising the QBC Board Chair, the Commissioner and representatives from Queensland Treasury and the Department of Premier and Cabinet.
Throughout 2024–25, the ISC held regular meetings to monitor progress, assess the formal closure of actions and oversee reporting on implementation outcomes. As recorded on 30 June 2025, the QBCC and DHPW had together successfully completed 71 actions, with three actions closed and three ongoing as business as usual activities. 
[bookmark: _Code_of_Conduct][bookmark: _Regulatory_assurance][bookmark: _Regulatory_intelligence_and][bookmark: _Prudent_investment_management]Code of Conduct
The Code of Conduct provides the framework for upholding integrity and ethical behaviour across the organisation, aligned with principles of the Public Sector Ethics Act 1994. The Code of Conduct is embedded in the QBCC’s integrity and human resource policies, procedures and management practices. It underpins efforts to promote high standards of public administration and personal conduct. To support compliance with ethical obligations, the QBCC implemented a suite of mandatory training programs delivered through its online learning platform, the QBCC Learning Hub. These programs are designed to ensure staff members understand and uphold key principles such as integrity, impartiality, accountability, transparency and the promotion of public good. 
Mandatory training covers a range of important topics:
· Code of Conduct and workplace bullying
· harassment and equal employment opportunity
· fraud and corruption
· public interest disclosures
· conflict of interest, secondary employment, right to information and information privacy.
[bookmark: _Human_rights_disclosure]All staff are required to complete mandatory training, with refresher modules undertaken every two years to maintain awareness and alignment with ethical standards. As recorded on 30 June 2025, the completion rate for mandatory eLearning across the QBCC was 92 per cent. Proactive learning strengthens organisational accountability, supports ethical decision making and reinforces the QBCC’s commitment to integrity in all aspects of its regulatory responsibilities. 
Human rights 
The QBCC is dedicated to respecting, protecting and promoting human rights in all its decisions and actions, in alignment with the priorities outlined in the Strategic Plan. To uphold the objectives of the Human Rights Act 2019 (Qld), the QBCC has implemented robust processes to embed human rights considerations into its operations and ensure ongoing compliance. 
In 2024–25, training was conducted to ensure directors understand the QBCC’s obligations under the Human Rights Act 2019 and are equipped to consider human rights in decision making. During the reporting period, the QBCC received three complaints related to human rights, all of which remain in progress with outcomes yet to be determined.
Employee conduct
The QBCC is committed to maintaining the highest standards of integrity and strongly upholds its legislative and ethical obligations under the Public Interest Disclosure Act 2010. 
To support its commitment, the organisation has established clear procedures for reporting and managing actual or suspected instances of corrupt conduct or misconduct, and public interest disclosures.
[bookmark: _Access_to_information][bookmark: _Right_to_information]Access to information   
The QBCC is committed to upholding the Queensland community’s right to access government-held information and to the protection of personal information in accordance with the Right to Information Act 2009 (RTI Act), and the Information Privacy Act 2009 (IP Act). In line with its commitment to transparency and community engagement, the QBCC proactively releases information about its functions and publishes a wide range of resources on its website. Where possible, information is made available to the public without the need for formal applications. To build awareness and trust, the QBCC also educates the public about their rights under the IP Act and the responsibilities of individuals and agencies in safeguarding personal information. These efforts help strengthen public confidence in government and the public sector. 
In 2024–25, the QBCC maintained its focus on developing an effective, efficient, ethical, transparent and accountable organisation. The organisation promoted awareness of access and privacy rights, including how these rights can be exercised under the RTI Act and IP Act. It also continued to support the fair and lawful collection and handling of personal information, including the right to request amendments to personal data. During the reporting period, the QBCC received and responded to 275 requests for information. The most commonly requested topics included:
· licensee information
· home warranty insurance claims
· defective building works information
· building works information
· building complaint disputes.
[bookmark: _Privacy]To further strengthen its privacy practices, the QBCC undertook an organisation-wide Privacy Maturity Assessment, developed a comprehensive Privacy Management Framework and updated key internal policies and resources. 
[bookmark: _QBCC_information_and]These initiatives support a culture of privacy awareness and reinforce the QBCC’s commitment to transparency. The QBCC responded to 12 privacy complaints and addressed 68 potential privacy breaches during the financial year.
Open data
The QBCC is required to meet a number of annual reporting obligations by publishing data through the Queensland Government Open Data Portal at www.data.qld.gov.au. The reported information includes:
· consultancies
· overseas travel
· Queensland Language Services Policy
· Charter of Victims’ Rights. 
As no overseas travel was undertaken by staff during the year, a report on overseas travel expenditure was not required for 2024–25. Likewise, no report on the Charter of Victims’ Rights was required as no cases were reported. 

