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Annual report 2023-24
The Queensland Human Rights Commission is committed to providing accessible services to Queenslanders from all culturally and linguistically diverse backgrounds. If you have difficulty in understanding the annual report, you can contact us on toll free 1300 130 670 and we will arrange an interpreter to effectively communicate the report to you. 
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English: If you’d like us to arrange an interpreter for this report, please call us on 1300 130 670.
Spanish: Si desea que nosotros para solicitar un intérprete de este informe, por favor llámenos en 1300 130 670
French: Si vous souhaitez organiser un interprète pour ce rapport, veuillez nous appeler au 1300 130 670
Chinese: 如果您想让我们为此报告安排传译员，请致电我们 1300年 130 670
Arabic: إذا كنت تريد منا أن يرتب مترجما لهذا التقرير، يرجى الاتصال بنا على 1300 130 670
German: Wenn Sie uns einen Dolmetscher für diesen Bericht anordnen möchten, rufen Sie uns bitte auf 1300 130 670
Turkish: Lütfen bizi arayın 1300 130 670 bizimle bu rapor için bir tercüman istiyorsanız,
Japanese: このレポートのための通訳の手配を希望する場合は、1300年 130 670 に問い合わせください。
Dutch: Als u wij dat wilt te regelen een tolk voor dit verslag, bel ons op 1300 130 670
Korean: 우리가이 보고서에 대 한 해석자를 정렬 작업을 원하시면 전화 주시기 바랍니다에 1300 130 670
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This annual report is licensed by Queensland Human Rights Commission under a Creative Commons Attribution (CC BY) 4.0 International licence. To view a copy of this licence, visit: http://creativecommons.org/licenses/by/4.0/
CC BY Licence Summary Statement: 
In essence, you are free to copy, communicate and adapt this annual report, as long as you attribute the work to the Queensland Human Rights Commission. 
Attribution: 
Content from this annual report should be attributed as: Queensland Human Rights Commission Annual Report 2023-24.
This publication is available in print from the Queensland Human Rights Commission’s Brisbane office, or in electronic format on the Commission’s website at: www.qhrc.qld.gov.au.
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[bookmark: _Toc174701460][bookmark: _Toc175729409]Letter of compliance

30 August 2024

The Honourable Yvette D’Ath MP
Attorney-General and Minister for Justice and Minister for the Prevention of Domestic and Family Violence
1 William Street
Brisbane QLD 4000

Dear Attorney-General,
I am pleased to present the Annual Report 2023-24 and financial statements for the Queensland Human Rights 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 reporting requirements for Queensland Government agencies.
A checklist outlining the annual reporting requirements can be found at Appendix A of this annual report or accessed at www.qhrc.qld.gov.au.
Yours sincerely,
[image: ]
Scott McDougall
Commissioner
Queensland Human Rights Commission
· 

[bookmark: _Toc174701461][bookmark: _Toc175729410]Commissioner’s foreword
The past twelve months have been a period of strong delivery for the Queensland Human Rights Commission, as we continue to deliver outcomes and services to Queenslanders as well as progressing work towards the prevention of discrimination, harassment and vilification in Queensland.
In April 2023, the Queensland Government accepted in-principle all recommendations of the Commission’s report “Building belonging: Review of Queensland’s Anti-Discrimination Act 1991”. Those recommendations included a key reform to see Queensland shift focus to prevention, that is to promote compliance with the Anti-Discrimination Act by seeking to prevent discrimination and sexual harassment before it occurs. 
Throughout 2023-24, the Commission made organisational preparations to implement a shift to prevention. Funding to support these changes was confirmed by the Queensland Government in June 2024, and the Commission will roll them out in 2024-25. The funding will allow the Commission to finalise staffing and other organisational arrangements that will deliver a stronger service to all Queenslanders in coming years.
This year, the Commission received 1432 complaints and finalised 1496 complaints. This is an excellent outcome. The Commission continues to seek ways to reduce extended waiting times for assessing complaints after lodgement. We have trialled an early resolutions process, with strong results to support a broader implementation. Increased permanent staffing will also have a positive impact on waiting times.
Our education team delivered 304 training sessions to nearly 5000 people across Queensland. This included a substantial series on sexual harassment and the implementation of new federal Respect@Work legislation. Education is an essential element of prevention and the Commission will be undertaking a review of our services in the coming year to ensure we are reaching as many organisations and people as possible.
Prevention is also about systemic change. The Commission’s legal, policy and research outputs work to embed a culture of human rights across Queensland. This year, we commenced a project with the Queensland Police Service to review diversity and inclusion in the QPS. This project is an important example of the independent, collaborative and outcomes-focused work required to shift the dial on discrimination, harassment and vilification in our state.
At the time of writing, the Queensland Government has introduced the Respect at Work and Other Matters Amendment Bill 2024 to Parliament. This Bill contains important protections from discrimination for people who need it most, including victim-survivors of domestic and family violence and people experiencing homelessness. It also would introduce a positive duty on public and private entities to do all they reasonably can to prevent discrimination and harassment before it happens. These are key reforms for Queensland and will mark a fundamental change in how the Commission approaches its purpose, of protecting and promoting freedom, respect, equality and dignity for all people in Queensland.

Scott McDougall
Queensland Human Rights Commissioner



[bookmark: _Toc174701462][bookmark: _Toc175574018][bookmark: _Toc175729411]About the Commission
The Commission is an independent statutory body established under the Anti-Discrimination Act 1991. We are accountable to Parliament through the Attorney-General and Minister for Justice.
Our operational objectives are directly aligned to the objectives of our governing legislation. Through our work, we contribute to the whole-of-government objectives of ‘be a responsive government’ and ‘keep communities safe’, while also delivering on our independent objectives. The ways in which we deliver services, develop and support staff, and engage with the community also reflect the Queensland public service values of putting customers first, translating ideas into action, unleashing potential, being courageous, and empowering people.
We are led by the Human Rights Commissioner, who is appointed under section 238 of the Anti-Discrimination Act by the Governor in Council, and reports to the Queensland Parliament through the Attorney-General and Minister for Justice. 
A chart showing the Commission’s organisational structure is available in Appendix D of this report.
We have four offices, located in Brisbane, Rockhampton, Townsville and Cairns, which deliver services to the Queensland community. Each regional office performs a variety of functions, including dispute resolution and complaint management, training, community engagement and provision of information services directly to the public. The Brisbane office is also responsible for executive, legal and corporate services.
[bookmark: _Toc174701463][bookmark: _Toc175574019][bookmark: _Toc175574128][bookmark: _Toc175574406][bookmark: _Toc175729412]Our vision
A Queensland where human rights are real for everyone.
[bookmark: _Toc174701464][bookmark: _Toc175574129][bookmark: _Toc175574407][bookmark: _Toc175729413]Our purpose
To protect and promote freedom, respect, equality and dignity.
[bookmark: _Toc174701465][bookmark: _Toc175574020][bookmark: _Toc175574130][bookmark: _Toc175574408][bookmark: _Toc175729414]Our services
Our services include:
providing an expert dispute resolution service for discrimination and human rights complaints
helping people understand their rights and responsibilities through our statewide enquiry service
training businesses, government and the community
supporting the development of policy and legislation to better protect rights
increasing public understanding and discussion of human rights and responsibilities through our community engagement, education programs and communications.



[bookmark: _Toc174701466][bookmark: _Toc175574021][bookmark: _Toc175729415]Dispute resolution and complaint management
Our functions under the Anti-Discrimination Act 1991 and the Human Rights Act 2019 include impartial dispute resolution of complaints. 
[bookmark: _Toc143677675][bookmark: _Toc143677795][bookmark: _Toc143678697][bookmark: _Toc144200478][bookmark: _Toc174701467][bookmark: _Toc175574022][bookmark: _Toc175729416]Complaints we received 
This year, 1432 complaints were received across the state. This figure is significantly less than the 1860 received the previous year, returning to a rate more comparable to the number we received in 2020-21. 
The Commission received significantly fewer COVID-19 related complaints during 2023-24, and this largely drove the overall reduction in complaints. 
The Commission finalised 1496 complaints, making 2023-24 the first time in over 5 years that we finalised more complaints than we received. 

Figure 1: Total complaints received 2017-18 to 2023-24 
[bookmark: _Toc143677676][bookmark: _Toc143677796][bookmark: _Toc143678181][bookmark: _Toc143678698][bookmark: _Toc144200479]
Note: Complaints are not always finalised in the year they are lodged with the Commission.
[bookmark: _Toc174701468]


Complaints we are able to deal with 
The complaints we are able to deal with are defined by legislation, which contains criteria complaints must meet in order to be accepted. 
[bookmark: _Hlk106797562]We deal with complaints about:
· discrimination, sexual harassment, victimisation, vilification, and other contraventions of the Anti-Discrimination Act 1991;
· reprisal under the Public Interest Disclosure Act 2010, enabling people to resolve their complaints through the Commission’s process as an alternative to pursuing court proceedings; and
· unreasonable limitations of human rights by public entities under the Human Rights Act 2019.
“I thought the process was fair to all parties. Our voices were heard during the process” – complaint party
[bookmark: _Toc143677677][bookmark: _Toc143677797][bookmark: _Toc143678182][bookmark: _Toc143678699][bookmark: _Toc144200480][bookmark: _Toc174701469]Our dispute resolution process 
Each complaint lodged with us is assessed by a conciliator to see if it is a complaint covered by our governing legislation. This involves a thorough examination of the allegations contained in the complaint to determine whether, if proven, they would amount to conduct covered by the legislation. 
Those that meet the criteria and definitions under the relevant legislation are accepted for dispute resolution. Not all complaints lodged with us are complaints we are able to deal with and attempt to resolve. Reasons for this can include allegations not being covered by the legislation, not being made within the legislated time limits, or the complainant having made a previous complaint about the same allegations. 
We are not a court or tribunal and do not have the power to determine whether or not a breach of the Act/s has occurred. Our role is to help the parties involved in the complaint resolve their dispute. 
We attempt to resolve complaints accepted under the Anti-Discrimination Act through conciliation conferences. We also commenced a trial of early resolution in 2023-24. While conciliation has many benefits, we recognise that with the increasing numbers of complaints received, and broad range of people engaging with our complaints service, there is an increasing need for flexibility in our process so it is fit for purpose for all parties. 

The trial of early resolution processes for complaints is aimed at further developing this flexibility. The trial focusses on outcomes and is being trialled in situations where the Commission can facilitate efficient and productive discussions with the parties.

Both parties need to agree to be involved in the early resolution process and commit to discussing potential solutions to resolve the complaint. Parties retain the option to resolve the complaint through a conciliation agreement. The trial has already seen good results and received positive feedback from parties, with several complaints resolved in a matter of weeks or even days from lodgement.
“By far the easiest, quickest way a complaint can be resolved. Surprised by how efficient the whole process was - a simple matter resolved in a simple way.” – complaint party involved in early resolution trial
The Human Rights Act is more flexible and empowers us to attempt to resolve human rights complaints by taking appropriate reasonable action, which can include conducting preliminary investigations, requesting submissions from public entities, and conducting early negotiations and conciliation conferences. 
Dispute resolution processes are managed by a conciliator from the Commission. Our conciliators are impartial third parties in this process and do not take sides or advocate for either party, but ensure the process is fair, safe and consistent with the relevant Act, and assist the parties to come to resolution. Conciliators have specialist knowledge about human rights and discrimination under the Acts. They will help the parties understand their rights and responsibilities under the Acts, which may include explaining the law, point out the strengths and weaknesses of the complaint and the response, tell all the parties about previous cases and the range of possible outcomes if the complaint does not resolve at conciliation, and make suggestions or give options for resolving the complaint.
For Anti-Discrimination Act complaints unable to reach resolution, the complainant can choose to proceed to tribunal – the Queensland Industrial Relations Commission for work-related matters, and the Queensland Civil and Administrative Tribunal for all other matters. 
Should a Human Rights Act complaint against a public entity be unconciliable, the Commissioner may report on actions the entity should take to ensure its acts and decisions are compatible with human rights. Unresolved complaints accepted under the Human Rights Act are unable to proceed to a tribunal. 
It is possible for complaints to be covered by both the Human Rights and Anti-Discrimination Acts. In most of these cases, the complaint is dealt with under the Anti-Discrimination Act, even though it also contains allegations relating to human rights breaches. In this report we refer to complaints by which Act they are dealt with under. 
[bookmark: _Toc143677679][bookmark: _Toc143677799][bookmark: _Toc143678701][bookmark: _Toc144200481][bookmark: _Toc174701470][bookmark: _Toc175574023][bookmark: _Toc175729417]Complaints we finalised 
We finalised 1496 complaints this year, down from 1674 last year. 
A finalised complaint is one which has been dealt with to conclusion, either through our dispute resolution process or through rejection and closure of the complaint file. 
The continuing high numbers of complaints being lodged with the Commission means extended delays have continued in assessing complaints after lodgement. As a result, many of the complaints dealt with this financial year were lodged the previous year. 
“Satisfaction has nothing to do with the outcome, it could have gone either way, but the way in which [conciliator] engaged with me with such humanity and respect as a person with physical and mental disabilities was outstanding. [Conciliator] went above and beyond.” – complaint party


