Non–financial performance
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Our objectives for the 2014–15 reporting period are contained in the Public Trustee’s Strategic Plan 2012–16 for the 2014–15 reporting period. 
Objectives and performance indicators
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Below are our achievements against the Queensland Government’s objectives for the 2014–15 reporting period.
Our clients 

Meet the needs of our clients in an ethical, professional and responsive way 

· delivered over $30.4 M in CSOs at no cost to the Queensland Government including:

· fees rebated for some clients with limited assets

· free Will making service

· public education in areas such as Wills and Enduring Powers of Attorney document with an emphasis on planning for life 

· support for a range of community services such as the Office of the Public Guardian and funding of the Civil Law Legal Aid Scheme administered by Legal Aid Queensland
· made 25,093 Wills and 2,966 Enduring Powers of Attorney for Queenslanders

· provided financial administration services for 8,403 adults with incapacity for decision making as at 30 June 2015
· commenced procurement for the end to end review of deceased estate administration to identify opportunities to improve service delivery

· contributed funding to the Department of Communities, Child Safety and Disability Services’ campaign against elder abuse 

· the third annual client satisfaction survey to measure and identify areas for improvement in the provision of services:

· for deceased estate management

· for financial management for clients with impaired capacity.
Our services 

Develop innovative services in a client responsive manner 

· planned for the creation of a testamentary trust Client Service Centre to improve service to clients

· maintained our outreach services to ensure Queenslanders can access our services

· broadened the client base for client investment strategies

· achieved our Will making target and continued to implement strategies to increase our appointment rate.

Our business 

Maintain a viable business model and develop our internal operations to fund a broad range of services at no cost to government and in line with government objectives 

· ongoing review of service delivery models and locations to better meet growing and changing demographic needs of Queenslanders

· reviewed the governance arrangements of large charitable trusts to meet changes in the regulatory regime

· a strong financial performance 

· implemented recommended improvements to the practices of the Office of the Official Solicitor to increase efficiencies and improve service to clients.

Our people 

Develop and maintain a committed workforce 

· implementation of technical training for trust officers as part of a comprehensive training framework including: 
· level one technical training for A03 and A04 trust officers. This training is delivered over a six month period

· development of a structured level two technical training for trust officers for implementation in 2015–16
· development of a structured level three technical training for trust officers for implementation in 2015–16. The delivery of the training is the culmination of a three year project to increase the technical skills of trust officers leading to improved client service

· supporting line managers in inducting new employees, by providing the following resources on our intranet:

· induction guidelines

· induction planner, and

· new employee induction manual

The induction manual provides a comprehensive overview of the environment in which an employee will work, their employment conditions and expected behaviour and conduct.
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Community Service Obligations 
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A range of CSOs have been provided including:

[image: image5]
The total cost of CSOs delivered for the 2014–15 financial year was $30.4 M representing an increase of 6.8% from the previous financial year which was $28.4 M. An amount of $31.4 M is budgeted for 2015–16.
	Category of CSO
	2014–15 
Actual
	2015–16 
Budget

	Fees rebated for clients with limited means
	$21,669,152
	$23,372,822

	Fees rebated for principal residence and other 
	 $851,940
	$735,497

	Management of prisoners' affairs
	 $135,720 
	$158,540

	Public community education and advice to the courts and tribunals in the areas in which Public Trustee has expertise
	$1,269,156
	$1,034,906

	Provision of free Will making service to Queenslanders 
	$5,155,104
	$4,693,014

	A cash contribution to the Office of Public Guardian
	 $1,096,000 
	$1,136,044

	Civil Law Legal Aid - outlays written-off and administrative support
	 $185,045 
	$226,120

	Total
	$30,362,117 
	$31,356,943


CSOs are reported in our Financial Statements in two areas:

· deduction from fee revenue ($29.1 M 2014–15) where they are a rebate of fees or services provided at no charge, and

· expenditure ($1.3 M 2014–15) as contributions towards other sector operations.
Service delivery 
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The Public Trustee is required to plan service delivery to measure and monitor the efficiency and effectiveness of the services we deliver. Service delivery uses internal capabilities such as human resources, financial, information and information communication technology. Service delivery is measured using service standards and other measures. The Public Trustee sets service standards and other measures and publishes our expected results in our Service Delivery Statements (SDS) as part of our budget papers. Actual results are published in our annual report.
By measuring performance, the extent to which the Queensland Government services are creating value can be determined. 
Our service areas and service standards
Client Services is the frontline interface with our clients and the community. The Public Trustee strives to make a positive difference in the lives of our clients while ensuring we fulfil our fiduciary responsibilities.
In accordance with the Government’s guidelines for Whole of Government, the SDS now only discloses service standards that relate to the efficiency and effectiveness of services. 