[bookmark: _Toc206493024]Information and digital systems
The QBCC is committed to strengthening its digital foundations, enhancing data governance and embedding evidence-based decision making. Data and technology are key enablers of efficient, responsive and high-quality regulatory services. As part of a continued focus on modernisation and innovation, the QBCC is advancing its digital capabilities and technology strategy to improve service delivery and operational performance. Given the substantial volume of sensitive data it manages, the organisation remains dedicated to ensuring data is securely protected, appropriately accessed and used effectively to support informed decision making. 
During the reporting period, the QBCC advanced its data governance and records management practices, and delivered a suite of digital improvement initiatives. Notable achievements include the delivery of digital portfolio projects that supported the digitisation of licensing products, forms and core operations. Collectively, these initiatives reinforce the QBCC’s role as a digitally enabled and data-informed regulator.
[bookmark: _Data_governance]Data governance and cyber security
Effective data governance and cyber security are fundamental to the QBCC’s capacity to deliver secure high-quality services. Guided by the Queensland Government Enterprise Architecture (QGEA) Framework, the organisation adopts a strategic and integrated approach to managing information, digital assets and cyber risks. By aligning with the QGEA, the QBCC ensures its digital investments and protections comply with whole-of-government policies on information, cyber security and digital services, while also balancing delivery costs, operational risks and long-term business value. 
In 2024–25, the QBCC continued to enhance its data governance practices to promote responsible data management and improve information flow across all operations. The ongoing integration of the Information and Data Governance Framework and Operating Model ensured alignment with the QGEA Information Governance Policy and Data Governance Guidelines. The Information and Data Governance Framework promotes a consistent and unified approach to managing technology and information assets. As a result, the QBCC is better equipped to identify and mitigate data risks while enabling the secure and effective use of its most valuable data assets.
During the reporting period, the organisation undertook comprehensive profiling of its information assets across its business systems. Defining key attributes for each asset informed the application of appropriate security controls and enhanced data lifecycle management. To safeguard data integrity and ensure secure data use, the QBCC prioritised cyber security by developing a comprehensive Cyber Security Program, which includes a Cyber Security Strategy and a three-year roadmap of initiatives. The engagement of a virtual Chief Information Security Officer provides strategic oversight to strengthen cyber maturity and digital resilience. 
[bookmark: _Records_management]Complementing these efforts, the organisation developed an Information Security Management System, along with a scope statement and communications plan, and conducted quarterly maturity reviews to monitor progress. Together, these data governance and cyber security initiatives contribute to a secure and well-governed digital environment. The improvements achieved are enabling more informed decision making through enhanced data quality, increased transparency of information flows and improved accessibility to trusted data. These outcomes support data-driven practices, encourage innovation and safeguard data and information assets for the benefit of the organisation, its employees and the broader Queensland community.
Records management  
The QBCC continues to enhance its records management practices to enable informed decision making, uphold strong governance and safeguard the rights of individuals and stakeholders. In alignment with the Public Records Act 2023 and the organisation’s Information Management Policy, the QBCC ensures that public records are captured, stored and disposed of in accordance with Queensland State Archives approved disposal authorities. Clear roles and responsibilities for records management are outlined in the QBCC’s Information Management Policy and Records Management Procedure. 
In 2024–25, the QBCC completed its annual recordkeeping maturity assessment, demonstrating a commitment to continuous improvement and alignment with Queensland State Archives’ recommendations. To strengthen organisational capability, the QBCC delivered mandatory records management training to all new employees as part of their induction. Ongoing compliance is maintained through online refresher training conducted every three years. Specialist training sessions were also provided where needed to reinforce best practices and ensure staff understand their obligations in managing public records responsibly.  
[bookmark: _Digital_improvement_initiatives]Digital Services Business Case  
The Governance Review 2022 recommended that the QBCC ‘Replace the existing IT systems with fit-for-purpose systems that align with the QBCC functions and reporting framework’. In response, the QBCC developed a Digital Services Business Case to guide the organisation’s transformation into a more efficient, outcomes-focused and insight-driven regulator. 
The business case identified a range of benefits and opportunities, including:
· improved customer experience through services that are easier to use and comply with, leading to better time management, increased satisfaction and higher compliance rates
· enhanced decision making enabled by access to high-quality, trusted data that supports better targeting of services
· greater operational efficiency through automation and more convenient digital channels for service delivery