Figure 2: Outcomes of complaints finalised in 2023-24
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[bookmark: _Toc80971345][bookmark: _Toc143677680][bookmark: _Toc143677800]

[bookmark: _Toc143678702][bookmark: _Toc144200482][bookmark: _Toc174701471][bookmark: _Toc175574024][bookmark: _Toc175729418]Accepted complaints: discrimination 
[bookmark: _Toc80971346]Discrimination complaints under the Anti-Discrimination Act 1991 involve allegations of less favourable treatment based on a protected attribute occurring in an area of public life covered by the Act. 
[bookmark: _Toc143677681][bookmark: _Toc143677801][bookmark: _Toc175574025]Attributes 
Discrimination complaints can only be accepted if the discrimination is based on one of the listed attributes protected under the Act. 
The breakdown of accepted discrimination complaints by attribute is shown in Table 1 on the following page. 
Impairment (disability) discrimination continues to be the most commonly accepted complaint, with 368 accepted complaints this year (up from last year’s 328). This year 163 of the complaints of impairment discrimination were in the area of work. Impairment discrimination is the basis for the highest number of complaints under each area covered by the Act. 
Complaints involving family responsibilities increased by 22% this year while those relating to pregnancy, sex and sexuality discrimination close to doubled. Complaints about race discrimination increased by 30%, and gender identity complaints tripled from 7 to 21. From 29 April 2024, discrimination on the grounds of sex characteristics has also been protected under the Act, but no complaints regarding this new attribute were received and finalised by the end of June 2024. 
[bookmark: _Toc80971347][bookmark: _Toc143677682][bookmark: _Toc143677802]Areas
Under the Act, for discrimination to be unlawful it must take place in one of 9 prescribed areas of public life. The number of complaints we accepted about discrimination are broken down by attribute and area in Table 1. 
The number and proportion of work-related complaints shows workplace fairness continues to be the most significant area of people’s lives in relation to conduct covered by the Anti-Discrimination Act. 
This year 51% of accepted discrimination complaints arose in the workplace or when seeking work, up from 43% last year. 
The number of accepted complaints about discrimination in goods and services (143) dropped this year and are almost back to pre-pandemic levels, after a wave of increases in this area due to large numbers of complaints from people unable to comply with directions to wear face masks.

Complaints about discrimination in education rose slightly this year, mostly due to an increase in the number of impairment discrimination complaints in this area. The numbers of discrimination complaints regarding other areas of activity remained relatively stable this year. 

Table 1: Accepted and finalised discrimination complaints by attribute and area 2023-24
	
	Area

	
	Work
	Goods & services
	State laws & programs
	Education
	Accom
	Super & insurance
	Club m’ship & affairs
	% of accepted discrim complaints alleging this breach

	Attribute
	
	
	
	
	
	
	
	

	Impairment
	163
	95
	59
	52
	18
	2
	1
	59

	Race
	53
	19
	13
	5
	12
	1
	2
	16

	Sex
	80
	9
	5
	2
	1
	
	1
	15

	Family responsibility
	44
	4
	3
	
	1
	
	
	8

	Religion
	12
	7
	3
	6
	
	
	1
	4

	Age
	19
	6
	
	
	4
	1
	1
	5

	Pregnancy
	26
	1
	1
	
	
	
	
	5

	Sexuality
	13
	6
	1
	4
	2
	
	1
	4

	Parental status
	6
	2
	3
	
	
	
	
	2

	Relationship status
	3
	2
	1
	
	
	
	
	1

	Trade union activity
	3
	
	
	
	
	
	
	<1

	Gender identity
	6
	8
	2
	3
	4
	
	
	3

	Breastfeeding
	4
	1
	2
	
	
	
	
	1

	Lawful sexual activity
	
	
	
	
	
	
	
	

	Political belief/activity
	2
	3
	
	
	
	
	
	<1

	% of accepted discrim complaints alleging this breach
	51
	23
	13
	11
	6
	<1
	<1
	


Note: Percentages in this table have been rounded to the nearest whole percentage point. 
Note: Each complaint can identify more than one breach.
[bookmark: _Toc143677684][bookmark: _Toc143677804][bookmark: _Toc143678704][bookmark: _Toc144200484][bookmark: _Toc174701472][bookmark: _Toc175574026][bookmark: _Toc175574135][bookmark: _Toc175574413][bookmark: _Toc175729419][bookmark: _Toc80971340][bookmark: _Toc80971349]Accepted complaints: other breaches of the Anti-Discrimination Act
[bookmark: _Toc143677685][bookmark: _Toc143677805]As well as discrimination, the Anti-Discrimination Act makes other kinds of discriminatory conduct unlawful. Complaints about these breaches are dealt with in the same way as other Anti-Discrimination Act complaints.
[bookmark: _Toc175574027]Sexual harassment 
We accepted 95 complaints about sexual harassment this year, a return to pre-COVID levels after this rate almost halved during the pandemic.
Sexual harassment is unwelcome sexual behaviour such as comments about a person’s body and/or sex life, telling lewd jokes to or about a person, requests for sex, sending sexualised emails and texts, showing pornographic pictures and/or videos, sexual assault and even rape. 
Unlike discrimination or human rights complaints, sexual harassment complaints can be made about harassment that happens anywhere, not just in prescribed areas. Most sexual harassment complaints we receive however are about the workplace – in 2023-24 they accounted for over 80% of the sexual harassment complaints we dealt with and this has been the case for several years. 
[bookmark: _Toc80971341][bookmark: _Toc143677686][bookmark: _Toc143677806][bookmark: _Toc175574028]Vilification 
There were 28 accepted complaints of vilification in 2023-24, compared with 23 last year. 
This year 22 complaints were about racial vilification while 5 were about sexuality vilification, and 1 was about gender identity. We did not deal with any complaints about religious vilification, or about vilification on the basis of sex characteristics which was made unlawful from 29 April 2024.
To make a complaint of vilification, a complainant must provide information to allege that others have been publicly encouraged to hate, severely ridicule or have severe contempt for them, or threaten harm to them or their property. Complaints can only be made about vilification on the basis of the complainant’s race, religion, sexuality, sex characteristics or gender identity. 
[bookmark: _Toc80971342][bookmark: _Toc143677687][bookmark: _Toc143677807]
[bookmark: _Toc175574029]Victimisation 
Victimisation complaints arise where a complainant or witness feels they have been poorly treated for being involved in a complaint. 
Victimisation complaints increased from 66 accepted complaints last year to 111 this year. 
As with sexual harassment, most accepted victimisation complaints were in relation to the workplace. Because of the continuing relationship between the employer and their employees, there is more opportunity for victimisation complaints to arise after a person makes an initial complaint at work, compared to other areas. Fear of victimisation is also a reason why complainants are sometimes reluctant to lodge complaints until after they leave the workplace, or at all. 
[bookmark: _Toc175574030][bookmark: _Toc80971343][bookmark: _Toc143677688][bookmark: _Toc143677808]Unnecessary questions 
Asking for information which can be used to discriminate against a person is unlawful, unless it is genuinely required for a non-discriminatory reason. Complaints about this conduct generally arise in relation to seeking employment – for example, applicants being asked in application forms or interviews for information such as their age or gender when it is irrelevant to their capacity to perform in the role. 
We dealt with 64 complaints about unnecessary requests for information in 2023-24. While this number is almost identical to last year’s 63 complaints, we have seen a steady increase in these complaints over the past five years. 
[bookmark: _Toc175574031]Reprisal for Public Interest Disclosure
Complainants alleging they have been caused a detriment because of making a public interest disclosure under the Public Interest Disclosure Act 2010 are able to make a complaint to the Commission to be dealt with under the Anti-Discrimination Act 1991. Complaints about this remained relatively steady at 5 complaints this year compared to 4 the previous year. 
“[Conciliator] was incredible and very knowledgeable. [They were] fair and encouraged both parties to consider each side’s strengths and weaknesses. My ability to take a break from proceedings was helpful” – complaint party 
[bookmark: _Toc143677691][bookmark: _Toc143677811][bookmark: _Toc143678706][bookmark: _Toc144200486]

[bookmark: _Toc174701473][bookmark: _Toc175574032][bookmark: _Toc175729420]Accepted complaints: human rights 
Complaints about human rights can be made about unreasonable limitations on human rights by public entities. 
The complaint must be in relation to one of the 23 rights protected by the Human Rights Act and can only be made in relation to public entities. Under the Act, a public entity is one providing services to and for Queenslanders, including state and local governments, emergency services, public schools and public hospitals, NDIS providers, and organisations providing services on behalf of the state. Federal government departments and agencies are not covered by the Act, nor are private businesses (unless they are providing services on behalf of the state). 
Table 2 on the following page shows the number of human rights complaints that were accepted and finalised this year, by right. This includes complaints dealt with under the Anti-Discrimination Act which also contain allegations covered by the Human Rights Act. These are referred to as ‘piggy-back’ complaints. Due to the different options available for complainants under the Anti-Discrimination Act – for example, being able to refer an unresolved complaint to a tribunal for a binding decision – many complainants with allegations covered by both Acts elect to have their issue dealt with under the Anti-Discrimination Act. Most complaints dealt with under the Human Rights Act are therefore solely about human rights and do not have a discrimination component. 
The highest number of human rights complaints accepted this year again engaged the right to recognition and equality before the law. This right is about fair treatment and non-discrimination. Many discrimination complaints made about public entities will also be a complaint about the right to recognition and equality before the law, which explains the relatively high number of human rights complaints which engage this right. 
“[Conciliator ] listened to me in the most caring manner. I shall never forget this transition from being ignored and mistreated to being understood and comforted. My specific needs to be heard and understood were met by the conciliator who treated me with respect and consideration. I felt like a citizen again…thanks to this process I was heard”. – complaint party



Table 2: Accepted and finalised human rights complaints by right 2023-24 
	Right 
	% of accepted and finalised human rights complaints 
	Total number of accepted and finalised complaints alleging a breach of this right
	Dealt with under Human Rights Act 
	Dealt with under Anti-Discrimination Act

	Recognition and equality before the law
	82
	214
	11
	203

	Privacy and reputation
	38
	101
	20
	81

	Freedom of expression
	16
	43
	22
	21

	Protection from torture & cruel, inhuman or degrading treatment
	13
	35
	5
	30

	Protection of families and children
	13
	34
	8
	26

	Right to education
	11
	30
	3
	27

	Humane treatment when deprived of liberty
	9
	25
	12
	13

	Right to health services
	8
	20
	7
	13

	Cultural rights – Aboriginal people & Torres Strait Islander peoples
	4
	11
	2
	9

	Property rights
	4
	10
	5
	5

	Freedom of thought, conscience, religion and belief
	3
	8
	0
	8

	Right to liberty and security of person
	3
	8
	1
	7

	Taking part in public life
	2
	6
	1
	5

	Cultural rights – general 
	2
	5
	0
	5

	Freedom of movement
	2
	5
	0
	5

	Right to life
	1
	4
	2
	2

	Fair hearing
	<1
	2
	0
	2

	Rights in criminal proceedings
	<1
	2
	1
	1

	Freedom from forced work
	<1
	1
	0
	1

	Protection of children in the criminal process
	0
	0
	0
	0

	Peaceful assembly and freedom of association 
	0
	0
	0
	0

	Right not to be tried or punished more than once
	0
	0
	0
	0

	Protection from retrospective criminal laws
	0
	0
	0
	0


Note: Each complaint can identify more than one protected right. 
Note: Percentages in this table have been rounded to the nearest whole percentage point.
Table 3: Accepted and finalised human rights complaints by sector 2023-24 
	Sector 
	Total number of accepted and finalised complaints alleging a human rights breach 