Service area objective
To deliver a full range of professional, accessible and reliable trustee, financial and related services that meet client needs. 
Services and service area description
The major services provided by Client Services are:
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This table outlines our performance against three service measure targets and three service standards.
	Service Standards
	Notes
	2014–15
Estimated Target
	2014–15
Estimated

Actual
	2014–15
Actuals

	Service: Deceased Estate Administration

	Effectiveness measure

Overall client satisfaction with deceased estate administration service as measured by client satisfaction index 
	1
	70%
	70%
	71.09%

	Efficiency measure

Percentage of deceased estates administered within target timeframe
	2
	70%
	65%
	71.45%

	Service: Financial Management 

	Effectiveness measure 

Overall client satisfaction with financial management service as measured by client satisfaction index
	3
	70%
	70%
	76.81%

	Efficiency measure
	4
	
	
	

	Service: Will Making Service 

	Effectiveness measure

Overall client satisfaction with Will preparation services as measured by client satisfaction index
	5
	90%
	90%
	95.6%

	Efficiency measure
	4
	
	
	


Notes:

1. 
The satisfaction index is calculated by an independent market research provider on an annual basis. The index is calculated by summing 50% of overall satisfaction score and 50% of the single overall weighted satisfaction factors score to obtain a total index score. 

2. 
The estimated actual is lower than target due to the impact of a major initiative to complete older matters that have not met target timeframes. Whilst this will have an impact in the 2014–15 year it is expected that the 2015–16 results will exceed target as a result of this and other initiatives implemented. 

3. 
This was a new measure introduced in 2014–15.The satisfaction index is calculated by an independent market research provider on an annual basis. The index is calculated by summing 50% of overall satisfaction score and 50% of the single overall weighted satisfaction factors score to obtain a total index score. 

4. 
An efficiency measure is being developed for this service and will be included in a future Service Delivery Statement.

5. 
All clients having a Will prepared with the Public Trustee receive a Wills Questionnaire. The Wills Questionnaire contains eight questions relating to the quality of the Will making service provided. Six of the eight questions in the survey relate to quality of the service provided. The remaining two relate to the delivery of the service. The overall satisfaction level is calculated as a percentage of positive responses to total number of responses received.
The following table provides a summary report of our performance against relevant outcomes previously included in our Service Delivery Statement.
	Service outcomes for 2013–14
	2014–15
Target
	2014–15
Actual

	Number of deceased estate matters received for administration
	2,360
	2,156

	Number of disability client matters under administration
	8,401
	8,403

	Cost of managing the commercially uneconomical affairs of people with a disability
	$21.7 M
	$21.7 M

	Number of Enduring Powers of Attorney documents prepared
	3,900
	2,966

	Number of Wills prepared
	25,525
	25,093


Philanthropic charitable trusts
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The Public Trustee is trustee for the following leading philanthropic charitable trusts in Queensland.
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Queensland Community Foundation 
The Queensland Community Foundation (QCF) was established in 1997 to provide a permanent source of philanthropic funding for charitable organisations to enable them to respond to the needs of the Queensland community.
The QCF continued to grow in 2014–15 and now has funds under management exceeding $65 M. During the year, QCF paid distributions to a broad range of charities in excess of $2.6 M.
For further information visit www.qcf.org.au 

QCF Sub Fund: Gulf Area Community Social Development
Established under the umbrella of the QCF in 2000, this sub fund has in excess of $6 M funds under management.
The sub fund supports the Gulf Area Community by providing grants to projects and initiatives that encourage educational, health, cultural and social development.
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Queensland Aboriginal and Torres Strait Islander Foundation 
The foundation was established in 2008 and provides a secure, independent and perpetual funding source to advance the education of Aboriginal and Torres Strait Islander children and young people in Queensland through provision and promotion of scholarships.
Scholarships of more than $2.2 M for 1,219 Indigenous students from 180 Queensland high schools were approved in 2014–15. A total of 3,700 students have been approved for scholarships since the foundation commenced in 2008. 
For further information visit www.qatsif.org.au 
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Lady Bowen Trust 
Established in 2006, the trust aims to re-engage people experiencing chronic homelessness so they achieve genuine, positive and lasting outcomes. The trust supports Mission Australia which maintains Roma House, a facility to enhance clients’ life skills, confidence and resilience while assisting them to find secure accommodation.
The trust has net assets of approximately $4.8 M funds under management. 