· a more engaged and capable workforce, with improved motivation, skill development and staff retention
· increased responsiveness to customer needs through integrated digital platforms, reducing risks to information technology
· accelerated innovation through a culture of continuous improvement and faster delivery of services. 
Technology Strategy 2025–2027  
In 2024–25, the QBCC progressed the development of its Technology Strategy 2025–2027 (Technology Strategy), building on the foundations established by the previous Digital Strategy 2022–2025. The updated Technology Strategy outlines a clear and forward-focused roadmap to support the QBCC’s continued digital transformation. Since the launch of the original strategy in October 2022, the QBCC has achieved major milestones, including the decommissioning of most legacy systems, resulting in more streamlined regulatory and corporate operations. 
The Technology Strategy brings renewed focus to three key strategic technology priorities:
· Digital licensing and online services: Delivering modern user-friendly platforms and online forms to improve customer access and experience.
· Security and resilience: Maintaining secure and reliable systems that support business continuity and protect critical information.
· Business capability uplift: Strengthening internal systems and building staff capability to meet future demands.
Digital improvement initiatives 
The QBCC is committed to enhancing its business practices through fit-for-purpose digital tools and targeted training. Feedback from the QBCC Digital Literacy Survey has been instrumental in shaping the organisation’s digital investment and training priorities, with a focus on initiatives that improve day-to-day operations. In 2024–25, the QBCC progressed several major digital improvement initiatives to streamline internal processes and strengthen customer service delivery. Key achievements included the rollout of a field services solution for building inspectors, expansion of the case management platform, digitisation of corporate services, development of executive dashboards and enhancements to the Enterprise Data Warehouse (EDW). 
Guided by its Technology Strategy and dedicated Digital Portfolio Investment Strategy (Investment Strategy), the QBCC continues to invest in projects that enhance operational efficiency, improve the customer experience and equip staff with modern digital tools. The updated Investment Strategy provides a structured framework for identifying, assessing and delivering digital initiatives that align with organisational objectives. It introduces a phased approach to investment approval and assurance, helping to prioritise projects that meet business needs and deliver measurable value. This structured approach ensures investment decisions are evidence based, strategically aligned and outcome focused. 
During the reporting period, the QBCC made significant progress on key digital portfolio projects:
· Digital Licensing Project: Commenced the replacement of the internal legacy BUILD system with Salesforce to reduce cyber risks, improve licensing functionality, and integrate with the Queensland Government’s digital licensing platform to enhance online identity verification and user access to services. 
· Case Management Project: Developed an automated online case management system to streamline workflows, improve data quality and enhance reporting decision making.
· Digital Forms Project: Enabled online submission of plumbing and drainage forms, improving customer experience and integrating data directly with customer records for better data management.
· Field Services Improvement Project: Finalised in December 2024, this project significantly improved field operations by automating and digitising inspection scheduling processes, reducing building inspection wait times from 20 weeks to nine weeks and enhancing overall operational efficiency.
[bookmark: _Executive_Dashboards]Executive Dashboard Program  
In 2024–25, the QBCC progressed its Executive and Operational Dashboard Program, focusing on the development of real-time dashboards to support strategic and operational decision making. These dashboards offer immediate visual access to key performance metrics that are customer centric, service oriented and outcomes driven.
By enabling the QBCC executive leaders to monitor progress, identify emerging trends and respond swiftly to changing priorities, the dashboards have strengthened the organisation’s ability to make informed decisions, track performance and proactively manage risks and opportunities. The program also enhances data visibility, integrates analytics and embeds evidence-based practices, directly supporting the QBCC’s objective to turn data into actionable insights that support better planning, risk management and service outcomes. 
Enterprise Data Warehouse  
In July 2024, the QBCC successfully delivered a foundational EDW, marking a significant milestone in its data transformation journey. The EDW provides a centralised platform for integrating internal and external data sources, improving data quality, consistency and accessibility across the organisation. 
In 2024–25, key achievements included:
· simplifying data ingestion and modelling processes
· expanding the range of integrated data sources
· improving the efficiency and scalability of reporting.
[bookmark: _Digital_Portfolio_Projects]In addition, several existing reporting tools were updated to source data directly from the EDW, improving consistency and reducing manual effort. A new reporting solution was also developed to provide insights into Queensland’s building and construction industry. These improvements are enabling more efficient and informed decision making and delivering stronger operational insights across the organisation.


