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EXCELLENCE IN THE PUBLIC SECTOR
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EXCELLENCE IN THE PUBLIC SECTOR

Lanie Chopping

Commissioner for Consumer Protection
Department of Mines, Industry Regulation and Safety

Got a question? Visit www.slido.com and enter code: #2021YPC



Ride the waves - motivation, amplif\i"cation
and the destination in modern public service
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et s e DMIRS Strategic Plan
— Response to the COVID-19 Environment

Au
Department of Mines, Industry Regulation and Safety

Our Purpose: Supporting a fair, safe and responsible future for the Western Australian community, industry and resources sector.

Premier’s focus areas for public sector

To manage and respond to the changing circumstances that we currently face with COVID-19, the Western Australian Premier announced that the priorities for the sector are firmly focused on three areas:
Delivering critical frontline services and support functions;
Driving the State’s COVID-19 response; and
Preparing for Western Australia’s economic and social recovery.

Premier’s focus areas — our response themes:

Premier’s focus Delivery of critical frontline services and Driving the State's COVID-19 response Preparing for Western Australia’s economic and
areas support functions - day-to-day business - ongoing response social recovery - planning for the future

Our response 1.1 Maintaining responsive and accessible 2.1 Adapting our business model to the post COVID-19 3.1 Preparing for and being responsive to increased
themes provision of services in a changing environment environment activities

1.2 Continuous improvement to our technical and other 2.2 Continuing to strengthen collaboration with other 3.2 Identifying and supporting new and emerging industries
capacities and processes to improve delivery of services  agencies to contribute to better social and economic
outcomes

1.3,23&33 Providing guidance and support to staff, community, business and other stakeholders

14,248&34 Supporting and managing a flexible and inclusive warkforce, and providing a safe workplace with a strong focus on our values, health and wellness

2.5 & 3.5 Supporting Government relief measures for individuals and business in a transparent, fair and

ethical manner

2.6 Delivering regulatory and other reforms to support 3.6 Forward thinking in our approach to regulatory

economic recovery and protect the community reform and assisting in transforming social, industry and
£COonomic recovery

Strategic Intent

Our Values we lzad with integrity, deliver on commitments, strive for excellence, and look for better ways of doing things.
@ Service Provider Regulator P°'i‘3¥”ake' Respectful + Responsive « Forward thinking + Transparent + Fair + Ethical

DMIRSIUNO 6551
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Destination



Transition — Commissioner for Consumer Protection
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Modernise — while maintaining the legacy

Department of Consumer
and Employment Protection

Government of Western Australia
Consumer Protection Division

Department of
Consumer Affairs

CONSUMER
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Deliver —results for the WA community

2 3

) Act reviews
Law reviews

3

2019/20 ‘\I

 Concliliated 6,700+ complaints CONSUMER

 $6 million+ returned to consumers ‘ROTECTION v
Legislative
changes

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Application



Provide practical and rapid responses

Six month

Is your wedding :
moratorium on

cancelled due to

COVID-19? __' B evictions in force

Bride and groom info at "% Landlord & tenant info at
www.consumerprolection.wa.govau 3 3 www.consumerproxection.wa.gov,au
// "

*»‘E'J

% COVID-19

c COoVID-19
P Update

£ ik
hit® Update TR
Flight or cruise

can’t depart due

to COVID-19?

Consumer travel info at

www.consumerprotection.wa.gov.au

Planning to book
a future holiday?
Examine T & Cs!

Travel buyer beware info

www.consumerprotection.wa.gov.au

O € © © © © O

Gym closed
due to COVID-19?

Member rights info at
www.consumerprotection.wa.gov.au

f o4 ¢ COVID-19
’4:‘ g Update
Rental inspection due

at your home during
COVID-19?

Tenant and Iandlord mfo at
www.consumerprote A

For frequently -
asked questlons
about COVID-19'
consumer

and tenancy
matters

Visit www.consumerprotection.wa.gov.au

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Be proactive in crisis

“We bought some for Christmas presents
and we've given our kids tickets as 18th and
21st birthday presents and now we feel bad
as parents.”

Melanie and Spencer Rich

“T even recommended (the tickets) to my
friends, all in good faith. I've come to
regret that now.”