	Work
	84

	Education 
	39

	Police 
	28

	Other 
	25

	Child Safety 
	22

	Corrections 
	19

	Councils 
	18

	Health
	17

	Accommodation/housing 
	10

	Transport 
	5

	Disability 
	4

	Court services 
	2



[bookmark: _Toc174701474][bookmark: _Toc175574033][bookmark: _Toc175729421]Accepted complaints: outcomes 
Conciliators at the Commission assist parties to resolve complaints under the Anti-Discrimination Act 1991 through conciliation. Complaints under the Human Rights Act 2019 have a more flexible resolution process, which includes conciliation as well as other steps which can be taken to resolve the complaint. The absence of legislated timeframes for administrative steps within the Human Rights Act is another reason processes are more flexible than those for Anti-Discrimination Act complaints. 
The conciliation conference allows the parties to explore each other’s perspective on the issues, identifying what they may have in common, and discuss options for settling the complaint. Some complaints in 2023-24 were also selected to be part of our trial of early resolution processes, aimed at increasing our flexibility in responding to client need amidst ongoing high demand for our services. 
Just under 40% of accepted and finalised complaints were resolved through our dispute resolution process in 2023-24. 
Resolution rates differ depending on the type of complaint. This year 37% of complaints dealt with under the Anti-Discrimination Act were resolved. Complaints dealt with under the Anti-Discrimination Act were more likely to resolve when they did not include human rights allegations: 28% of piggy-back complaints were resolved last year compared to 47% of those which only included allegations covered by the Anti-Discrimination Act. 
Complaints dealt with under the Human Rights Act had a similar resolution rate to piggy-back complaints, at 27% this year. 
There are several possible factors which may impact the difference in resolution rates, including complainants being more likely to be self-represented in human rights matters, and complaints against state government entities, which are more likely to include human rights allegations, being historically less likely to resolve than those against private enterprises. 
[bookmark: _Toc175574034]Resolved complaints
A complaint is resolved when the parties have reached an agreement on how to settle the complaint. This can be through an apology (96 complaints this year), payment of damages or other financial compensation (97), a policy change (43), training (59), or other measures to resolve the complaint (127). Multiple outcomes to resolve the same complaint can be agreed upon during the resolution process.
Most agreements were reached through conciliation conferences, with 42 complaints being resolved through early resolution processes. Of resolved complaints dealt with under the Human Rights Act, 46% were through early resolution, compared with 13% of complaints resolved under the Anti-Discrimination Act. 
[bookmark: _Toc175574035]Unresolved complaints
Anti-Discrimination Act complaints (including piggy-back complaints) which are unresolved after conciliation may be referred to a tribunal at the complainant’s request. Work-related complaints are referred to the Queensland Industrial Relations Commission (115 complaints this year); all other complaints are referred to the Queensland Civil and Administrative Tribunal (111 complaints). 
Complainants may choose not to pursue a determination at tribunal, and unresolved complaints accepted under the Human Rights Act are unable to proceed to a tribunal. There were 113 unresolved complaints not referred to tribunal this year.
[bookmark: _Toc143677692][bookmark: _Toc143677812][bookmark: _Toc143678190][bookmark: _Toc143678707][bookmark: _Toc144200487][bookmark: _Toc174701475][bookmark: _Toc175574036][bookmark: _Toc175574138][bookmark: _Toc175574416][bookmark: _Toc175729422]Finalised complaints: demographics of complainants
Demographics are requested from every person who makes a complaint but the provision of this information is voluntary. Of the finalised complaints where demographic data about the complainant was provided: 
· The most common age bracket for complainants was 35-54, accounting for 50% of finalised complaints where the complainant’s age was recorded. Only 21 complaints from or on behalf of children or teenagers were finalised this year. 
· This year men were more likely to make complaints than women (50% of complainants who told us their gender were men, compared to 48% women). Six complaints were from non-binary people.
· 178 complainants were First Nations people. 
· Around 1 in 4 complainants who provided their country of birth were born overseas, and almost 80 speak a primary language other than English. 
“This was a new experience for me one that was at times a struggle but became enjoyable with more knowledge. At all times I felt supported and my culture was respected”. – complaint party
[bookmark: _Toc143677695][bookmark: _Toc143677815][bookmark: _Toc143678193][bookmark: _Toc143678710][bookmark: _Toc144200491][bookmark: _Toc175574037][bookmark: _Toc175574139][bookmark: _Toc175574417][bookmark: _Toc175729423][bookmark: _Toc174701476]Feedback from complaint parties 
Of those who completed an evaluation form in 2023-24, 65% were satisfied with the overall complaint process compared with 70% last year. 
It was disappointing to see a decline in satisfaction rate. The ongoing extended delays may have led to the decreased overall satisfaction rate. The majority of parties who were not satisfied with the overall process were respondents. We continue to focus on respectful and honest communication with parties and, after a complaint has been allocated to a conciliator, providing a professional, fair and timely service that meets the needs of our clients. 
While complaint parties’ overall satisfaction with our process declined in 2023-24, complaint parties gave consistently positive feedback about their experience with our staff:
· 85% of complaint parties who completed an evaluation said our conciliators helped them feel comfortable talking to us
· 80% said the conciliator understood their point of view
· 87% felt they had been treated with respect 
· 84% reported that they felt listened to.
“[Conciliator] was excellent. She was calm and helped everyone to feel comfortable and also listened to, which I believe contributed to the positive outcome of the meeting” – complaint party
[bookmark: _Toc143678711][bookmark: _Toc144200492][bookmark: _Toc174701477][bookmark: _Toc175574038][bookmark: _Toc175574140][bookmark: _Toc175574418]

[bookmark: _Toc175729424]Conciliated complaints
[bookmark: _Toc175574039]Customer with assistance dog refused entry to supermarket 
The complainant has medical conditions and disabilities, and uses an assistance dog. The complainant attended the supermarket with their service animal, and was approached and told no dogs were allowed in the store and that the dog was not wearing the required vest as per Queensland legislation. The complainant explained the dog was wearing a vest and was a service animal as set out in federal legislation. The store manager confirmed that no dogs were allowed in the store unless identified with a vest as per Queensland legislation. The complainant felt the interactions were adversarial and a number of staff were crowding around. The complainant had a medical episode which resulted in service animal attending to them. The complainant left after recovering enough to leave the supermarket. 
The supermarket acknowledged the situation could have been handled better by its staff and, following a conciliation conference, agreed to review and re-draft its policy as to customers with service animals, provide training to store management on impairment discrimination, and pay $5000 in compensation as general damages.
Employee told only to speak English in the workplace 
The complainant called their mother while on their lunch break at work, speaking with their mother in a language other than English. The complainant’s manager interrupted the call, informing the complainant that employees are only permitted to speak English, in accordance with the company policy. The complainant stated the organisation displayed signage around the workplace prohibiting speaking a foreign language at any time whilst on site. 
The respondent acknowledged the complainant concerned was eager to try and resolve the complaint. Through facilitated negotiations, the respondent organisation agreed to amend its policies and code of conduct to allow employees to speak languages other than English while on site. The respondent also committed to informing all staff about the change of policy, updating its manuals and handbooks, and removing any signage that was not consistent with the new policy. 
[bookmark: _Toc175574040]Lack of interpreter during government agency interactions 
The complainant has a hearing impairment and requires the assistance of an interpreter. The complainant sought support from a government agency on three occasions due to domestic violence. On no occasion did the agency staff provide an interpreter to take the complainant’s version of events. On one occasion the respondent used the complainant’s mother, sharing personal information with the complainant’s mother without their consent. 
The respondent agency agreed to send Use of Interpreters in Domestic and Family Violence to all employees and remind employees of the agency’s policies and procedures. The agency also paid the complainant $1,500 in general damages.
[bookmark: _Toc175574041]Mobility scooters removed from shopping centre
The complainant uses a mobility scooter to access and use the services of the respondent shopping centre. During the COVID-19 pandemic, the shopping centre removed the mobility scooters and replaced them with manual wheelchairs. The complainant had repeatedly requested replacement of the scooters over a number of years without success.
The complaint was dealt with as part of the Commission’s early resolution trial. Within days of the Commission contacting the shopping centre about the complaint, the mobility scooters were returned, and the respondent representative offered to provide an in-person apology to the complainant. The complainant welcomed the apology and the return of the scooters, benefiting herself and other customers of the centre who needed this facility. 



[bookmark: _Toc174701478][bookmark: _Toc175574042][bookmark: _Toc175729425]Enquiries
We provide a free, accessible and personal information service to help people understand their rights and responsibilities under Queensland’s anti-discrimination and human rights legislation. 
Enquiries are taken via telephone, email, post and in person. 
All four Commission offices provide information services, but the bulk of telephone and email enquiries continue to be managed through the Brisbane office. 
This year we responded to 6172 enquiries, a significant increase from last year’s figure of 3928. 

Figure 3: Enquiries received by year, 2018-19 to present
 

As in previous years, the majority of enquirers (97%) were potential complainants – that is, people with questions about whether conduct they had experienced could be covered by the Human Rights or Anti-Discrimination Acts. Other types of enquiries were from people calling for general information (100) or with questions about their obligations under anti-discrimination or human rights law (45 enquiries), and small numbers of people seeking policy advice or enquiring about the application of the Human Rights Act (8). 
Demographics are sought from enquirers and providing this information is voluntary. Where the gender of the enquirer was recorded, women were slightly more likely (55%) to make enquiries than men (44%), with non-binary people and other genders making up less than 1% of enquirers. People aged under 25 made far fewer enquiries than people in older age brackets, where the age of the enquirer was recorded.
The vast majority of enquirers contacted us by phone, continuing the pattern of previous years. Other methods of contact include email, letter, and in person enquiries.
In addition to our general statewide enquiries line, we also provide dedicated points of contact for prisoners, LGBTIQ+ people, and Aboriginal and Torres Strait Islander people. 
[bookmark: _Hlk142655832]During specified hours two days per week our enquiry team is available to prisoners via the Prison Telephone System in correction centres. In 2023-24 we received 143 enquiries through this service, a decrease from last year’s 168. 




[bookmark: _Toc174701479][bookmark: _Toc175574043][bookmark: _Toc175729426]Education and training
We deliver education and training across Queensland to businesses, government and the community to increase understanding of rights and responsibilities under the Anti-Discrimination Act and Human Rights Act.
We offer education and training through:
· training sessions provided by one of our experienced trainers, either in person or virtually via video conference
· online learning via self-paced modules
· public webinars.
[bookmark: _Toc174701480]Training
We offer a range of training sessions to suit varying needs. They range from general introductory sessions to more focused sessions specific to participants’ roles or organisations. In 2023-24, training was delivered directly to workplaces, teams and the general public, both in person and online. Training was provided on a fee-for-service basis, with reduced rates available for small community organisations and groups that demonstrated limited capacity to pay.
In 2023-24, we delivered 304 training sessions to approximately 4840 people across Queensland. This was an increase from 275 sessions to approximately 3482 participants in the previous year. Our 2023-24 training revenue was $412,000.
“Engaging, interactive, honest, with good expectations set” – training participant 
Table 4: Delivery of training sessions by sector
	
	No. sessions (2023-24)
	No. sessions (2022-23)

	Private sector
	27
	89

	Public sector
	183
	125

	Community sector
	43
	31

	In-house
	36
	30

	Other
	15
	n/a

	Total
	304
	275








Table 5: Training sessions delivered by topic 
	Course
	Sessions (2023-24)

	Queensland’s Anti-Discrimination Act
	41

	Queensland’s Human Rights Act
	45

	Sexual harassment 
	111

	Unconscious bias*
	24

	Contact officer
	27

	Anti-Discrimination Act for managers
	9

	Gender identity and discrimination
	5

	Using the Human Rights Act 
	11

	Tailored training
	30

	Human Rights Act for legal advocates
	1

	Business benefits of diverse and inclusive workplaces
	0

	Contact officer - refresher
	0




















*Delivery of the Unconscious Bias course was discontinued in February 2024.
“Encouragement to discuss in groups, and to put our learning into practice in our work environment” – training participant
[bookmark: _Toc174701481][bookmark: _Toc175574044][bookmark: _Toc175574143][bookmark: _Toc175574421][bookmark: _Toc175729427]Online learning
Our online training modules are designed to provide accessible, alternative learning options. They are self-paced and can be completed at a time which suits participants. Group subscription rates are available and there are options for organisations to embed modules on their existing learning management system, providing a cost-effective training solution for larger workplaces.
As at 30 June 2024, there were 18,163 active users of our online learning products, with 20,382 new enrolments during 2023-24. 
We offer 3 standalone online modules, and a package of 6 individual modules called Diversity Awareness. The Diversity Awareness package is designed to support organisations to value and promote diversity in the workplace through greater understanding and practical strategies for inclusion.
[bookmark: _Toc174701482][bookmark: _Toc175574045][bookmark: _Toc175574144][bookmark: _Toc175574422][bookmark: _Toc175729428]Public webinars
Our public webinars provide general information on aspects of human rights and discrimination to members of the public. They are delivered by our training team and are less interactive than our training sessions. 
In 2023-24, we delivered 4 free webinars for the community during Human Rights Week; 2 Queensland’s Human Rights Act webinars and 2 Queensland’s Anti-Discrimination Act webinars.
[bookmark: _Toc174701483][bookmark: _Toc175574046][bookmark: _Toc175574145][bookmark: _Toc175574423][bookmark: _Toc175729429]Evaluation
Our participant satisfaction rate, across our education program, was 96.33 per cent in 2023-24.
“Working through scenarios is a very effective way of building knowledge” – training participant