[bookmark: _Toc206493025]Performance 

[bookmark: _QBCC_Strategic_Plan]

[bookmark: _Toc206493026]Service Delivery Statements service standards 

[bookmark: _Toc202872689]The QBCC Service Delivery Statements (SDS) service standards are key indicators that reflect the expected levels of regulatory and support services delivered to the Queensland community. Estimated actuals are prepared prior to the end of the financial year to inform the budget process. Table 38 outlines the actual performance results recorded on 30 June 2025, including explanations for any significant variances between the actual results, targets and estimated outcomes published in the 2024–25 SDS.
[bookmark: _Ref204672319][bookmark: _Ref203982847][bookmark: _Ref202873290][bookmark: _Ref202873656]Table 38: The QBCC performance in 2024–25 measured against the SDS standards
	Service standards

	2024–25 Target 
	2024–25 Est. Actual 
	2024–25 Actual
	Comment 


	Effectiveness measures

	Perception of fairness in decision-making: percentage of survey respondents agree the final decision was fair
	65%
	65%
	64.5%
	The target has been achieved within the acceptable variance.

	Percentage of QBCC decisions set aside (within the financial year period) by the Queensland Civil and Administrative Tribunal
	7%
	12%
	9.4%[footnoteRef:7],[footnoteRef:8] [7:  A difference of more than five per cent between the estimated actual and actual]  [8:  A difference of more than five per cent between the target and actual] 

	The variance from target is due to an increase in review applications and decisions made by QCAT involving the QBCC as respondent. It is also attributable to QCAT’s capacity to consider new evidence that was not available to the QBCC at the time of the original decision. Because estimates are based on historical data, the actual number of matters involving the QBCC determined by the QCAT and the proportion of those decisions that may be set aside can differ from past outcomes.

	Percentage of licensees in category 4–7 who improved their financial position to meet minimum financial requirements to operate sustainably as a result of QBCC regulatory action
	80%
	88%
	90%7
	The variance from the target is due to proactive engagement activities and regulatory actions undertaken throughout the year to support licensees in meeting minimum financial requirements.

	Efficiency measures

	Cost of recovering $1.00 of funds owed to creditors
	$0.55
	$0.89
	$0.746,7
	The variance from the target and estimated actual is due to a decrease in the number of complaints received and a reduction in the amounts returned to creditors. The decline in monies owed complaints, and the resulting increase in the unit cost of recovery, reflects improved payment compliance and credit-management by licensees.


	Cost to assess and finalise a new licence application made under the Queensland Building and Construction Act 1991, the Building Act 1975, and the Plumbing and Drainage Act 2018
	$1,500.00
	$1,552.00
	$1,474.25
	The target has been achieved.

	Other measures

	Percentage of early dispute resolution cases finalised within 28 days
	80%
	90%
	97%6,7
	The variances from both the target and the estimated actual reflect a reduction in the number of cases requiring complex investigation.

	Average number of days to process licence applications
	30 days
	34 days
	31 days6
	A variance exceeding five per cent between the estimated actual and the final reported actual is due to the completion of a six-week overtime project that reduced the outstanding workload and the reallocation of resources to QBCC Act licence applications towards the end of the financial year.

	Percentage of owner builder permits approved within 15 working days
	90%
	90%
	91%
	The target has been achieved.

	Percentage of adjudication applications referred to an adjudicator within 4 business days
	100%
	99%
	99%
	The target has not been achieved due to minor procedural and technical issues that affected referral processes.

	Percentage of insurance claims for defective work assessed and response provided within 35 business days
	35%
	95%
	97%7
	The variance from the target reflects the positive impact of implementing the Claims Management Improvement Project, which has enhanced digital and case management functions for handling claims. The calculation methodology was also updated to include both accepted and declined claim responses to better represent the measure.

	Average processing time for an early dispute resolution case
	28 working days
	17 working days
	14 working days6,7
	The variances from both the target and the estimated actual reflect a reduction in the number of cases requiring complex investigation.

	Average approval time for defects claims less than $20,000
	50 working days
	25 working days
	19 working days6,7
	The variance from the target reflects the positive impact of implementing the Claims Management Improvement Project, which has enhanced digital and case management functions for handling claims. In addition, the calculation methodology was updated to include both accepted and declined claims. As declined claims were newly incorporated into the calculation, full-year baseline data from the previous year were unavailable to support accurate estimation.

	Percentage of internal review applicants contacted within 2 business days
	95%
	97%
	98.3%
	The target has been achieved.




6 A difference of more than five per cent between the estimated actual and actual
7 A difference of more than five per cent between the target and actual 

[bookmark: _Toc206493027]Strategic Plan performance measures
The QBCC uses its strategic plan performance measures to monitor progress towards achieving the organisational objectives set out in the Strategic Plan. Several of these measures also form part of the QBCC SDS performance standards. Table 39 provides an overview of the QBCC Strategic Plan performance measures, with detailed reporting on the SDS performance standards presented in Table 38.
[bookmark: _Ref204672363][bookmark: _Ref203982866][bookmark: _Toc202872070][bookmark: _Ref202873326][bookmark: _Hlk202872538][bookmark: _Ref202873660]Table 39: QBCC performance in 2024–25 measured against the strategic plan performance measures
	Measure
	Target
	Actual
	Comments

	Objective 1 – Support a strong, safe and sustainable industry through responsive regulatory activity to reduce risk and harm

	Qualitative statement: Outcomes of proactive inspection programs
	In 2024–25, the Technical Standards Unit and Service Trades Unit carried out 4,354 proactive building inspections and identified 556 sites with non-compliance. These teams worked directly with builders and subcontractors who rectified the defects identified by the QBCC inspectors without needing a formal DTR. Inspectors then confirmed the defects had been fixed through follow-up inspections or by reviewing written or photographic evidence provided by the contractors.

