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1. Charter, aims and objectives 
 

 

The Rental Bond Board (the Board) is a statutory body established in 1977 to act as an independent 

and impartial custodian of rental bonds on private residential tenancies in New South Wales. In 

performing its role, the Board is subject to the control and direction of the Minister responsible for 

NSW Fair Trading. The Residential Tenancies Act 2010 (the Act) is the governing legislation. 

Prior to the establishment of the Board, landlords in NSW held rental bonds in trust. Legislation was 

introduced to address concerns that tenants often had difficulties in contesting the refund of their bond 

at the end of the tenancy. This service provides a fair and equitable system in which tenants and 

landlords have equal access to claiming the bond. Any dispute over the payment of bond money can 

be determined by the NSW Civil and Administrative Tribunal (the Tribunal). Meanwhile the Board 

retains custody of the funds pending resolution of the matter. 

 

Bond monies are held in trust and Invested with the NSW Government through TCorp. Interest 

earned from the investment funds the following payments. 

• Costs or expenses incurred in administering the Act; 

• Half the costs or expenses incurred in administering residential and social housing matters in 

the Consumer and Commercial Division of the NSW Civil and Administrative Tribunal (NCAT); 

and 

• the provision of grants and loans for: 

o tenancy advisory services; 

o schemes for the provision of residential accommodation; 

o education about tenancy laws and the rights and obligations of landlords and tenants; 

o research into matters relevant to the relations of landlord and tenant; and 

o other activities of benefit of landlords and tenants. 

 

NSW Fair Trading administers the day to day functions on behalf of the Board, providing rental bond 

lodgement, custody, refund and information services. The Department of Customer Service (DCS) 

formerly the Department of Finance, Services and Innovation (DFSI), within which NSW Fair 

Trading operates, provides policy and legislative support, financial administration, corporate and 

general business support. Information on the related management, human resources, business 

systems and financial administration is found in the DFSI Annual Report 2018-19. 

 

DCS also provides policy and legislative support, financial administration, corporate and general 

business support. 

 

The Board is self-funding, deriving its income from the investment of rental bond trust funds and from 

retained earnings prior to distribution. The Board does not have employees and management of the 

Board’s functions are provided by DCS. In performing its role, the Board is subject to the control and 

direction of the Minister responsible for NSW Fair Trading. 
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2. Board membership, meetings and structure 
 

 

2.1  Membership and meetings 
 

 

The Board is comprised of the Deputy Secretary of Better Regulation Division and Commissioner for 

Fair Trading (as Chairperson), representatives of the Chief Executive of Family and Community 

Services and the Secretary of the Treasury, and two persons with experience in real estate or tenancy 

matters appointed by the Minister for Better Regulation and Innovation. The term of appointment is 

three years in accordance with Clause 2 of Schedule 1 of the Residential Tenancies Act 2010. 

 

Principal officers 

The Board is responsible for providing advice to the Minister, defining policy, considering applications for funding and 

monitoring and reviewing the performance of the custodial services, investments and funded programs. The Board is 

required to meet at least once each quarter. 

Rental Bond Board members Term of appointment Meetings attended 

 

   Ms Rose Webb, Chairperson 
Deputy Secretary of BRD and 

Commissioner for Fair Trading 

 

Ex officio 
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   Mr Peter Dunphy Executive Director, Fair Trading 
Specialist Services 

Ex officio 3 

   Mr Ranit Ram Nominee for NSW Treasury Ex officio 4 

   Mr Humair Ahmad 
Nominee for Family and 

Community Services 
Ex officio 4 

   Ms Charmaine Jones Tenants' Union of NSW Ministerial appointment 3 

   Mr Miles Felstead Real Estate Institute of NSW Ministerial appointment 4 
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3. Highlights and achievements 2018-19 
 

The reporting year has seen continued progress against the NSW Government’s key priorities and 

outcomes – services, innovation, regulation, finances and people. Key highlights and achievements for 

2018 – 2019 demonstrate a continued commitment to deliver efficient and contemporary digital services 

and an accessible, regulated custodial bond service to the NSW public. 

 

3.1  Digital Services 
  

 

In the reporting year, 65 per cent of residential rental bonds were lodged and 75 percent of bonds 

were claimed using Rental Bonds Online, representing a 5 per cent and 9 per cent increase 

respectively from the previous reporting period. Use of the service within the property industry 

remains high with over 14,000 real estate agencies and property management offices registering  

since launch in October 2015. Exceptional uptake in registration of self-managing landlords was 

observed in this reporting period with registrations increasing from 5,637 to 12,660.     

 

Overall satisfaction with the service remains high with 70 per cent of tenants promoting the service across 

over 4000 Net Promotor Score surveys sent since August 2018. Strong drivers of customer satisfaction 

are the accessibility, quality and value offering of the service.   