[bookmark: _Toc174701484][bookmark: _Toc175574047][bookmark: _Toc175729430]Legal and policy
[bookmark: _Toc174701485][bookmark: _Toc175574048][bookmark: _Toc175729431]Submissions to parliamentary inquiries and other reviews and consultations
We regularly participate in the development of legislation and government policy through contributing to parliamentary inquiries and other consultation processes. 
Our work in this area aims to ensure that Queensland legislation and policy protects and promotes human rights. 
We often appear before parliamentary committees conducting inquiries, particularly where proposed legislation may limit human rights. Under the Human Rights Act, parliament has a responsibility to scrutinise new legislation for compatibility with human rights. The appearance of Commission officers before parliamentary committees gives members of parliament the opportunity to ask questions of the Commission and builds understanding of the intersection between the Act and other legislation. 
In 2023–24, the Commission made 35 submissions to parliamentary committees and other bodies on the development of government policies and legislation. We generally publish submissions on our website, if not confidential.
The following are brief summaries of selected submissions. 
[bookmark: _Toc175574049]Criminal Law (Coercive Control and Affirmative Consent) and Other Legislation Amendment Bill 2023
The key objectives of the Bill involve better protections for women and girls through the implementation of recommendations of the Hear her voice reports on addressing domestic and family violence and improving women and girls’ experiences in the criminal justice system relating to domestic and family violence and sexual violence.
The Commission considered that various human rights would be promoted and enhanced through changes to the meaning of affirmative consent, to bail and sentencing laws, and to questioning in sexual offence trials. 
The Commission recommended that the Committee closely examine and seek further information from the government about the scope of a proposed expansion of the circumstances of non-consent in the Criminal Code. The Commission also suggested that a 5-year statutory review of the coercive control offence and mandatory data collection by law enforcement agencies be included to ensure an effective evaluation of the impact of coercive control laws.
[bookmark: _Toc175574050]Putting Queensland Kids First: Consultation Draft
The Queensland Government sought submissions on Putting Queensland Kids First, a draft plan outlining a vision that focuses on strengthening protective factors around children and families to prevent adverse experiences. The Commission made extensive submissions on the plan with recommendations that included to:
· improve clarity of vision and purpose of the plan
· establish mechanisms to ensure existing and future legislation, policies and practices do not frustrate the objects of the plan
· enhance principles underpinning the plan, drawing heavily from the New Zealand Child and Youth Wellbeing Strategy 
· require the development of an implementation roadmap of immediate, medium-term, and long-term activities with clearly assigned responsibilities and timelines
· establish outcomes and key indicators against which progress is measured
· require publication of data on implementation in a coordinated and easily accessible format
· appoint a Minister for Children and Families with a standalone department that has sufficient authority to coordinate strategies across multiple portfolios and who is accountable for the plan’s outcomes.
The final plan implemented several of the Commission’s recommendations including by:
· defining what it means to ‘put Queensland kids first’
· providing clarity of vision, objectives, and outcomes
· identifying that the plan will be underpinned by an evaluation framework and clear performance indicators to assess progress and implementation
· listing all existing services and strategies that the plan complements and builds upon.
[bookmark: _Toc175574051]Education (General Provisions) and Other Legislation Amendment Bill 2024
The Bill proposed a range of amendments to the Education (General Provisions) Act 2006. In its submission on the Bill to the Education, Employment, Training and Skills Committee, the Commission focused on amendments to the school disciplinary absences framework and recommended:
· ensuring that matters prescribed for consideration before a school disciplinary absence decision is made allows for consideration of matters that are not prescribed, including human rights considerations
· excluding preparatory students from suspension and exclusion decisions
· considering the human rights compatibility of decisions made under the amendments at the 18-month statutory review of the amendments.
The Commission also included recommendations regarding implementation of the amendments by the department.
The provisions regarding school disciplinary absences decisions and homeschooling were withdrawn from the Bill before the Committee produced its report into the Bill. 
[bookmark: _Toc175574052]Inquiry into the Provision and Regulation of Supported Accommodation in Queensland
Queensland Parliament’s Legislative Assembly agreed to a motion that the Community Support and Services Committee inquire into and report on the provision and regulation of supported accommodation in Queensland. The terms of reference included considering issues raised in the Public Advocate’s report Safe, secure and affordable?: The need for an inquiry into supported accommodation in Queensland (August 2023); the Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability; and the Independent Review of the NDIA reports. 
The Commission recommended that there must first be data collection and analysis to better understand who uses residential services so that appropriate regulation could be designed. The Commission also recommended improving standards to ensure coverage of residents’ rights protected under the Human Rights Act 2019, increasing capacity of the regulators to conduct onsite audits, and streamlining existing regulator and oversight agencies to benefit both the operators and the residents.
The Committee recommended a review of the Residential Services (Accreditation) Act 2002 and reform of the regulation, as well as a review of the compliance and oversight framework of residential services in Queensland so that it is ‘person centred’ and reflects obligations under the Human Rights Act 2019. The Committee also recommended a regular census of the sector, publication of census data, and ensuring service standards align better with the Human Rights Act 2019.
[bookmark: _Toc174701486]

[bookmark: _Toc175574053][bookmark: _Toc175729432]Courts and tribunals 
[bookmark: _Toc80971372][bookmark: _Toc175574054][bookmark: _Toc80971370]Intervention in proceedings 
Our functions under the Anti-Discrimination Act 1991 include intervening in a proceeding that involves human rights, if the Commission considers it appropriate, and with the leave of the court hearing the proceeding. In 2023-24, the Commission did not intervene in any proceedings under the Anti-Discrimination Act.
Under the Human Rights Act 2019, we may intervene in a court or tribunal proceeding where a question of law about the application of the Human Rights Act arises, or a question in relation to the interpretation of a statutory provision in accordance with the Human Rights Act arises. Where either of these questions arise in a proceeding in the Supreme Court, District Court, Land Court, or Land Appeal Court, a party to the proceeding is required to give notice to the Commission of the relevant question (section 52 of the Human Rights Act). We are sometimes notified of proceedings in other ways or in other courts, such as the Coroners Court, and asked to intervene.
A guideline outlining factors we consider when deciding whether to intervene in proceedings under the Human Rights Act is published on our website.
In 2023-24, we received 22 notifications or requests to intervene under the Human Rights Act, of which 19 were notices under section 52. In the period, we intervened in one matter in the Supreme Court and one matter in the Coroners Court.
The Supreme Court matter was an application by a support agency for young people living in Far North Queensland for the transfer of children held in watch houses to a youth detention centre. As there was a question about whether the detention of the children was lawful, the court ordered that the children be brought before the court when directed. The Commission intervened and made submissions on interpretation of a provision relating to the remand of children in custody in accordance with the Human Rights Act. That question was not resolved because the respondents were unable to show that the proper orders were made when the children were remanded. The effect of the court hearing was that the named children were transferred to a detention centre.[footnoteRef:1] [1:  Youth Empowered Towards Independence Incorporated v Commissioner of Queensland Police Service & Anor [2023] QSC 174.] 

[bookmark: _Hlk172708642]The Commission also intervened in a coronial inquiry into the death of an Aboriginal man who died in the Kowanyama watch house while he was in the custody of police. The Commission participated in the inquest and made submissions about human rights relevant to the inquiry.[footnoteRef:2] Final submissions and findings are yet to be made. [2:  The rights were: equality before the law (s 15), right to life (s 16), cultural rights of Aboriginal Peoples and Torres Strait Islander Peoples (s 28), right to liberty and security of the person (s 29), humane treatment when deprived of liberty (s 30), and right to access health services without discrimination (s 37). ] 

[bookmark: _Toc175574055]Applications to the tribunal for review
Under section 169 of the Anti-Discrimination Act a complainant may apply to the tribunal for review of a decision to lapse a complaint where the Commissioner has formed the opinion that the complainant had lost interest in continuing with the complaint.
There were no applications to a tribunal for review under section 169 in the period. 
[bookmark: _Toc80971371][bookmark: _Toc175574056]Judicial review of decisions 
Decisions of the Commissioner may be judicially reviewed by the Queensland Supreme Court under the Judicial Review Act 1991.
In the current period there was one application for judicial review of a decision to reject a complaint on the basis that it was misconceived and lacking in substance. The matter is proceeding and is expected to be heard in September 2024.
The Commission’s website includes a table of all published court decisions on applications for judicial review of decisions of the Commission. It is arranged according to the provision of the Act under which the Commission’s decision was made and includes a brief summary.
[bookmark: _Toc80971373][bookmark: _Toc175574057]Exemption applications 
Under section 113 of the Anti-Discrimination Act 1991 the tribunal is required to consult the Commission before deciding an application for an exemption from the operation of a specified provision of the Act. For work-related applications the tribunal is the Queensland Industrial Relations Commission (QIRC) and for all other applications the tribunal is the Queensland Civil and Administrative Tribunal (QCAT).
During the period there were 12 exemption applications, one to the QCAT and 11 to the QIRC. One application to the QIRC was discontinued. We made submissions on the application to the QCAT and on 7 applications to the QIRC for exemption from the operation of the Act. 
During the period 5 decisions of the QCAT and 5 decisions of the QIRC were published, and in each case the exemption was granted. Four of the QCAT decisions were on applications made during previous reporting periods.
The exemptions granted by the QCAT allow:
a) a Shire Council to operate an independent living facility for people over the age of 65[footnoteRef:3] [3:  Etheridge Shire Council [2023] QCAT 263.] 

b) a housing company to provide affordable residential housing in 2 complexes to low-income people who are single, and to singles or couples in another studio and one bedroom complex[footnoteRef:4] [4:  Brisbane Housing Company Ltd (No 1) [2024] QCAT 5; Brisbane Housing Company Ltd (No 2) [2024] QCAT 6; Brisbane Housing Company Ltd (No 3) [2024] QCAT 7.] 

c) an industry body that represents people working in the restructuring and turnaround field in Australia to encourage greater participation of women in the industry by providing a networking program, sponsorship, and a scholarship and awareness program for women only.
The QIRC granted exemptions to 2 companies that provide defence services and equipment to the Australian Government. Technology associated with the equipment is regulated by United States laws that prohibits people who are nationals of certain countries from accessing the technology. In line with previous decisions of the tribunal, the QIRC considered the exemptions were necessary for the companies to perform critical work that is in the community interest, and that the limitation of the right to protection of the law without and against discrimination is reasonable and justified.[footnoteRef:5] [5:  Re: Rohde & Schwarz (Australia) Pty Ltd [2024] QIRC 016; and Re: Jet Aviation Australia Pty Ltd & Jet Aviation Australia (Qld) Pty Ltd [2024] QIRC 133.] 

The QIRC also granted exemptions that allow:
a) an organisation that provides counselling, information, and support services to women and pregnant people about pregnancy options (including abortion, adoption, and parenting) to recruit only female candidates for all positions within the organisation[footnoteRef:6] [6:  Re: Children by Choice Association Incorporated [2023] QIRC 293.] 

b) a company to recruit women to fill approximately 20 placements as full-time trainees to undertake Certificate III in Civil Construction to work in the civil construction industry[footnoteRef:7] [7:  Community Solutions Group Ltd [2023] QIRC 333.] 

c) an organisation that provides independent non-legal advocacy for people with disability or mental illness to employ only a young person aged 18 to 25 who has a diagnosed permanent disability or chronic episodic mental illness for a Youth Co-Facilitator role in its young leaders’ pilot program.[footnoteRef:8] [8:  Rights in Action Inc. [2024] QIRC 132.] 