	Surveyed statutory councils and industry advisory bodies indicate a perception of effectiveness of engagement
	70%
	74.2%
	The target has been achieved.

	Objective 2 – Improve the customer experience through the provision of information, advice and decisions that are practical, clearly communicated, transparent and timely

	Percentage of licence applications determined within timeframes – per category/type
	90%
	69%[footnoteRef:9] [9:  Have not met the target by more than five per cent variance] 

	The variance is due to the repeated need to request additional information from applicants to support a successful outcome. There has also been an increasing need to verify qualifications, due to the submission of fraudulent qualifications that were subsequently cancelled by the Australian Skills Quality Authority.     

	Surveyed customers indicate that our tools and information provided have assisted them to comply with requirements
	32.5%
	34.9%
	The target has been achieved.

	Percentage of interactive forms available to be fully completed online
	50%
	31.7%8
	The variance from the target is due to the need to decommission an internal legacy digital system before the remaining forms can be digitised.

	Overall customer satisfaction
	37%
	37.7%
	The target has been achieved.

	Percentage of internal review decisions made within the required period
	80%
	97.4%
	The target has been achieved.

	Percentage of peer reviews which agree with the original recommendation to grant/suspend/cancel a licence
	95%
	92%
	The target has been achieved within the acceptable variance.

	Objective 3 – Educate and inform customers to support continuous quality improvement

	[bookmark: _Int_9l5b7Wdt]Qualitative statement: Customers and stakeholders satisfaction with engagement mechanisms
	[bookmark: _Int_3LhVTSzh]In 2024–25, the QBCC delivered a range of education and engagement activities across Queensland, regularly engaging with licensees, industry professionals, industry bodies, TAFE institutions and home owners at both local and state levels. Feedback from attendees consistently indicated a positive experience interacting with the QBCC staff.  

	Percentage of attendees agreeing that the events/materials have improved their knowledge/ understanding of the topic
	75%
	82%
	The target has been achieved.

	Qualitative statement: Percentage of licensees found to be compliant with audit obligations following QBCC education and engagement
	As recorded on 30 June 2025, the Technical Standards Unit and Service Trades Unit had confirmed rectification at all 556 non-compliant sites, except for 21 ongoing matters. These remaining sites are scheduled for reinspection by the QBCC inspectors or are awaiting evidence of rectification from the contractor before the matters can be closed.

	Objective 4 – Be a sustainable and digitally enabled organisation

	Qualitative statement: Application of relevant Queensland Government Enterprise Architecture elements
	Compliance with the Queensland Government Information Security Policy (IS18) was achieved in September 2024 to reduce cyber security risks across the organisation. Ongoing compliance will be maintained by continuing to adhere to IS18, Queensland Digital Identity, Information Classification and other Enterprise Architecture practices.

	General Fund expenditure is within tolerance
	+/- 5%
	-3.9%
	The target has been achieved.

	Insurance Fund expenditure (excl. claims and related) is within tolerance
	+/- 5%
	-40.0%8
	The variance from the target is due to the budget including cost for the implementation stage of the QHWS Review and other budgeted reforms that did not occur in 2024–25. While Building Reg Reno Tranche 4 includes some elements of the QHWS Review recommendations, the timing of their implementation is yet to be determined. 

	Average cost to assess and finalise a Queensland Home Warranty Scheme claim
	$6,137.00
	$9,012.648
	The variance from the target is due to increased cost associated with the upfront investment in the Claims Management Improvement Project, which was established to enhance operational efficiency and elevate customer service standards. In addition, the introduction of new supplier contracts for managing individual claims has further increased costs to deliver this service.

	Percentage of staff self-reporting comfort in their digital capability and tools as required by their current work processes
	60%
	73%
	The target has been achieved.

	Qualitative statement: Activities conducted that have a positive financial, environmental and social impact
	In 2024–25, the QBCC repurposed office equipment across its offices, donated surplus furniture to another government entity, and introduced container and coffee cup recycling at its Brisbane office.

	Objective 5 – Be an organisation that supports, values and empowers our people

	Percentage of staff indicating satisfaction with their supervisor’s support for their professional development through learning and development opportunities
	45%
	48%
	The target has been achieved.

	Percentage of staff satisfied with the quality of engagement with their leaders during one-on-one performance and development discussions
	45%
	48%
	The target has been achieved.