 

3.2  Custodial Service   
 

 

A record number of 888,009 residential rental bonds valued at $1.62 billion was held in custody by the 

Board at 30 June 2019, representing an increase of approximately 6 per cent in new bonds lodged from 

the previous reporting period.  

 

Custodial and transactional services to tenants in NSW have been expanded to include public housing 

and Aboriginal Housing Office bonds paid to Family and Community Services. 

 

3.3  Customer Support 
 

 

The Rental Bonds Online Security and Support team provides specialist support services to tenants, 

agents and self-managing landlords requiring assistance with online bond transactions and general 

account enquiries. In the reporting period the team assisted over 100,000 agents, landlords and tenants 

via phone and online enquires. 

 

3.4  Community Grants 
 

 

The Board contributed $13.0 million to community grants programs. The largest contribution was $5.76 

million provided to the Tenants’ Advice and Advocacy Program. Refer to the Board’s financial 

statements for further details. 
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3.5  Open Data  
 

 

The NSW Government’s Open Data Policy promotes the release of data which supports a range of 

outcomes, including; social, enhanced service delivery, agency core business, economic opportunity, 

generates efficiencies or reduced costs, supports evidence-based research or policy. In the reporting 

period, rental bond data has contributed to programs including Their Futures Matter, a cross-government 

reform delivering whole-of-system changes to better support vulnerable children and families.  

 

As part of the NSW Governments commitment to improve transparency and increase efficiency, NSW 

Fair Trading continues to publish deidentified rental bond data providing details of lodgements, refunds 

and total holdings on its website. 
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4. Rental bond custodial service 
 

 

4.1 Community access to independent custodial function for 

rental bonds 
 

 

A rental bond is money paid by the tenant as security for the landlord against breaches of the tenancy 

agreement. The bond is intended to be refunded to the tenant at the end of the tenancy, unless there 

is rent owing or damage to the property. 

 

The custodial service enables bond monies to be held independently of both parties and ensures 

that tenants can be certain their bond is available for refund at the end of their tenancy, while 

allowing landlords to recover funds, where appropriate. 

 

4.2 Investment management and interest payable 
 

 
 

Rental bonds are invested primarily in fixed interest securities with a proportion in cash. 

The Board has discretion on investment management and currently invests through the NSW 

Treasury Corporation (TCorp), where funds are directly managed in a fixed interest portfolio (the 

Rental Bond Board Facility). The balance is held in TCorp's Cash Facility. 

 

The Residential Tenancies Regulation 2010 states that the rate of interest to be paid when a bond is 

refunded is set at a level equivalent to interest payable on a Commonwealth Bank of Australia 

Everyday Access Account balance of $1,000. As at the date of this report, the interest rate was zero. 

 

4.3 Rental bonds held 
 

 

 

At 30 June 2019, the Board held 888,009 residential rental bonds in trust. These were valued at 

$1.619 billion. The total number of bonds held increased by 6.5 per cent over the number held at 30 

June 2018. 

 

During the year, 340,334 new residential rental bonds were lodged with the Board – an increase of 5.5 

per cent from the previous financial year. The number of bonds refunded also increased this year by 

3.8 per cent to 304,971. 
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4.4 Rental bond statistical information 
 

 

 

Rental bond lodgement details include a statistical section requesting information on: 

a) dwelling type; 

b) number of bedrooms; 

c) weekly rent; 

d) date the tenancy commenced; and 

e) date the previous tenancy of the dwelling ended. 

 

Although provision of the statistical information is voluntary, the completion rate is high. The question 

on weekly rent is answered by landlords or their agents in about 98 per cent of lodgements. 

 

For some years, the collected rental data has been collated and analysed, under agreement, by the 

Housing Analysis and Research Unit of Family and Community Services. This information is available 

to the public in summary form in the Rent and Sales Report on the website: www.facs.nsw.gov.au. 

Summary tables of bonds held and median rentals are included in this report. 

 

In 2018-19, this data was also made available publicly as part of the NSW Government’s commitment 

to improve transparency and increase efficiency. Fair Trading publishes deidentified rental bond data 

providing details of lodgements, refunds, and total holdings on its website. 

 

It should be noted that, in accordance with NSW privacy legislation, no information on individual rental 

bonds or tenancies, or individual rented premises is released to members of the public who are not a 

party to the rental bond, unless required and permitted by law to do so. 
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4.5 Rental bond lodgements 
 

 

 

During the year, 340,334 new rental bond lodgements and 13,826 additional bonds (where a bond is 

paid by instalments) were received by the Board. 

 

The total value of bonds receipted was $703.6 million. Ninety-nine per cent of all bond lodgements 

were receipted and banked the day they were received. 