A table of all published decisions of the QCAT and the QIRC on exemption applications is published on the Commission’s website.
[bookmark: _Toc80971374][bookmark: _Toc175574058]Tribunal decisions 
Under the Anti-Discrimination Act, the tribunals have the functions of:
a) hearing and determining complaints referred by the Commissioner[footnoteRef:9] [9:  Anti-Discrimination Act 1991 s 175.] 

b) hearing and determining applications for exemptions[footnoteRef:10] [10:  Anti-Discrimination Act 1991 s 113.] 

c) hearing and determining applications for interim orders before referral of a complaint[footnoteRef:11] [11:  Anti-Discrimination Act 1991 s 144.] 

d) considering applications for review of a decision that a complainant has lost interest[footnoteRef:12] and [12:  Anti-Discrimination Act 1991 s 169.] 

e) providing opinions about the application of the Act.[footnoteRef:13] [13:  Anti-Discrimination Act 1991 s 228.] 


There were 59 decisions of the tribunals published or notified for the period, made up as follows:
Table 6: Tribunal decisions 2023-24
	
	QIRC
	QCAT
	Total

	Final hearings
	5
	8
	13

	Dismiss/strike out
	2
	3
	5

	Produce/disclose documents
	3
	0
	3

	Legal representation
	8
	0
	8

	Interim orders before referral (s144)
	2
	1
	3

	Non-publication
	0
	2
	2

	Time limit
	2
	1
	3

	Costs
	2
	2
	4

	Miscellaneous process
	6
	2
	8

	Exemption applications
	5
	5
	10

	Total
	35
	24
	59


[bookmark: _Toc113527209][bookmark: _Toc80971378]
The following is a selection of tribunal decisions published in the period.
[bookmark: _Toc175574059]Information necessary for medical purposes
This was a complaint that information sought by a medical practice was unlawful. The Anti-Discrimination Act 1991 prohibits requesting information on which unlawful discrimination might be based. The prohibition is independent of whether any unlawful discrimination is intended or in fact perpetrated.
The complaint was made by a man who described himself as an international student from Canada, of immigrant background, and was an existing or former patient of a medical practice on the Gold Coast. The man had been a patient of the practice from 2017 to early 2019. He claimed that he contacted the practice in 2020 to obtain medical records and that he was required to fill out a new patient admission form to receive the information. 
The new patient form included name, date of birth, age, country of birth, ethnicity, sex, marital status, address, email, phone number, and next of kin. The man claimed that a doctor also asked for his religion.
A director of the practice gave evidence that new patients who attend other general practices, clinic, and hospitals in Australia are also required to complete forms that request a patient’s details, and he explained the reason why each piece of information is necessary for identification and for medical assessment and treatment.
The tribunal said the evidence on those issues demonstrated the necessity and the legitimacy of the purpose of gathering those patient details within the context of a medical practice, and particularly a general practitioner’s responsibilities. Although the tribunal found that the practice had never requested a patient to provide information about their religion, it was satisfied there are appropriate reasons for a medical practice to request a patient’s religion. 
The complaint was dismissed, and the tribunal ordered that the identity of the man who made the complaint is not to be disclosed.[footnoteRef:14] [14:  Albert v Global Healthcare Pty Ltd & Ors [2023] QCAT 428.] 

[bookmark: _Toc175574060]Racial insults from neighbour
A man of Chinese heritage complained about comments, gestures, and conduct towards him by a female neighbour. They included the woman shouting to the man to go back to China, calling him a ‘chink’ and stretching the skin around her eyes to make them appear slanted, calling him ‘a piece of shit’, yelling to the man and his partner ‘f***ing gay, you will never have children’, shouting ‘go away from my land’, and ‘are you from Japan, killing people’, throwing grapefruit, spitting, and grunting like a monkey.
Some of the instances were captured by video on a phone and were viewed at the hearing. Several witnesses gave evidence, including the man’s partner. The woman and the man each blamed the other for hostilities between them. The tribunal said it was not its function to apportion blame or referee an ongoing dispute, and even if the man was the instigator of hostilities, it did not excuse racial or homophobic vilification.
The tribunal found that all the instances were public acts. Some had been heard and observed by other people and the remaining incidents occurred in outside areas and could be heard and observed by passers-by or neighbours.
The use of the word ‘chink’ and the gestures, including spitting and pulling her eyelids to make her eyes appear slanted, referenced the man’s ethnicity, and on one occasion the comments referenced the man’s sexuality.
The tribunal said it is not necessary to prove that the words and gestures actually incited hatred, serious contempt, or severe ridicule, but it must be clear that they were capable of it. The tribunal was satisfied that the words and gestures in all incidents were capable of inciting severe ridicule of the man.
Although there was insufficient evidence to establish any serious psychological injury of the man, the tribunal was satisfied that the hurt and humiliation that the man suffered resulted in his work, study, and social functioning being significantly adversely affected.
The tribunal awarded compensation of $10,500.[footnoteRef:15] [15:  Zhai v Kullack [2024] QCAT 56.] 

[bookmark: _Toc175574061]Sexual harassment by text messages
The substance of this complaint concerns the behaviour of a potential employer and landlord through text messages sent to a woman who posted on Facebook that she was seeking accommodation and had experience in operating AirBnBs. The woman has fibromyalgia and lived in Victoria at the time. The man said he had a property in the Whitsundays and was looking for a caretaker and that she could stay in a fully furnished house. The woman arranged to move to Queensland to take up the job offer.
What followed was a series of sexually explicit text messages to the woman that the tribunal said were ‘disgraceful remarks’ and ‘remarks of the grossest kind that could be made to someone’ and included a suggestion that they ‘make a porn movie together’.
Despite telling the man to stop, he sent more messages saying that he had picked her out to be his partner (despite being married). On the day she was to fly to the Whitsundays, the woman decided not to take up the job despite now being homeless with few possessions. She was later contacted by the Victorian Police because the man told the police he was her partner and reported her as a missing person.
After this the woman received further messages declaring feelings for her, but later the messages became threatening and called her a ‘nasty bitch’ and ‘nasty slut’.
The man did not participate in any part of the complaint process at the Commission, did not comply with Directions Orders or attend a conference at the tribunal, and did not attend the hearing. The tribunal was satisfied that the man was served with the appropriate documents and chose not to cooperate and that the Industrial Relations (Tribunals) Rules 2011 gave the tribunal discretion to deal with the proceeding and decide the case. 
The tribunal found that the text messages constituted sexual harassment (remarks with sexual connotations in relation to the woman, unwelcome conduct of a sexual nature, and unsolicited requests for sexual favours). The tribunal considered whether a reasonable person would have anticipated that the woman would be offended, humiliated, or intimidated. The woman’s age, disability, the power imbalance with a potential employer and landlord, and that the woman having a history of childhood abuse (which was known to the man) meant that a reasonable person would have anticipated the woman would be offended. 
The woman gave evidence of the distress caused by the sexual harassment – low self-esteem, her dream of moving to Queensland was destroyed, she had lost everything she had worked for, and she was admitted to a facility following an attempt at suicide. 
The tribunal awarded $30,000 as general damages.
The tribunal found there were ‘clear circumstances of aggravation’ and explained:
Aggravated damages compensate the plaintiff where the harm done to them by a wrongful act was aggravated by the manner in which the act was done. The character of the conduct necessary has been described as lacking bona fides, or being improper or unjustifiable. The aggravation may come from subsequent conduct to the same effect as the contravening conduct, such as the way a respondent conducted proceedings brought against them.
In this case, the aggravation was:
· trying to excuse sexual propositions on the basis that the woman had told him about events that happened to her as a child, and it was to make her ‘feel wanted’
· trying to excuse the behaviour by the fact that he wanted the woman to be his romantic partner even though he had never met her
· telling the Victorian Police that he was the woman’s partner and that she was missing 
· sending ‘vile text messages’ when it became clear that the woman would not be relocating to Queensland
· completely disregarding the legal process before the tribunal.
The tribunal awarded $20,000 as aggravated damages, having regard to ‘the serious and persistent nature of [his] conduct, the respective characteristics of the parties and [his] complete disregard for these proceedings’.
$607.10 was awarded as economic loss for having to pay for accommodation when the woman abandoned her plans to travel to Queensland because of the sexual harassment.
The man was ordered to pay a total of $50,607.10 to the woman as compensation.[footnoteRef:16] [16:  Neil v Lee [2024] QIRC 093.] 

[bookmark: _Toc175574062]Lawyers ordered to pay costs
A doctor working in a public hospital initially made a complaint of discrimination to the Commission, and the complaint was referred to the tribunal. The doctor later filed a claim in the tribunal alleging breaches of the general protection provisions in the Industrial Relations Act 2016 (Qld). At that time, the doctor also filed a claim in the Federal Court about the same factual matters. 
Despite the proceedings in the Federal Court, the doctor continued to pursue the claims in the tribunal. Ten months later, the doctor applied to the Federal Court to include the allegations in the discrimination complaint and the general protections application, and so the respondents applied to the tribunal for the two matters to be stayed pending the outcome of the application to join the matters in the Federal Court. The doctor’s representative didn’t agree to staying the applications and instead pressed for orders requiring the respondents to provide further disclosure. The tribunal adjourned the two matters until the Federal Court decided the application to join all matters.
The Federal Court ordered that the ‘entirety of the matter’ would be heard in the Federal Court. Consequently, the doctor applied to the tribunal to discontinue the discrimination and general protections matters that were before the tribunal and the respondent applied for orders for costs.
There are specific rules about costs in matters under the Anti-Discrimination Act 1991.[footnoteRef:17] The tribunal may order a representative of a party to pay a stated amount of costs if the tribunal considers the representative is responsible for unnecessarily disadvantaging another party to the proceeding. There is a similar general power for the tribunal to order a representative to pay costs incurred because of an unreasonable act or omission of the representative in connection with the conduct or continuation of a proceeding. [17:  Set out in schedule 2 of the Industrial Relations Act 2016.] 

The tribunal considered that the doctor’s representative ‘acted in a manner that was at best inefficient, and rather verging on discourteous to both the time and resources of the [tribunal], the respondents and their representatives’. The tribunal considered it was unreasonable for the doctor’s representative to seek further disclosure from the respondents, putting them to significant cost, in circumstances where they sought to have the proceedings joined in the Federal Court before the disclosure application was decided. The tribunal also considered that where related proceedings were commenced in two jurisdictions on the same day and actively pursued for ten months before seeking the transfer to the Federal Court, the costs of the respondents in the tribunal were ‘thrown away’.
The tribunal ordered the doctor’s representative to pay costs of $12,699.50 in the discrimination matter and costs as agreed or assessed in the general protections matter. Both matters were discontinued.[footnoteRef:18] [18:  Braun v Metro North Hospital and Health Service & Ors [2024] QIRC 114.] 

[bookmark: _Toc175574063]Appeals 
A party to proceedings in the QCAT may appeal a decision on a question of law and apply for leave to appeal a decision on questions of fact, or questions of mixed fact and law. Appeals are decided by the Queensland Civil and Administrative Appeals Tribunal (QCAT Appeal Tribunal). Two decisions of the QCAT Appeal Tribunal were published in the period.[footnoteRef:19] In one matter, leave to appeal against a decision to not allow a representative complaint was refused, and in the other an application to amend the grounds of appeal was refused. [19:  Brisbane City Council v Le Roy [2023] QCATA 90; and Angelopoulos v State of Queensland [2023] QCATA 124.] 

A party to proceedings in the QIRC may appeal a decision to the Industrial Court of Queensland (Industrial Court). Two decisions of the Industrial Court were published in the period.[footnoteRef:20] In one matter, the application to appeal was dismissed because of failure to comply with directions to file submissions, and in the other, an appeal from the dismissal of a non-party production notice and application to adduce further evidence was granted in part. [20:  Mastrangeli v Girle & Anor [2023] ICQ 024; and Mohr-Edgar v Legal Aid Queensland [2023] ICQ 25.] 

A party to a decision of the QCAT Appeal Tribunal or the Industrial Court may appeal the decision to the Court of Appeal (a division of the Supreme Court of Queensland). No decisions of the Court of Appeal on this type of appeal were published in the period.