	Percentage of staff being able to identify how their work contributes to the strategic plan
	83.1%
	83%
	The target has been achieved within the acceptable variance.

	Percentage of internal Regulatory Academy participants indicating uplift in regulatory maturity
	50%
	52%
	The target has been achieved.

	Staff engagement score
	50%
	46%8
	The variance from the target is due to a decline in organisational connection, driven by reduced inspiration in day-to-day work and a lower sense of personal attachment to the organisation.

	Percentage of staff who identify that the organisation has a positive impact on the lives of the people of Queensland
	65%
	66%
	The target has been achieved.



[bookmark: _Int_OKz8ZPru]8 Have not met the target by more than five per cent variance 
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The following pages provide details around the QBCC’s financial performance in 2024–25.


[bookmark: _Toc524611847][bookmark: _Toc13825037][bookmark: _Toc206493029]Summary of financial performance 

The QBCC returned a surplus of $108.83 million in 2024–25 and has a net asset position of $349.23 million. 

Total income was $445.01 million, 10.46 per cent higher than 2023–24. The reason for the increase from 2023–24 to 2024–25 relates to:
· the increase in activity in the industry generating higher premium, insurance administration, and licence revenue
· change in fair value of investments, which is dependent on the performance of investment markets
· other revenue from the Queensland Government.
 
Total expenditure was $336.19 million, which is marginally lower than in 2023–24. The major variance was a decrease in impairment loss on financial assets relating to the provision and write-off of non-recoverable claim approvals related to the Queensland Home Warranty Scheme, which is linked to the movement in claims approved.



The QBCC Financial Statements can be found in the PDF version of the Annual Report 2024–2025



[bookmark: _Toc190446773][bookmark: _Toc206493034]Appendix A: Compliance checklist 

	
Summary of requirement
	
Basis for requirement
	Annual report reference

	Letter of compliance
	· A letter of compliance from the accountable officer or statutory body to the relevant Minister/s
	ARRs – section 7
	4

	Accessibility
	· Table of contents
· Glossary
	ARRs – section 9.1
	3
114 – 115

	
	· Public availability
	ARRs – section 9.2
	2

	
	· Interpreter service statement
	Queensland Government Language Services Policy
ARRs – section 9.3
	2


	
	· Copyright notice
	Copyright Act 1968
ARRs – section 9.4
	2

	
	· Information Licensing
	QGEA – Information Licensing
ARRs – section 9.5
	2

	General information
	· Introductory Information
	ARRs – section 10
	7–8

	Non-financial performance
	· Government’s objectives for the community and whole-of-government plans/specific initiatives
	ARRs – section 11.1
	8

	
	· Agency objectives and performance indicators
	ARRs – section 11.2
	53–55

	
	· Agency service areas and service standards
	ARRs – section 11.3
	51–52

	Financial performance
	· Summary of financial performance
	ARRs – section 12.1
	56

	Governance – management and structure
	· Organisational structure
	ARRs – section 13.1
	31

	
	· Executive management
	ARRs – section 13.2
	37–38

	
	· Government bodies (statutory bodies and other entities)
	ARRs – section 13.3
	35–36, 40

	
	· Public Sector Ethics
	Public Sector Ethics Act 1994
ARRs – section 13.4
	47

	
	· Human Rights
	Human Rights Act 2019
ARRs – section 13.5
	47

	
	· Queensland public service values
	ARRs – section 13.6
	8

	Governance – risk management and accountability
	· Risk management
	ARRs – section 14.1
	46

	
	· Audit committee
	ARRs – section 14.2
	33

	
	· Internal audit
	ARRs – section 14.3
	46

	
	· External scrutiny
	ARRs – section 14.4
	46–47

	
	· Information systems and recordkeeping
	ARRs – section 14.5
	48

	
	· Information Security attestation
	ARRs – section 14.6
	Not applicable

	Governance – human resources
	· Strategic workforce planning and performance
	ARRs – section 15.1
	42–45

	
	· Early retirement, redundancy and retrenchment
	Directive No.04/18 Early Retirement, Redundancy and Retrenchment
ARRs – section 15.2
	45

	Open Data
	· Statement advising publication of information
	ARRs – section 16
	2

	
	· Consultancies
	ARRs – section 31.1
	https://data.qld.gov.au

	
	· Overseas travel
	ARRs – section 31.2
	47

	
	· Queensland Language Services Policy
	ARRs – section 31.3
	https://data.qld.gov.au

	
	· Charter of Victims’ Rights
	VCSVRB Act 2024
ARRs – section 31.4
	47

	Financial statements
	· Certification of financial statements
	FAA – section 62
FPMS – sections 38, 39 and 46 ARRs – section 17.1
	106

	
	· Independent Auditor’s Report
	FAA – section 62 FPMS – section 46
ARRs – section 17.2
	107


