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QBCC’S DISPUTE RESOLUTION
The QBCC may be able to help resolve disagreements about defective work through facilitation. Before lodging a Defective Work 
Complaint to access the QBCC's Dispute Resolution process, the Property Owner must notify the Contractor in writing of their 
complaint, listing each item of concern. The notice must give a timeframe (e.g. 14 days) for the Contractor to rectify the items 
(not required if they are bankrupt or insolvent and have had their licence cancelled, deregistered or deceased).

Visit the QBCC’s website for more information – qbcc.build/disputes-defects

QBCC’S NON-COMPLETION CLAIMS
The Property Owner may lodge a claim for non-completion of building work 
when a Contractor has not completed all work under a contract for residential 
construction work. The QBCC’s Non-completion Claims process assesses the 
Property Owner’s eligibility under the Queensland Home Warranty Scheme 
(QHWS). The QHWS can pay for the loss the Property Owner su�ers as a result 
of their Contractor being unable to complete their building project. 

Visit the QBCC’s website for more information - qbcc.build/disputes-non-comp 
and qbcc.build/claims-non-comp

1 .

3.

2.

4. 5.

YES
NO

YES
NO

YES
NO

REFUND OF 
DEPOSIT
Close case

Receive and 
create case1.

4.Scope 
definition3. 5. Process

payment

6. Close case

Establish 
contract

Case 
assessment2.

YES – DISPUTE RESOLUTION

Is defective work 
identified?
If yes, go to 
DISPUTE 
RESOLUTION.

Non-completion claim form received

D
ef

ec
tiv

e 
w

or
k 

re
fe

rr
ed

 t
o 

D
is

pu
te

 R
es

ol
ut

io
n 

pr
oc

es
s

YES – NON-COMPLETION CLAIMS

YES – EARLY DISPUTE RESOLUTION

Receive and create 
complaint1.

YES – DEFECTIVE WORK CLAIMS

4.

Complaint 
investigation3. 5. Close complaint

Decision and 
action

Complaint 
assessment2.

 QBCC sends closure letters to
Property Owner and Contractor. QBCC Building Inspector contacts Property Owner and

Contractor and may conduct property inspection.

 QBCC receives a complaint from
Property Owner.

 QBCC receives a claim
form from Property
Owner.

 QBCC Assessment O�cer:
▪ assesses the validity of claim.
▪ sends claim acceptance or

declinature letters to Property
Owner and Original Contractor.

▪ refunds Property Owner's
deposit if no building work
has commenced.

 Service Provider submits scope of work
and tender quotes for QBCC to review
and approve claim.

 Rectifying Contractor produces
and sends contract to Property
Owner to sign.
Service Provider sends signed
contract to the QBCC.

 Service Provider submits
Rectifying Contractor’s invoice
to QBCC Assessment O�cer
for approval and payment.

 QBCC Assessment
O�cer closes the case.

 A Service Provider is used by the QBCC to report on the state of works,
provide a scope of work for incomplete and any defective works,
arrange tenders and oversee the completion of the works.

 QBCC Assessment O�cer:
▪ assesses the validity of the complaint.
▪ contacts Property Owner and Contractor

and attempts to facilitate an agreement
(case is referred to a QBCC Building
Inspector if no agreement reached).

 QBCC Building Inspector issues
a Direction to Rectify (DTR) to
the Contractor if their work is
defective (and it's reasonable
in the circumstance) and a
Failure to Rectify if the DTR is
not complied with.

QBCC

Is the contract still active?
If yes, go to EARLY DISPUTE RESOLUTION.

Is the work incomplete? 
If yes, go to 
NON-COMPLETION 
CLAIMS.

Are any outstanding defects insurable? 
If yes, go to DEFECTIVE WORK CLAIMS.

6.

5.

1 .

3.2. 4.

SERVICE PROVIDER

QBCCNO

Y
ES

NO

YES
NO

Y
ES

Y
ES

Y
ES

NO NO

https://qbcc.build/disputes-defects
https://qbcc.build/disputes-non-comp
https://qbcc.build/claims-non-comp