During 2014–15, the ongoing support of Roma House and grant funding totalled $172, 500.
For further information visit www.ladybowentrust.org.au
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Forde Foundation 
The Forde Foundation was established in August 2000 in response to the findings of the ‘Commission of Inquiry into Abuse of Children in Queensland Institutions’, better known as the Forde Inquiry. The foundation is designed to support former residents of Queensland institutions. Financial support is provided to individuals for specific purposes such as dental care, education, training and personal development opportunities. 
The foundation has funds under management of approximately 
$4.1 M, with distributions totalling $212,000 in 2014–15.
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For further information visit www.fordefoundation.org.au
Gladstone Foundation 
Established in early 2011, the foundation allows for industry funds to be channelled into this perpetual trust to provide social infrastructure and service needs in the Gladstone Region.
Specific purposes of the trust are relieving poverty, assisting the aged, relieving sickness or distress, advancing religion and education, providing child care services on a non-profit basis and other purposes which benefit the Gladstone Region. 
Initial capital received by the Trust was $13.5 M. Grants approved in grant round one were $4.6 million. At 30 June 2015, the net assets 
of the Foundation stood at $11.9 M.  After taking into account the balance of round one commitments to be paid, the balance of uncommitted funds at 30 June 2015 was $10.05 million.
For further information visit www.gladstonefoundation.org.au 
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Supporting campaign to end elder abuse 


In 2015, the Public Trustee partnered with the Department of Communities to support the 'Trust your instinct' campaign to increase awareness of this critical issue in order to end elder abuse in our communities.


The ‘Trust your instinct’ campaign is a Queensland-wide initiative which incorporates advertising, social media, posters and helpcards distributed by community services and campaign partners. The campaign was centred upon World Elder Abuse Awareness Day on 15 June and encouraged people affected to call the Elder Abuse Helpline for advice and support on effective responses.


The Public Trustee was proud to once again continue support of this important prevention initiative in our community. The Public Trustee's support, in the form of a $20,000 sponsorship, included:


financial support for Facebook advertisements to engage a wider, more diverse audience in discussions about elder abuse


the mail-out of campaign posters and helpcards to approximately 5,000 community organisations and services across Queensland to ensure awareness of this campaign.





$0.9 M Other





$1.1 M


A cash contribution to the Office of the Public Guardian





$5.2 M �Provision of free Will making service to Queenslanders





$0.2 M 


Civil Law Legal Aid - outlays written-off and administrative support








$1.3 M


Public community education and advice to the courts and tribunals in the areas in which Public Trustee has expertise





$21.7 M


Fees rebated for clients with limited means





Deceased estate administration


The Public Trustee acts as executor in deceased estate matters and as trustee pursuant to Wills or on intestacy. 








Financial �management 


The Public Trustee acts as an administrator for financial matters for clients with impaired capacity for decision making pursuant �to the Guardianship and Administration Act 2000 or as a financial attorney pursuant to the Powers of Attorney Act 1998.








Will making �service 


Wills are prepared �free of charge for all Queenslanders.





Indigenous students benefit from scholarship funding


The Public Trustee is proud to be the trustee of the Queensland Aboriginal and Torres Strait Islander Foundation (QATSIF). QATSIF is a foundation established to provide young Aboriginal and Torres Strait Islander Queenslanders with financial assistance in the final years of their secondary education.


QATSIF was established in 2008 by the Queensland Government through the Department of Aboriginal and Torres Strait Islander Partnerships and Multicultural Affairs. QATSIF was established with the proceeds from the Aborigines Welfare Fund and the Indigenous Wages and Savings Reparations Scheme. 


During 2014–15, scholarships of more than $2.2 M for 1,219 Indigenous students were approved.


Since its establishment, QATSIF has provided scholarship funding to over 3,700 students through 430 independent and State high schools throughout Queensland. In total, more than $9.5 M in scholarship funding has been provided since the trust was established.
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