FAA	Financial Accountability Act 2009
FPMS	Financial and Performance Management Standard 2019
ARRs	Annual report requirements for Queensland Government agencies


[bookmark: _Toc206493035]Appendix B: Glossary

	Term
	Definition

	Adjudication
	A process where an independent expert reviews a payment dispute and makes a decision to resolve it without going to court

	Application
	A formal request submitted for approval, a licence or another service

	Audit
	A check or review of documents or activities to ensure they meet the required industry standards and rules

	Building
	A physical structure, such as a house or an apartment, and can also describe the process of creating or assembling components to form a complete product or system

	Certifier
	A qualified professional who is appointed to assess if a building, amenity or a product complies with the industry standard for approval

	Complaints
	Expression or allegations of building work or service dissatisfaction made by an individual or group, often seeking investigation or remedy

	Compliance
	Following the laws, rules and standards set for building work, licences and industry conduct

	Conciliation
	An informal dispute process where a neutral individual assists parties in discussing their issues and explores options for resolving building or contractual disputes

	Construction
	The process of assembling, modifying, repairing or demolishing structures, encompassing all stages from site preparation through to project completion

	Contractor
	An individual or company engaged under a contract to carry out building work or provide industry-related services

	Culture
	The shared values, behaviours, attitudes and practices in an industry or organisation that shape how people work, interact and deliver services

	Customer
	Individuals or entities engaged in the building industry, including building contractors and consumers

	Decision
	An official ruling or outcome by an appointed authority about a complaint, dispute or application

	Demerits
	Penalty points assigned to a licensee for breaches of building legislation, licence conditions or regulatory requirements

	Digital systems
	Electronic tools, platforms or software used to manage information, deliver services and/or improve processes

	Dispute resolution
	The process of helping individuals or organisations in the building industry settle disagreements or conflicts, without needing to go to court

	Diversity and inclusion
	A commitment to value and support individuals from different cultural backgrounds, creating a welcoming environment where everyone has equal opportunities

	Education
	Programs, resources or activities provided to help individuals in the building and construction industry understand their rights, responsibilities and best practices

	Employee
	An individual employed by the QBCC to perform work or duties under a contract of employment

	Engagement
	The process of actively involving and communicating with individuals to share information, gather feedback and build positive relationships

	Flexible work arrangement
	Work arrangements that allow employees to adjust their work hours, location and patterns to better balance work and personal commitments

	Frontline services
	The first point of contact that delivers building and construction industry services to customers and the community

	Governance
	The system of rules, policies and procedures that directs how decisions are made and put into practice to ensure effective, ethical and transparent operations

	Government objectives
	The Queensland Government objectives for the community focusing on creating a safer, more liveable and future-ready state by strengthening the economy, improving access to health services and enhancing overall quality of life

	Guideline
	General rules, principles or recommendations offering guidance on how something should be done or the standards that should be followed

	Health, safety and wellbeing
	A commitment to protect and promote the overall wellbeing of workers, customers and the community through safe work practices, support services and work environment

	[bookmark: _Int_vQ3xSFhQ]Home owner
	An individual who owns the house or residential property in which they reside

	Industry
	The collective group of businesses, workers and organisations involved in the building and construction sector

	Industry body
	An organisation that represents businesses within the building and construction industry by advocating for their interests, supporting best practices and contributing to policy development

	Industry professionals
	Individuals who hold relevant qualifications or licenses and are actively engaged within the Queensland’s building and construction industry

	Industry stakeholders
	Individuals, groups or organisations that have an interest in, are involved in or are impacted by the building and construction industry in Queensland

	Infringement notice
	A formal notice issued to an individual or company for breaking a law, rule or regulation in the building and construction industry

	Initiatives
	New projects, programs or actions implemented to improve the building and construction industry, address issues and/or achieve specific goals

	Internal review
	A process where the QBCC re-examines a decision that has been made

	Investigation
	Examining complaints, alleged breaches or issues in the building industry, with the aim of finding facts and deciding if any industry rules or laws have been breached

	Learning and development
	Programs, training and opportunities to help employees build skills, gain knowledge and improve their performance and career growth

	Licensee
	An individual or company that holds a valid licence to carry out building work or provide related services in Queensland

	Licensing
	The process of granting, renewing or managing licences that allows individuals or companies to legally carry out building work or related services in Queensland

	Machinery of government changes
	Changes made by the Queensland Government to the structure, functions or responsibilities of government departments and agencies

	Mediation
	A confidential process in which an independent and impartial facilitator helps parties communicate and negotiate to resolve disputes related to building work

	Obligations
	Duties or responsibilities that an individual, organisation or contractor must follow under the laws, rules or conditions

	Onboarding and induction
	Welcoming new employees and providing essential information, training and support to assist them in understanding the organisations values, policies and procedures