[bookmark: _Toc174701487][bookmark: _Toc175574064][bookmark: _Toc175729433]Review into diversity and inclusion in the Queensland Police Service
The Commission is conducting a major independent review to improve diversity and inclusion and address discrimination within the Queensland Police Service (QPS).
The Commission of Inquiry into police responses to domestic and family violence (Commission of Inquiry), which delivered its report in November 2022, found that sexism, misogyny and racism are a significant problem within QPS, and these discriminatory behaviours impact the entire culture of the police service.
The Commission of Inquiry recommended that QPS engage the Commission to undertake a review of diversity and inclusion in QPS. 
We commenced Phase 1 of the review in July 2023, and expect to publish our initial report, including our recommendations, in late 2024. The review focuses on the recruitment and retention of women, First Nations, and culturally and linguistically diverse police.
Phase 2 will include a two-year implementation period, where QPS implements recommendations from our initial review. In Phase 3, we will evaluate and measure the extent to which our recommendations have been implemented, and how much change has been achieved.
Our review is supported by an external, independent and expert advisory panel. The Advisory Panel is co-chaired by the Human Rights Commissioner and the Police Service Commissioner. Other external members include:
· Kristen Hilton, former Victorian Equal Opportunity and Human Rights Commissioner
· Linda Williams, Deputy Commissioner of Police, South Australia
· Thelma Schwartz, Principal Legal Officer, Queensland Indigenous Family Violence Legal Service
· Peter Forday, former CEO, Multilink Community Services and former Chair, Police Ethnic Advisory Group, Multicultural Australia.
[bookmark: _Toc174701488][bookmark: _Toc175574065][bookmark: _Toc175574150][bookmark: _Toc175574428][bookmark: _Toc175729434]Independent, voluntary and cooperative 
The Commission’s role includes working to prevent discrimination before it occurs. In partnering with QPS in this independent review, we aim to gain a deeper understanding of structural drivers of discrimination, and to identify systems factors that will enable change. 
These objectives are best realised through working closely with duty holders, while maintaining our independence. We undertake careful consultation to understand the operational environment, and partner with duty holders on areas for change. This work was therefore undertaken as a cooperative review, in which QPS voluntarily engaged. 
The Attorney-General expressly conferred jurisdiction on the Commission to implement the Commission of Inquiry recommendation. 
[bookmark: _Toc174701489][bookmark: _Toc175574066][bookmark: _Toc175574151][bookmark: _Toc175574429][bookmark: _Toc175729435]Our approach 
This financial year, we have focused on undertaking the Phase 1 review.
We consulted widely across the QPS workforce to ensure our review is grounded in the experience of QPS members. So far, our methodology has included:
· 137 confidential conversations, which were one-on-one meetings with current and former police officers and police liaison officers 
· 20 site visits of QPS stations and sites across Queensland
· a workplace wide survey, which attracted over 2,700 responses
· a series of focus groups, to consult QPS members on areas for change and potential solutions
· research and requests for information.
[bookmark: _Toc174701490][bookmark: _Toc175574067][bookmark: _Toc175574152][bookmark: _Toc175574430][bookmark: _Toc175729436]What’s next
In the next financial year, we will complete our initial review. We will work with the QPS to ensure the outcomes of the report are communicated to QPS members. 
QPS will lead on implementation throughout Phase 2, with advice from the Commission as requested.


[bookmark: _Toc174701491][bookmark: _Toc175574068][bookmark: _Toc175729437]Community engagement and communications
We carry out a range of engagement and communications activities through our commitment to increasing public understanding and discussion of human rights and responsibilities.
[bookmark: _Toc174701492][bookmark: _Toc175574069][bookmark: _Toc175574154][bookmark: _Toc175729438]Events
This year, we took part in or attended more than 30 events across the state, including:
· NAIDOC Day
· Wear it Purple in Toowoomba
· Iconic Multicultural Festival, Gold Coast
· Pride Fair Day, New Farm
· BCC Community Issues in Focus
· Gold Coast Health LGBTIQ+ Pride Festival
· Luminous Festival Brisbane
· Africa Day Festival.
[bookmark: _Toc174701493][bookmark: _Toc175574070][bookmark: _Toc175729439]Anti-racism work
In 2020, as anecdotal reports of racism directed at migrant and refugee communities began to increase during the COVID pandemic, the Commission launched an online reporting tool to allow people to let us know about racist incidents they experienced or witnessed without making a formal complaint. 
This year we received almost 90 reports through this tool, almost triple the number of reports received the previous year. Common places for people to experience or witness racism were at work or school, on public transport, and in public spaces like footpaths and shopping centres. 13% of reports this year were about racism specifically targeted at First Nations people. 70% of people reporting racism through this tool were interested in making a formal complaint and their reports were followed up by our intake team. 
We have also held a series of engagements to understand the prevalence of racism in the school environment. The Commission consulted with youth workers, community service providers, and Queensland Department of Education representatives to explore opportunities and resources to support students experiencing or witnessing racism at school. 
[bookmark: _Toc174701494][bookmark: _Toc175574071][bookmark: _Toc175729440]Human Rights Week
As part of our community engagement program, the Commission runs an annual Human Rights Week campaign starting on 1 December and ending on Human Rights Day on 10 December. 
This year marked the 75th anniversary of the Universal Declaration of Human Rights. Our theme for Human Rights Week 2023-24 was ‘Universal means everyone’, exploring what it means to protect and promote human rights for all.
The Commission offered a range of free training opportunities during Human Rights Week, including:
· Using the Human Rights Act
· Know your rights – an intro for Mob
· Queensland’s Human Rights Act – for the housing and homelessness sector; and for the disability sector 
· Queensland’s Anti-Discrimination Act.
The Story and Victoria Bridges in Brisbane were lit orange on 10 December to mark Human Rights Day.
[bookmark: _Toc174701495][bookmark: _Toc175574072][bookmark: _Toc175574157][bookmark: _Toc175574435][bookmark: _Toc175729441]Speaking engagements
The Commissioner and other staff regularly speak with students, community groups, lawyers, employee and employer groups, and at community events. Speaking topics range from specific issues in human rights and anti-discrimination law to broader topics of diversity and inclusion. In 2023-24, speaking opportunities included:
· Workers’ protections, for multicultural communities
· Using the Human Rights Act to achieve better outcomes in housing and homelessness service provision
· Human Rights in Action webinars held by QCOSS
· Elder Abuse Forum hosted by the Public Advocate, Queensland
· Integrity in Public Governance Masterclass, hosted by University of Queensland and the Department of Foreign Affairs and Trade
· The Hatchery’s Public Sector Women in Leadership summit
· Privacy Awareness Week launch
· University of Queensland Human Rights Law panel
· Prisoner Health and Wellbeing Leadership Group
· Understanding the Human Rights Act, for Community Legal Centres Queensland
· Online presentation to TAFE social work and counselling students.
[bookmark: _Toc174701496][bookmark: _Toc175574073][bookmark: _Toc175574158][bookmark: _Toc175574436][bookmark: _Toc175729442]Partnerships and networks
The Commission is involved in a range of issue and location based advisory groups and networks across Queensland. These include multicultural and multi-faith networks, disability networks, access and inclusion advisory groups, and public sector inter-agency networks. Additionally, we have initiated and/or contributed to various consultation groups and cross-agency collaboration networks including:
· Queensland Human Rights Advocates Group
· Queensland Academics Human Rights Group
· Australian Council of Human Rights Agencies (including education and communications sub-committees)
· Human Rights Inter-jurisdictional Legal Officers
· Queensland Law Society Committees (Human Rights and Public Law; Health and Disability; Equity and Diversity)
· Shifting Minds Strategic Leadership Group
· Queensland Network to End Slavery and Trafficking
· Community Legal Centres (education committee)
· Queensland Family and Child Commission Advisory Council
· Department of Communities LGBTIQ+ roundtable
· Moreton Region Interagency Network
· Yarn Ups PCYC Zillmere
· Women Ethnic Network hosted by ECCQ.
[bookmark: _Toc174701497][bookmark: _Toc175574074][bookmark: _Toc175574159][bookmark: _Toc175574437][bookmark: _Toc175729443]Whole-of-government plans
We contributed to the following whole-of-government plans and initiatives during 2023-24:
· Queensland Youth Strategy: this strategy sets the vision for young people to actively contribute to Queensland’s economic, civic and cultural life. Our actions under this strategy include producing and disseminating information and resources to young people.
· Queensland Multicultural Action Plan: this plan drives state government action to help improve social and economic outcomes for Queensland’s culturally diverse communities. We have multiple actions under this plan and our progress against each action will be published on our website to coincide with the tabling of this annual report.
· Every Life: The Queensland Suicide Prevention Plan: this whole-of-government plan provides a renewed drive and approach to suicide prevention. Our primary action under this plan is to work with LGBTIQ+ communities and the Queensland LGBTI Roundtable to build inclusion and belonging, with a particular focus on trans communities. We continue to do this through the provision of training and the production of resources to support safe environments for trans and gender diverse children and adults.
[bookmark: _Toc174701498][bookmark: _Toc175574075][bookmark: _Toc175729444]Yirmba First Nations Unit
The Commission takes a leadership role in promoting and protecting the rights of Aboriginal people and Torres Strait Islander people in Queensland.
In March 2024, our First Nations Unit was named Yirmba by respected Gimuy Walubara Yidinji Elder, Aunty Henrietta Marrie AM (née Fourmile) in consultation with Gimuy Walubara Yidinji members. The name refers to the four-pronged spear. The spear represents the Commission’s work in the areas of human rights and justice in the community. The spear tips represent justice, survival, leadership, and strength, and point north, south, east and west, representing all areas of Queensland.
The work of our First Nations Unit was strengthened in 2023-24 through a number of measures, including the recruitment of a dedicated Manager, First Nations Unit and supporting staff; inclusion in an advisory role on the Executive Leadership Team; adoption of formal terms of reference for the First Nations Unit, and development of an annual action plan.
In 2021, the Commission commenced an Aboriginal and Torres Strait Islander graduate program. We currently have one graduate placed, working in our Brisbane office within our Legal, Research and Policy team.
[bookmark: _Toc174701499][bookmark: _Toc175574076][bookmark: _Toc175729445]Media and Communications
[bookmark: _Toc175574077]Media
The Commission receives regular requests from media outlets for comment on topical issues relating to discrimination, sexual harassment, vilification and human rights. The majority of our public comment and media interviews are provided by the Commissioner.
We are not always able to respond to request for public comment. Our role in complaint handling is as an impartial dispute resolution service, so we do not provide comment which may compromise our impartiality in this work. We also do not provide public comment or information about complaints we receive at any stage of proceedings.
In 2023-24, we received almost 100 media requests. The most common topic was youth justice, particularly in relation to the treatment of young people in police watch houses. Other prominent issues we were approached to comment on were racial discrimination and discrimination and vilification of LGBTIQ+ people and communities.
[bookmark: _Toc175574078]Website 
In 2023-24, there were more than 633,000 page views of our website (www.qhrc.qld.gov.au). The 10 most visited pages on our website were:
1. Home page 
2. Case studies – sexual harassment 
3. Queensland’s human rights laws 
4. Why pronouns matter 
5. Online complaint form 
6. Information about making a complaint 
7. Queensland’s discrimination laws 
8. Case studies – sex discrimination 
9. The right to protection from torture and cruel, inhuman or degrading treatment 
10. Our complaints functions and processes
The Commission’s website is AA compliant with the W3C (World Wide Web Consortium) Guidelines, and in some areas is AAA compliant, making it accessible for people with a range of needs. 
[bookmark: _Toc175574079]eNewsletters
The Commission provides a range of bulletins to keep Queenslanders informed on discrimination and human rights law. In 2023-24, the Commission had more than 4,800 subscribers and sent the following regular bulletins:
· News (bi-monthly)
· Training (monthly)
· The Dialogue (quarterly)
· The Brief (quarterly)
· Human Rights Week.