Ros Munro

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Help people and then help them help others

Samantha, we have tried to
reach you! The giveaway
from JB-HIFI will expire
today. Please claim now:
ee3cmue.site/HOLf

A memory lasts a
life time

| C—
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Help people and then help them help others
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If it’s broken — help fix it

ANGLE BRACE ANCHOR

CONSUMER
PROTECTION

Y

7k 5

Preventing injury ﬁ
or death — new .|i

—
in Western Australia

laws allow tenants
to fix furniture to _

walls to stop it
toppling over.

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Get amongst it
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Build trust and relationships

Information
. and support for
Aboriginal and
/% Torres Strait
Islander consumers

CONSUMER
PROTECTION

These Samsung
washing machines
top loader ones
can catch fire.

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



How we used to look

First assistance fund
cases in the plpelnlebw

Late last year hundreds of disap-
pointed fans walked out just after the
Mick Jagger concert slarlcd at the
Burswood Superdome.
The walkout was in protest over the
poor acoustics and criticism was
ced by both patrons and music
eritics.
The next day Consumer Affairs called
an urgent meeting with the promoter
and representatives of Burswood Is-

Ine promoter agreed to give a full
refund to those patrons who had com-
plained shortly after the concert
ever, any subsequent
to be lodged with
bunal.
Consumer Affairs sought an assurance
from Burswood Island Resort that
patrons would not be similarly disad-
vantaged at future functions.
Burswood have since announced that
$3.3 million will be spent on improve-
ments to the Superdome, including the
acoustics.

MARCH 15 e
~WORLD CONSUMER RIGHTS DAY || “Ziz=

{
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We’ve come a long way and we just got started

“Working with DMIRS \

as an Aboriginal EJ ol : RECONCILIATION
person has been really _ % ACTION PLAN
good. It has also been £l

: 1y 4 Jin : : INNOVATE
an opportunity to | A )t S5as

share my culture.”
Gk ch e Gnala Gomenl i , AWM AN o - - T — Director General
Department of Mines, Industry
Regulation and Safety

Corporate Executive

RAP Committee

Apply

Kaya Wandju

X Gnalla Committee
Come and join us at DMIRS

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Amplification



Empower our people to make a difference

CONSUMER WA %
PROTECTION .« %25‘,%2#'§§ ‘\ (8-

R, »
R
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And encourage them to share how that feels

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



We're all in this
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Collaborate for outcomes

crce o o rrace — TN
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Media - reaching millions of West Aussies

LIVE : =5 s A ’ | 2 i \\ {'iﬂ bi,
=1 PUPPY SCAM ALERT EQ?ELICIA PRINDIVILLE §

JEJ] WEST AUSTRALIANS LOSING THOUSANDS OF DOLLARS IN FAKE PUPPY CONS CONSUMER PROTECTION WA |

SRR Ty

LANIE CHOPPING

CONSUMER PROTFLTINN

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Social Media — making new friends

E} Consumer Protection Western Australia

with Ben Cox, pictured with mer Protection
© ordinator Angela.

Happy New Year everyone and Happy Birthday to the Australian Consumer Law
which tu 10 on 1 January 2021. s going to be involved in the 2021 Consumer Protection Awards — watch this

It was great to catch up with Lanie Chopping the Commissioner for Consumer

I had the pleasure of catchin

Protection and Jennie Gray to discuss the impact of the end of the moratorium on
evictions and rent increases on WA renters - we look forward to working

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Social Media —when we make a mistake

L

i 4

Frankly a very biased rental law which puts an unnecessary blanket ruling on
everyone to the detriment of the landlord. In the current market circumstances, this
is going to become very difficult for many tenants as well as landlords. Pretty sure
there are already some who are taking advantage of others in this current scenario.

O:

Like - Reply - Message - 14w
> 1 Reply

The thing that near broke me was Tennant's and their entitlement yet | had to cough
up the coin everytime | sympathise with both parties but not fair the rightful owner
have no rights

Like - Reply - Message - 14w O

There is an assumption here that landlords are better off than tennants when in fact
this is ususlly a falacy.

Like - Reply - Message - 14w c- 19
3 13 Replies

@ Consumer Protection WA @

Renters — do you know that your rent can’t be increased until 28 March 2021? Extended COVID-19
rent laws mean it's no deal if your landlord wants to charge more.

Landlords — do you know that tenants can't refuse to pay rent if they aren’t financially impacted
by the pandemic?

For details: www.dmirs.wa.gov.au/covidrenting or call our dedicated Landlord’s Hotline: 1300 30
40 54.

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au




Stand (Up) & Deliver — get a reputation!