	Offence
	A breach or violation of building laws, regulations or licence conditions resulting in penalties, such as fines, demerit points or disciplinary action against the individual involved

	Performance
	An individual, business or building project meeting the standards, requirements and expectations

	Performance development plan
	A structured plans to help employees set work goals, track progress and identify training and support needed to improve their skills and job performance

	Performance measures
	Standards or benchmarks used to evaluate the performance of individuals, teams or the organisation in achieving objectives, meeting expectations or delivering services effectively

	Procurement
	The process of obtaining goods, services or building work through contracts or tenders

	Regulation
	A set of rules created and enforced to control, guide or set standards for behaviour and practices in the building and construction industry

	Regulator
	An authority responsible for creating, enforcing and overseeing rules and standards in the industry to ensure safety, quality and compliance

	Regulatory academy
	An initiative to educate and train employees about regulatory requirements, compliance and best practices

	Regulatory standards
	Relating to the rules, standards and laws that oversee the building and construction industry

	Risk
	The possibility that an event or action could negatively impact the achievement of the organisation’s objectives, operation outcome or regulatory responsibilities

	Risk management
	A process to take steps to minimise or control potential risks that could affect people, projects or an organisations operation

	Sector
	A division of the building and construction industry categorised as residential, commercial or civil construction

	Service
	Assistance, support or work to help people and businesses in the building and construction industry

	Staff
	A group of employed individuals working at the QBCC to perform a range of functions, contributing to the strategic and operational objectives

	Stakeholder
	Any individual, group or organisation with an interest or involvement in the building and construction industry

	Strategic plan
	A document that sets out the objectives of an organisation

	Subcontractor
	An individual or company engaged by a main contractor to perform part of the building work or provide specialised services on a project

	Sustainability
	Building and construction activities that are environmentally responsible, resource-efficient and support long-term social and economic wellbeing

	Trust account
	A special bank account that licensed contractors must use to hold money on behalf of clients, subcontractors or other parties for building projects





[bookmark: _Toc206493036]Appendix C: Acronyms
	Acronym
	Full title

	AICD
	Australian Institute of Company Directors

	BIF Act
	Building Industry Fairness (Security of Payment) Act 2017

	Building Act
	Building Act 1975

	Building Reg Reno
	Building Regulation Renovation

	CEO
	Chief Executive Officer

	Code of Conduct
	Code of Conduct for the Queensland Public Service

	CPD
	Continuing Professional Development

	CX Strategy
	Customer Experience Strategy 2024–2027

	DAC
	Digital Advisory Committee

	DEIB
	Diversity, equity, inclusion and belonging

	DHPW
	Department of Housing and Public Works

	DTR
	Directions to rectify

	EDW
	Enterprise data warehouse

	EGP
	Ex Gratia Payment Decisions Committee

	FAR
	Finance, Audit and Risk Committee

	Form 4/4A
	Notifiable Work Notification

	FWA
	Flexible work arrangements

	IAC
	Industry Advisory Committee

	INSC
	Insurance Committee

	IP Act
	Information Privacy Act 2009

	ISC
	Implementation Steering Committee

	LMS
	Learning management system

	MCPS
	Mediation and Conciliation Pilot Service

	MFR
	Minimum financial requirements

	NAWIC
	National Association of Women in Construction

	NCBP
	Non-conforming building product

	NWP
	Notifiable Work Panel

	OCM
	O’Connor Marsden and Associates

	PCP
	People, Culture and Performance Committee

	PD Act
	Plumbing and Drainage Act 2018

	PDP
	Performance Development Plan

	PSI
	Pool safety inspector

	QAO
	Queensland Audit Office

	QBC
	Queensland Building and Construction

	QBCC
	Queensland Building and Construction Commission

	QBCC Act
	Queensland Building and Construction Commission Act 1991

	QBCC Annual Report
	Queensland Building and Construction Commission Annual Report 2024–25

	QCAT
	Queensland Civil and Administrative Tribunal

	QGEA
	Queensland Government Enterprise Architecture

	QHWS
	Queensland Home Warranty Scheme

	RAF
	Regulatory Assurance Framework

	Registry
	Adjudication Registry

	RTI Act
	Right to Information Act 2009

	RTO
	Registered training organisation

	SARAS
	Study and Research Assistance Scheme

	SC
	Self-Certifying Category

	SDS
	Service Delivery Statements

	SLT
	Senior Leadership Team

	SME
	Subject matter expert

	STC
	Service Trades Council

	STLAP
	Service Trades Licensing Advisory Panel

	Strategic Plan
	Strategic Plan 2023–27, revised for 2024–25

	WfQ
	Working for Queensland

	WHS
	Work Health and Safety
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