[bookmark: _Toc174701500][bookmark: _Toc175574080][bookmark: _Toc175729446]Corporate governance
[bookmark: _Toc80971380][bookmark: _Toc174701501][bookmark: _Toc175574081][bookmark: _Toc175574163][bookmark: _Toc175574441][bookmark: _Toc175729447]Governance framework 
The Commission is an independent statutory body and accountable to the Queensland Parliament through the Attorney-General and Minister for Justice and Minister for the Prevention of Domestic and Family Violence. 
[bookmark: _Toc80971381][bookmark: _Toc174701502][bookmark: _Toc175574082][bookmark: _Toc175574164][bookmark: _Toc175574442][bookmark: _Toc175729448]Executive management
Accountability for our operations under the Financial Accountability Act 2009 resides with the Commissioner as the Accountable Officer. 
The Commissioner is appointed under section 238 of the Anti-Discrimination Act 1991 for a term of no longer than seven years. The current Commissioner is appointed until October 2025, which will mark the end of this seven-year term.
[bookmark: _Toc175574083]Executive Leadership Team
The Executive Leadership Team (ELT) is a key strategic advisory body for the Commission. It supports the Commissioner in providing strategic direction for the Commission as part of the overall corporate governance framework. It also oversees the Commission’s strategic performance and acts as the Audit Committee, Risk Management Committee and Finance Committee.
The group provides advice to the Commissioner in the following areas:
· establishing priorities; 
· developing an overarching fiscal strategy;
· maintaining the corporate governance framework;
· overseeing major initiatives and projects;
· managing external relationships;
· setting corporate performance objectives;
· fostering an appropriate corporate culture that supports the Commission’s values and code of conduct;
· ensuring business continuity; and
· providing the strategic focus for corporate communications and marketing.
The members of the ELT are:
· Scott McDougall, Human Rights Commissioner (Chair)
· Neroli Holmes, Deputy Commissioner (Deputy Chair)
· Deborah Keenan, Director, Complaint Services (until December 2023)
· Clair Perkins, acting Director, Complaint Services (from January 2024)
Natalie Hartill, Director, Corporate Services (until January 2024)
· Nathan Hall, Acting Executive Director, Corporate Services (from February 2024)
· Anne Franzmann, Acting Director, Community Engagement
· Jane Vasey, Director, Independent Reviews and Special Projects
The areas of operational responsibility for each ELT member are outlined in the organisational structure at Appendix D. 
[bookmark: _Toc175574084]Leadership Group
The Leadership Group is a sub-committee of the Executive Leadership Team (ELT). It supports the Commissioner by ensuring that operational activity aligns with the strategic direction of the Commission as set by the ELT. The group is responsible for providing advice to the Commissioner, and contributing to operational decision making where delegated. 
Responsibilities of the Leadership Group include: 
· overseeing implementation of strategic and operational plans to ensure progress toward goals and performance measures is aligned with overarching priorities;
· monitoring performance to ensure services are being delivered to the required level and quality and providing input on strategies for continuous improvement;
· ensuring that consistent, integrated and high quality service is provided through effective representation of individual operational areas including regional offices;
· providing holistic leadership of service provision through collaboration, robust discussion, interrogation of performance information and the sharing and analysis of relevant data and research;
· identifying the need for review of governance practices including policies and procedures;
· ensuring that planning and performance management decisions are based on an informed understanding of operational issues and constraints;
· identifying issues relevant to maintaining satisfactory relationships and partnerships with stakeholders;
· acting as champions for the Commission’s strategic direction within operational teams and externally;
· leading a culture of team collegiality in which diversity of opinion and areas of expertise are recognised and valued; 
· actively demonstrating the Commission’s agreed values of independence, respect, inclusion, diversity and integrity.
The members of the Leadership Group are:
Human Rights Commissioner
Deputy Commissioner
Director, Complaint Services
Director, Corporate Services
Director, Community Engagement
Director, Independent Reviews and Special Projects 
Regional Manager, Cairns 
Regional Manager, Townsville 
Regional Manager, Rockhampton 
Senior Manager, Brisbane complaint team
Managers, Brisbane complaint teams
Manager, First Nations Unit
Principal Lawyers
Principal Policy Officer
Principal Finance Officer
Manager, ICT
Manager, Strategic Communications
Senior Communications Officer.
[bookmark: _Toc80971382][bookmark: _Toc174701503]Our staff 
The Commission maintains offices in Brisbane, Cairns, Townsville, and Rockhampton. At 30 June 2024, we employed 66 permanent and temporary staff, equating to 59 full-time equivalent staff. 
We are committed to maintaining a diverse and inclusive workplace where the contributions of all staff are valued. Strategies implemented to promote diversity and inclusion include:
· active promotion of flexible work including compressed hours, part-time and working from home arrangements
· the provision of a parenting/prayer room
· provision of highly accessible office spaces where possible
· appointment of Equity Contact Officers
· LGBTIQ+ and Aboriginal and Torres Strait Islander liaison officers
· update of performance management policies in line with amendments to the Public Sector Act 2022, including the introduction of positive performance management principles
· professional development of all staff on a continuing basis. 


Table 7: Workforce profile data, 2023-24
	Gender
	Number
(headcount)
	Percentage of total workforce
(calculated on headcount)

	Woman
	50
	76%

	Man
	15
	23%

	Non-binary
	<5
	2%

	Diversity groups
	Number
(headcount)
	Percentage of total workforce
(calculated on headcount)

	Women
	50
	76%

	Aboriginal peoples and Torres Strait Islander peoples
	<5
	<5%

	People with disability
	<5
	<5%

	Culturally and linguistically diverse – speak a language at home other than English (including Aboriginal and Torres Strait Islander languages or Australian South Sea Islander languages)
	5
	8%

	
	Women
(headcount)
	Percentage of total leadership cohort (calculated on headcount)

	Senior Officers (Classified, s122 and s155 combined)
	3
	60%

	Senior Executive Service and Chief Executives (Classified, s122 and s155 combined)
	0
	0%


Note: percentages in this table have been rounded to the nearest whole number. 

[bookmark: _Toc80971383][bookmark: _Toc174701504][bookmark: _Toc175574085][bookmark: _Toc175574165][bookmark: _Toc175574443]
[bookmark: _Toc175729449]Corporate services 
In-house corporate services provided by our staff are supplemented through service level agreements with the Department of Justice and Attorney-General and Queensland Shared Services for the provision of financial, human resource, internal audit, and processing services. These arrangements benefit the Commission by providing a cost-effective processing environment and access to a greater range of skills than we can maintain internally given our size and allow us to focus on core business.
[bookmark: _Toc80971384][bookmark: _Toc174701505][bookmark: _Toc175574086][bookmark: _Toc175574166][bookmark: _Toc175574444][bookmark: _Toc175729450]Information and communications technology (ICT)
The Commission utilises Microsoft Surface Pro devices and has commenced a migration to Microsoft Surface Laptop devices to provide an improved corporate solution as part of their device replacement strategy. Key partnerships have been established with service providers to enable the Commission to provide a robust ICT solution to clients with a focus on cloud-based computing and telecommunications services, reducing overall costs and risks and providing additional support to the in-house ICT team. 
As a Queensland independent statutory body, we must have regard to Information security policy (IS18:2018) in the context of internal controls, financial information management systems and risk management. Our Executive Leadership Team is guided by IS18:2018 in applying a consistent, risk-based approach to information security to safeguard the confidentiality, integrity, and availability of the data and information maintained by the Commission. 
[bookmark: _Toc80971385][bookmark: _Toc174701506][bookmark: _Toc175574087][bookmark: _Toc175574167][bookmark: _Toc175574445][bookmark: _Toc175729451]Statutory obligations 
[bookmark: _Toc49508929][bookmark: _Toc80971386][bookmark: _Toc175574088]Ethical behaviour
The Code of Conduct for the Queensland Public Service applies to our staff as a public service agency under the Public Sector Ethics Regulation 2010. In accordance with section 23 of the Public Sector Ethics Act 1994, all new starters are provided with information about the Code of Conduct as part of their induction program and are asked to confirm their understanding and ability to apply the code. Staff can readily access the code through our intranet and it is referenced in a variety of Commission policies and staff documents including the Workplace Behaviour policy and the staff induction manual. 
All staff are required to complete annual refresher training on the Code of Conduct which is monitored through the performance and development management process and an annual internal audit of staff mandatory training records. 
Additionally, all staff complete annual training on the Right to Information Act, information privacy, domestic and family violence awareness, public interest disclosure, and cultural capability. 
[bookmark: _Toc49508930][bookmark: _Toc80971387][bookmark: _Toc175574089]Human rights
As Queensland’s leading human rights agency, our core business is to further the objects of the Human Rights Act 2019. Promoting understanding, acceptance and public discussion of human rights is central to the delivery of our frontline services. 
In relation to the obligations of public entities under the Act, we undertook the following activities during 2023-24:
· Ran the Human Rights Week campaign from 1 to 10 December 2023 to raise awareness of the Act;
· Delivered face-to-face training sessions and webinars on the Act; 
· Required all new staff to complete the online training module Public entities and the Queensland Human Rights Act 2019.
Of the complaints we received about our service delivery in 2023-24, 4 were human rights complaints. The outcomes of these complaints were: 
· Actions determined to be compatible with human rights: 1 complaint 
· Policy or process reviewed or changed: 1 complaint
· Explanation provided to complainant: 1 complaint
· Dealt with previously: 1 complaint.
[bookmark: _Toc49508932][bookmark: _Toc80971389][bookmark: _Toc175574090][bookmark: _Hlk107233831][bookmark: _Hlk167202965]Information systems and recordkeeping
[bookmark: _Toc49508933][bookmark: _Toc80971390]We recognise the significant value of our information resources and treat records management as a priority. Upon commencement at the Commission, all staff undertake an online records management tutorial provided by Queensland State Archives in addition to an induction conducted by our records manager. 
The records manager provides regular updates to the Executive Leadership Team about records management practices and ensures policies and procedures manuals are reviewed and updated to maintain consistency with State Archives policies, standards, and guidelines. 
The Commission uses RecFind as its electronic documents and records management system (EDRMS). Physical source records that do not involve a complaint are converted to a digital format and then securely destroyed in accordance with General Records and Disposal Schedule (GRDS) reference 2074. Our core Retention and Disposal Schedule is QDAN568 v2; last reviewed 14 January 2015.
In support of the general retention and disposal schedule that includes sentencing of complaints involving vulnerable people, the Commission retains all complaint files for 100 years. Physical source complaint records are retained for as long as the digital record is retained.
We have not transferred any records to Queensland State Archives. As a result of the establishment of Queensland Civil and Administrative Tribunal (QCAT) in 2009, signed conciliation agreements are transferred to QCAT. 
There have not been any serious breaches of information security or loss of Commission records due to disaster or other reasons this reporting period. 
[bookmark: _Toc175574091]Internal and external audit 
Internal audit services are provided as needed to the Commission under a service level agreement with the Department of Justice and Attorney-General. The size of the Commission is such that a formal Audit Committee is not required. The responsibilities associated with internal audit and the maintenance of an appropriate internal control framework are discharged by the Executive Leadership Team. A copy of the external audit report and certificate of our financial statements are supplied with this report. 
[bookmark: _Toc49508934][bookmark: _Toc80971391][bookmark: _Toc175574092]Risk management 
Our governance and assurance strategies for risk management reflect the functions and size of our agency. The Executive Leadership Team provides oversight of our risk management framework and operational management of risks. 
[bookmark: _Toc49508935][bookmark: _Toc80971392][bookmark: _Toc175574093]Early retirement, redundancy, and retrenchment 
No redundancy, early retirement, or retrenchment packages were paid during the period.
[bookmark: _Toc49508936][bookmark: _Toc80971393][bookmark: _Toc175574094]Open data
The Commission publishes annual data on consultancies, overseas travel and language services at https://data.qld.gov.au. 



[bookmark: _Toc174701507][bookmark: _Toc175574095][bookmark: _Toc175729452]Summary of financial performance
[bookmark: _Toc80971395][bookmark: _Toc175574096][bookmark: _Toc175574169][bookmark: _Toc175574447][bookmark: _Toc175729453]Financial governance
The Commission is managed in accordance with the requirements of the Financial Accountability Act 2009, the Financial and Performance Management Standard 2019, the Statutory Bodies Financial Arrangements Act 1982, the Anti-Discrimination Act 1991 and the Human Rights Act 2019.
[bookmark: _Toc80971396][bookmark: _Toc175574097][bookmark: _Toc175574170][bookmark: _Toc175574448][bookmark: _Toc175729454]Financial summary 2023-24
This summary provides an overview of the Commission’s financial performance for 2023-24 and a comparison with 2022-23. A detailed view of the financial performance for 2023-24 is provided in the audited financial statements included in Appendix F of this annual report. 
The Commission’s operating result for the 2023-24 was a surplus of approximately $0.727M. Relative to the 2023-24 budget, this is a positive result of vacant positions across the Commission during the year, increased revenue from interest and the demand for training. 
From 2023-24, the Commission received additional funding of $0.764M ongoing for increased capacity of frontline services in complaints and enquires to meet ongoing demand for services. The Queensland government extended the limited life funding of $1.318M in 2023-24 for the Commission to reduce the extended wait times caused by large numbers of incoming complaints to a sustainable level. 
[bookmark: _Toc80971397][bookmark: _Toc175574098][bookmark: _Toc175574171][bookmark: _Toc175574449][bookmark: _Toc175729455]Income
The Commission derives most of its income from the Queensland Government through a grant paid by the Department of Justice and Attorney-General. The Commission also provides some services on a fee for service basis, including training and advisory and consultancy services. Interest is received on cash balances held by the Commission’s financial institution.
[bookmark: _Hlk143615689]Training revenue increased by $150K (57%) on 2022-23. 
The Commission received $606K for costs recovered from a Queensland public sector duty holder for an independent review that commenced in 2023-24. This review is scheduled to be completed in 2025.
Interest and other revenue increased by $186K (116%) in 2023-24, which is due to fee for service revenue received in advance contributing to higher cash holdings, combined with multiple rises in interest rates.


