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CBOS Consumer; Building and Occupational Services
Statutory Offices and Functions

Leadership and Coordination
\ Compliance and Dispute Resolution
Communications and Projects
Shared Services
A fair; just and safe Tasmania through
the delivery of equitable, efficient
and effective consumer, building and
occupational regulation.
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Consumer Services Building Services

Regulatory Services: Regulatory Services:

* Licensing * Licensing

+ Corporate Affairs Technical Regulation:

* Rental Services + Building Standards and Regulation

* Registration to Work with * Plumbing Standards and Regulation
Vulnerable People « Gas Standards and Safety

Technical Regulation: * Electrical Standards and Safety

* Marketplace Standards and
Regulation

* Australian Consumer Law

» Product Safety




Purpose

Consumer, Building and Occupational Services (CBOS) has developed this
policy to outline the activities we use to deliver our services.

Who We Are

CBOS is part of the Tasmanian Department of Justice. We regulate consumer,
building and occupational licensing. CBOS works with the community to
build a fair, just and safe Tasmania.

Service Standards

Education is our priority

Service Principles

* helping people to use our services

* giving clear and useful advice

* helping people understand decisions we make

* educating the public about their rights and responsibilities

* encouraging compliance with the law

Advisory Service — Self-help

CBOS provides a self-help service. We help the public to resolve disputes
without a third party becoming involved.

Self-Help Stages

» Stage One —Talk to the other party

» Stage Two —Write to the other party

» Stage Three - Contact CBOS

 Stage Four - Take legal action
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Service Delivery

Responses

CBOS is committed to responding to enquiries in the shortest time possible.
We aim to contact the consumer within 5 business days after receiving the
enquiry.

Privacy

Any information provided to CBOS is covered by privacy and confidentiality
laws.

Feedback

CBOS is committed to providing excellent service. We value feedback and
suggestions about our service delivery and policies. This helps us to improve
our services and performance.

Conduct
CBOS staff will:

* Be honest and professional

* Treat consumers fairly and respectfully
* Be flexible and innovative

* Try all options to resolve a dispute
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Complaints

CBOs accepts enquiries and complaints about individuals, businesses or
industries. Difficult matters may take longer to investigate.

General feedback and complaints can be lodged at:

Phone: 1300 654 499

Email: cbosinfo@justice.tas.gov.au

By post:  Consumer, Building and Occupational Services
PO Box 56

ROSNY PARKTAS 7018

Complaints about our decisions

A person can appeal a decision made by CBOS. They must refer to the
information provided with the decision. [f this information was not provided
contact CBOS.

If you are unhappy with the response to your appeal, contact the Tasmanian
Ombudsman:

Phone: 1800 001 170

Email: ombudsman@ombudsman.tas.gov.au
By post:  Ombudsman Tasmania

GPO Box 960

HOBART TAS 7001
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CBQOS Decisions and Actions

Principles

CBOS strives to meet the following principles

Transparency

CBOS is committed to open and transparent
communication. By publishing our policies, the public
will have a better understanding of what they must do
and what CBOS can do.

Consistency

CBOS endeavors to make sure that similar matters
have similar results.

Time The time spent investigating will be in proportion to
the level of public risk or how serious the breach of
legislation is.

Resources CBOS allocates resources to target issues in line with

the level of risk.

State Service
Code of Conduct
and Principles

CBOS strictly follows the State Service Principles and
the State Service Code of Conduct.
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Education

Education is our priority. The more the public are educated in their
rights and responsibilities, the easier it is to make sure people comply
with the law.

CBOS uses a variety of methods to educate the public and promote
compliance

* website

* media

* social media

* printed material

public workshops, events and forums







Enforcement

CBOS has a range of enforcement options available to them. Options used
depend on the breach and which Act it's under. These are to address conduct
which is a risk to the public or a neglect of the law.

The enforcement options are outlined in Figure | and Figure 2.

Priorities

All complaints are looked at but CBOS will decide what action will be taken.

We give priority to matters that show one or more of the following:

behaviour of public interest or concern

actions causing major consumer loss

activities affecting disadvantaged or vulnerable people
actions that show constant disrespect for the law
behaviour involving new or emerging issues

where we can help educate and deter future breaches

conduct that may become common

There are some forms of conduct that are so harmful to the public that
CBOS will always investigate them. For example, conduct that affects public
safety.
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Figure I: Enforcement Options

Figure | shows that there are a number of enforcement options.

Education
Engagement Program
Dispute Resolution

{

2. Directed Compliance
Audits and Inspections
Written Warning
Defect Notice
Licence Condition
Infringement Notice
Public Warning

NOTE:The setup of this diagram does not mean that each step needs to be
taken, or that the options placed at the same level are similar.
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Figure 2:
Enforcement Options Explained

Figure 2 outlines the options in more detall.

Advice CBOS will advise the public of their obligations.

Education CBOS educate industry professionals to improve compliance with regulations.

ENEEEEINEREN CBOS talk to stakeholders to reduce failures in compliance.
Program

Dispute CBOS offers advice and mediation to help resolve disputes.
Resolution

Audits and CBOS undertake inspections and audits to monitor compliance.
Inspections

Written A written warning is issued when non-compliance is identified but the Director
Warnings has decided there is no need for further action.

Defect A notice can be issued to state defective work is required to be fixed.
Notices

Licence or A condition may be put on the licence or registration when breaches are
Registration Wie[ElaiilteN
Conditions

A GEEERTE (nfringement notices are issued for breaches and imposes a financial penalty.
Notice

Public When a breach is an issue to public safety, the Director may release a public
Warning warning.

LEEETET An order may be issued when work non-compliant with standards or legislation.
Orders

Licence A licence may be suspended for a length of time.
Suspension

Licence Where there is significant breach a licence can be cancelled.

Cancellation

o . Civil action means beginning a prosecution. This is done by the Director of
Civil Action

Public Prosecution in the Civil Division of the Magistrates Court.
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Further Information

You may also contact the Tasmanian State Government
Helpline or email CBOS directly.

Department of Justice - Consumer, Building and Occupational Services

HELPLINE: 1300 654 499

Email: cbosinfo@justice.tas.gov.au

Website: www.justice.tas.gov.au

Address: PO Box 56, Rosny Park, TAS, 7018

This document has been produced and published by the Consumer Building and Occupational Services Division of the Department of Justice.
Although every care has been taken in the production of the work, no responsibility is accepted for the accuracy, completeness, or relevance to

the user’s purpose, of the information. Those using it for whatever purpose are advised to verify it with the relevant government department, local
government body or other source and to obtain any appropriate professional advice. The Crown, its officers, employees and agents do not accept
liability however arising, including liability for negligence, for any loss resulting from the use of or reliance upon the information and/or reliance on its
availability at any time.
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