LANDLORD
HOTLINE

1300 304 054

RESIDENTIAL

RENT RELIEF
GRANT SCHEME

COVID-19 My house

Mandatory conciliation You r home

service
Rethinking renting in WA

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Celebration



Recognise collaborators

Protectlon
Awards

ongratulations

2020
Consumer Protection Awards
winners

For the first time ever, Consumer Protection
will announce the 2020 Award winners at a
virtual event. 'Z

Consumer )
Pl"&)teciélion ’ WherebWIII
waras you be
()()9() watching?

-~ Usy

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Share feedback

| LISH 10 FORMAILY THANR. MouR DEPARTIIENT
AND ESPECIALLY YOuR OFFICER,
fnR HEZ DILIGENCE AND PuRSU T AND Ud FIMATE
REAUEVAL OF MY OHEGA WRISTWAIEH.

: = AND VISITS
ALAEd MAany HoNTHS OF PHONE CALLS )
To THE FREMANTAE AREA OURSEIVES TRNINE TE dDCHIE
11 ARADER. INVSLVED Avd ALSo ERRAIER AfIEAPIS BY
Voue DEPf W5 HAD GVEN UPHOPE OF EVER REMIEVIME

e WIPH. M 1S An INEXPTED J0Y o8 QUR FART 40
RECIEVE A 2 FROM YOUR DEPT AND A S ESS 10N OF

alis FROM MS S KEEPING US INFORMED
OF THE NEL PEOREES.

s ALY ARPRE L1A1E AHE QUTcoME AND THE
POOFE SSIONAL MANNER RY itk 1 WIAS ACHIEVED.

n MESSAGES

ABC Perth
Share your story with us

| have had two experiences
recently where | was not happy
with the solution offered by
vendors.

A phone call and the online form
for Consumer Protection was all
that was required and the vendors
immediately capitulated... Total
saved around $600.

A great example of a Dept on top
of its game.

Thanks - Rick from Bassendean.

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au



Spread good news

@\ Consumer Protection WA @
March 4, 2020 - Q

o« Selfies with the Premier, our former and current Director General
and some beautiful photos of Kings Park. Our Geraldton-based Senior
Regional Officer Danni has been at an International Women'’s Day
Event she was nominated to attend in recognition of her Consumer
Protection / public sector work. @

# WD #GenerationEs

Government of Western Australia | Department of Mines, Industry Regulation and Safety | www.dmirs.wa.gov.au

7@, Consumer Protection WA @
@ January -Q

Our dton branch has been able to assist a group of
holidaymakers with a complaint regarding their group trip and issues
with the quality of their overseas hotel and amenities that were
unavailable on their cruise ship. The officer successfully negotiated
with the business, which resulted in compensation to the value of
around $7000 for the group! #cpre

If you're located in Regional WA and require assistance, please get in
touch with your local Consumer Protection office

WITH COMMISSIONER FOR CONSUMER
PROTECTION LANIE CHOPPING

Hands up - who could do with a good news story right now?

Our # office has recently received a complaint about an
electric sofa where the electronics failed just outside of the
manufacturer’s warranty. Our officer has negotiated with the retailer
and secured a store credit of nearly $4000 for the elderly consumer in
the #Goldfields who can now select a brand new sofa. #cpregions

5 6388
Ses O

Message from the Director General
DMIRS highlights June - December 2020.

Trainee about to graduate

New arrival in the Bonds branch Emily Batey is a school-based
trainee who has been undertaking the Certificate Il in
Government as part of her Year 11 and Year 12 studies.

Emily completes three days at school and two days with the
department. She has worked in Associations and Charities,
Geological Survey and Bonds Administration.

During her time in Bonds Administration, Emily has been
learning all the facets of the Tenancy Bonds Officer role and
has been doing an excellent job. She is about to graduate from
Year 12 and successfully complete the traineeship.



IPAA WA YOUNG PROFESSIONAL COMMITTEE



MEMBERSHIP IPAA

Young Professional Membership

Young Professional (YP) Membership has been designed to provide you with
a range of professional opportunities to help you in your current role, and in
developing your career. It also provides social opportunities to help you
build your networks across the sector.

Young Professionals (aged 35 and under), can join as a YP Member in either
the Personal or Associate Member category.



EXCELLENCE IN THE PUBLIC SECTOR

INSTITUTE OF
PUBLIC ADMINISTRATION
AUSTRALIA
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