Table 8: Statement of comprehensive income
	
	2023-24
$’000
	2022-23
$’000

	Training sessions
	412
	262

	Professional services
	606
	64

	Grants and other contributions
	11,455
	11,096

	Interest and other revenue
	347
	161

	Total income from continuing operations
	12,820
	11,583

	
	
	

	Employee expenditure
	8,896
	7,591

	Supplies and services
	2.926
	2,173

	Grants and subsidies
	2
	26

	Depreciation and amortisation
	224
	187

	Other expenses
	45
	34

	Total expenditure from continuing operations
	12,093
	10,011

	
	
	

	Operating result for the year
	727
	1,572



[bookmark: _Toc80971398][bookmark: _Toc175574099][bookmark: _Toc175574172][bookmark: _Toc175574450][bookmark: _Toc175729456]Expenditure
Employee expenditure is the Commission’s largest expenditure category, representing 75% of total expenditure on average. This cost increased by $1.3M (17%) in 2023-24 from the previous year to provide professional income producing services, strengthen ICT functions and address the complaint backlog. The Commission’s FTE reduced from 63 in 2022-23 to 59 in 2023-24 as the tenure of temporary conciliators was completed.
The Commission’s second biggest expense category is supplies and services, being on average, 22% of total expenditure. This expense category increased by $0.753M (35%) from 2022-23 to strengthen ICT, professional fees for the income producing project and office accommodation. 
Grants and sponsorships and other expenses decreased by $13K (22%) from 2022-23 predominately due to a decrease in sponsorships.
Table 9 sets out the Commission’s net assets (being assets minus liabilities) and equity. On 30 June 2024, the Commission’s net assets were $4.281M, an increase of $727K due to the current year operating surplus. 
This year, the Commission’s total assets increased to $5.583M, up $1.075M (24%) from 2022-23, due to an increase in cash balances of $1.279M from operating activities and project revenue received in advance. These increases are partly offset by a decrease in non-current assets of $0.224M arising from annual depreciation of these assets. 
The Commission’s current liabilities increased by $0.348M (36%) to $1,302M since 2022-23. This total comprises employee annual leave entitlements of $0.757M (58%), other current liabilities being service fees received in advance of $0.391M (30%) that will be recognised as revenue in 2024-25 when the services are delivered, and $0.154M (12%) being end of financial year trade creditors and accruals.
Table 9: Statement of financial position
	
	2023-24
$’000
	2022-23
$’000

	Current assets
	5,272
	3,973

	Non-current assets
	311
	535

	Total assets
	5,583
	4,508

	
	
	

	Current liabilities
	1,302
	954

	Total liabilities
	1,302
	954

	
	
	

	Net assets
	4,281
	3,554

	
	
	

	Total equity
	4,281
	3,554


[bookmark: _Hlk143519907]
[bookmark: _Toc80971399][bookmark: _Toc175574100][bookmark: _Toc175574173][bookmark: _Toc175574451][bookmark: _Toc175729457]Comparison to the 2023-24 budget[footnoteRef:21] [21:  2023-24 Queensland State Budget – Service Delivery Statements – Queensland Human Rights Commission] 

Budget and Actual performance together with explanatory notes on major variances are provided in detail in Note E1 of the audited financial statements provided with this report. 
[bookmark: _Toc80971400][bookmark: _Toc175574101]Certification of financial statements
The certification of financial statements accompanies the annual report or can be view at www.qhrc.qld.gov.au.
[bookmark: _Toc80971401][bookmark: _Toc175574102]Independent auditor’s report
The independent auditor’s report accompanies the annual report or can be viewed at www.qhrc.qld.gov.au.
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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
	Page 3

	Accessibility
	Table of contents
Glossary
	ARRs – section 9.1
	Page 2
Appendix C

	
	Public availability
	ARRs – section 9.2
	Page 1

	
	Interpreter service statement
	Queensland Government Language Services Policy
ARRs – section 9.3
	Page 1

	
	Copyright notice
	Copyright Act 1968
ARRs – section 9.4
	Page 1

	
	Information licensing
	QGEA – Information Licensing
ARRs – section 9.5
	Page 1

	General information
	Introductory information
	ARRs – section 10
	Pages 4 to 7

	Non-financial performance
	Government’s objectives for the community and whole-of government plans/specific initiatives
	ARRs – section 11.1
	Pages 6 and 45

	
	Agency objectives and performance indicators
	ARRs – section 11.2
	Appendix B

	
	Agency service areas and service standards 
	ARRs – section 11.3
	Appendix B

	Financial performance
	Summary of financial performance
	ARRs – section 12.1
	Page 55

	Governance – management and structure
	Organisational structure 
	ARRs – section 13.1
	Page 63

	
	Executive management
	ARRs – section 13.2
	Page 48

	
	Government bodies (statutory bodies and other entities)
	ARRs – section 13.3
	N/A

	
	Public Sector Ethics 
	Public Sector Ethics Act 1994
ARRs – section 13.4
	Page 53

	
	Human Rights 
	Human Rights Act 2019
ARRs – section 13.5
	Page 53

	
	Queensland public service values
	ARRs – section 13.6
	Page 6

	Governance – risk management and accountability
	Risk management
	ARRs – section 14.1
	Page 54

	
	Audit committee
	ARRs – section 14.2
	Page 54

	
	Internal audit
	ARRs – section 14.3
	Page 54

	
	External scrutiny
	ARRs – section 14.4
	Page 54

	
	Information systems and recordkeeping
	ARRs – section 14.5
	Page 53

	
	Information security attestation
	ARRs – section 14.6
	N/A

	Governance – human resources
	Strategic workforce planning and performance
	ARRs – section 15.1
	Page 50

	
	Early retirement, redundancy and retrenchment
	Directive No.04/18 Early Retirement, Redundancy and Retrenchment 
ARRs – section 15.2
	Page 54

	Open Data
	Statement advising publication of information
	ARRs – section 16
	Page 54

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

	
	Overseas travel
	ARRs – section 31.2
	https://data.qld.gov.au

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

	Financial statements
	Certification of financial statements
	FAA – section 62
FPMS – sections 38, 39 and 46
ARRs – section 17.1
	Page 57, Appendix F

	
	Independent Auditor’s Report
	FAA – section 62
FPMS – section 46
ARRs – section 17.2
	Page 57, Appendix F






[bookmark: _Toc174701509][bookmark: _Toc175729459]Appendix B: Performance Statement
[bookmark: _Toc80971305][bookmark: _Hlk112425830]Human Rights and Anti-Discrimination
Service area objective
Strengthen the understanding, promotion and protection of human rights in Queensland. 
Description
Promotion and protection of human rights and building a culture within the Queensland public sector of respect for human rights.
	Service standards
	2023–24
Target/Est.
	2023–24
Est. Actual
	2024–25
Target/Est.

	Effectiveness measures

	Percentage of accepted Anti-Discrimination Act 1991 (ADA) complaints resolved by conciliation1
	50%
	39.2%
	50%

	Percentage of accepted Human Rights Act 2019 (HRA) complaints resolved by conciliation2
	40%
	24%
	40%

	Clients’ overall satisfaction with complaint handling service
	New measure
	New measure
	85%

	Clients’ overall satisfaction with training sessions
	95%
	97%
	95%

	Percentage of clients whose understanding of rights and responsibilities under anti-discrimination and/or human rights law increased following training
	85%
	77%
	85%

	Percentage of accepted ADA complaints not referred to a tribunal and finalised within the Commission1
	70%
	66%
	70%

	Efficiency measure

	Clearance rate for accepted complaints dealt with under the ADA and the HRA3
	112%
	 111%
	100%

	Discontinued measure

	Clients’ overall satisfaction with complaint handling service4
	85%
	56%
	Discontinued measure


Notes:
The variance between the 2023–24 Target/Estimate and 2023–24 Estimated Actual is primarily due to a backlog of increased complaints during COVID-19 and more complex complaints received. 
The variance between the 2023–24 Target/Estimate and 2023–24 Estimated Actual is likely due to the unavailability of a complaint referral right, complainants are less likely to consider their complaint to be resolved.
The variance between the 2023–24 Estimated Actual and the 2024–25 Target/Estimate is due to the reduction in the backlog of COVID-19 pandemic complaints and the number of complaints received post the pandemic. 
This service standard has been discontinued as the calculation was changed to capture the level of client satisfaction with the QHRC complaint handling service being “very satisfied” or “satisfied”; removing the “neutral” response used in the previous year. Complainants and respondents were dissatisfied with the lag in having their matter dealt with from the time it was lodged, predominantly during the pandemic. 




[bookmark: _Toc174701510][bookmark: _Toc175729460]Appendix C: Glossary of terms
	Term
	Description

	ADA, AD Act 
	Anti-Discrimination Act 1991 (Qld)

	Commission
	Queensland Human Rights Commission 

	ELT
	The Executive Leadership Team (ELT) is one of the key strategic advisory bodies of the QHRC. It supports the Commissioner in providing the strategic direction as part of the overall corporate governance framework and oversees the Commission’s strategic performance.

	HRA, HR Act 
	Human Rights Act 2019 (Qld) 

	LG
	The Leadership Group (LG) is a sub-committee of the Executive Leadership Team (ELT). It supports the Commissioner by ensuring that operational activity aligns with the strategic direction of the QHRC as set by the ELT.

	PID Act 
	Public Interest Disclosure Act 2010 (Qld)

	QCAT
	Queensland Civil and Administrative Tribunal

	QHRC
	Queensland Human Rights Commission (formerly Anti-Discrimination Commission Queensland) 

	QIRC
	Queensland Industrial Relations Commission
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[bookmark: _Toc143678750][bookmark: _Toc144200530][bookmark: _Toc175729462][bookmark: _Toc174701512]Appendix E: Our functions 
We have legislated functions under the Anti-Discrimination Act 1991 and Human Rights Act 2019. Our primary functions under each Act are as follows. 
	Anti-Discrimination Act 1991
	Human Rights Act 2019

	Inquire into complaints and, where possible, to effect conciliation and carry out investigations relating to contraventions of the Act. 
	Deal with human rights complaints.

	Undertake research and educational programs to promote the purposes of the Act, and to coordinate programs undertaken by other people or authorities on behalf of the State.
	Provide education about human rights and this Act.
Make information about human rights available to the community.

	Consult with various organisations to ascertain means of improving services and conditions affecting groups that are subjected to contraventions of the Act.
	Review public entities’ policies, programs, procedures, practices and services in relation to their compatibility with human rights.

	Examine Acts and, when requested by the Minister, proposed Acts, to determine whether they are, or would be, inconsistent with the purposes of the Act, and to report to the Minister the results of the examination.
	If asked by the Attorney-General, to review the effect of Acts, statutory instruments and the common law on human rights and give the Attorney-General a written report about the outcome of the review.

	When requested by the Minister, to research and develop additional grounds of discrimination and to make recommendations for the inclusion of such grounds in the Act.
	Assist the Attorney-General in reviews of this Act under sections 95 and 96.

	If the commission considers it appropriate to do so—to intervene in a proceeding that involves human rights issues with the leave of the court hearing the proceeding and subject to any conditions imposed by the court.
	Advise the Attorney-General about matters relevant to the operation of this Act.
Intervene in and be joined as a party to a proceeding before a court or tribunal in which a question of law arises that relates to the application of this Act; or a question arises in relation to the interpretation of a statutory provision in accordance with this act. 


	Promote an understanding and acceptance, and the public discussion, of human rights in Queensland.




[bookmark: _Toc175729463]Appendix F: Certified financial statements

Complaints received	2018-19	2019-20	2020-21	2021-22	2022-23	2023-24	968	1011	1509	1886	1857	1432	Complaints finalised	2018-19	2019-20	2020-21	2021-22	2022-23	2023-24	843	933	1144	1575	1653	1496	



Enquiry Count	2018-2019	2019-2020	2020-2021	2021-2022	2022-2023	2023-2024	2840	3947	5856	6404	3829	6172	
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