 

Rental Bonds Online (RBO) allows agents and private landlords to lodge bonds over the internet. An 

agent or landlord with their tenant completes the lodgement in RBO enabling tenants to pay their bond 

directly to the Board by card payment or BPAY. As at end June 2019, 65 per cent of bonds lodged 

daily were lodged online. 

 

The Board’s statistics indicate that in the 2018-19 financial year, 92 per cent of metropolitan bonds 

and 89 per cent of outer metropolitan and regional bonds were lodged by professional real estate 

agents, or self-managing landlords owning 10 or more rental properties. This level of professional 

management has remained fairly constant, varying by only 2-3 per cent over the years of the Board’s 

operation. 



12 
 

 

 

4.6 Rental bond refunds 
 

 

 

In 2018-19, 304,971 residential rental bonds were refunded through 388,063 individual payments. RBO 

also allows agents to submit online claims for bonds previously lodged by forms. As at the end of 

June 2019, 65 per cent of claims lodged each day were submitted online. 

 

Claims for rental bond refunds are classified in two main categories in accordance with the Act (Part 

8, Division 3 Release of rental bonds sections 167 and 168). The first is ‘Agreed’ claims where both 

parties have indicated their acceptance of the amount/s to be refunded to each party. The second is 

‘Notice’ claims where one of the parties has not given consent to the refund and a statutory notice of 

claim is issued, allowing them 14 days to apply to the Tribunal if they wish to dispute the claim. 

 

4.7 Bond refunds paid to tenants and landlords 
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During 2018-19, 70 per cent of all refunds were agreed by the parties while, in 27 per cent of cases, a 

notice of claim was issued but no dispute proceeded to the Tribunal. 1.9 per cent of bond refunds 

were the result of an order by the Tribunal following a dispute over the bond refund. A further 0.5 per 

cent were refunded after a Tribunal application was withdrawn prior to hearing. 

 

In accordance with Fair Trading’s Guarantee of Service to its customers, 93 per cent of all direct credit 

refunds were sent to the customers’ bank account within two days of receiving an agreed rental bond 

claim. 

 

 

4.8 Length of tenancy 
 

 

 

During 2018-19, 68 per cent of all bonds refunded had been held by the Board for more than 12 

months at the time of refund, with 35 per cent of all bonds refunded being held for tenancies of greater 

than two years’ duration. 
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5. Tenancy Services 
 

 

In 2018-2019, NSW Fair Trading: 

• responded to 112,736 telephone enquiries from tenants, landlords and agents enquiring 

about their rights and responsibilities under the Act; 

• managed 2,980 residential tenancy complaints lodged by tenants, landlords or agents; 

• undertook a legislative review of the Act and Regulation; 

• provided information resources for tenants, landlords and agents (including fact sheets in 21 

community languages); 

• delivered community and industry education seminars, e-newsletters and social media 

campaigns to raise awareness and understanding of the rights and responsibilities of 

landlords and tenants. 

 

5.1  Tenancy dispute resolution services 
 

 

Property managers, landlords and tenants can access Fair Trading’s free tenancy complaint service 

and speak to experienced staff who will talk through the issues and contact the other party on their 

behalf to help negotiate an agreement. 
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6. Grants programs 
 

 

On the recommendation of the Board, and the approval of the Minister, the Commissioner for Fair 

Trading may make a grant or loan from the Rental Bond Interest Account for the following purposes: 

• to establish and administer tenancy advisory services; 

• to establish schemes for the provision of residential accommodation; 

• to educate about tenancy laws and the rights and obligations of landlords and 
tenants; 

• to research into matters relevant to the relationship of landlord and tenant; and 

• other activities for the benefit of landlords and tenants. 

 

6.1  Programs funded by the Board to Non-Government Community 
Organisations 

 

 

Tenants’ Advice and Advocacy Program 

In 2018-19, the Board’s contribution to the program was $5.76 million. 

The below table outlines total client contacts and cases handled by the Program service providers: 

 

 Total Clients Total Cases 

July 2018-June 2019 79,428  24,315  

 

Credit Counselling Program 

The Board’s contribution toward the program was $4.08 million. 

The below table outlines total client contacts and cases handled by the Financial Counselling Services 

Program which utilises the funding provided under the Credit Counselling Program: 

 

 Total Clients Total Cases 

July 2018-June 2019 23,890  9,498  

 

No Interest Loan Scheme 

The Board’s contribution toward the program was $2.50 million. The No Interest Loan Scheme is 

operated nationally by Good Shepherd Microfinance and the contribution enables the employment of 

community workers to deliver No Interest Loans in NSW. 

 

Data on clients and loans provided is published by Good Shepherd Microfinance 
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Aged Care Supported Accommodation Services Program 

The Board supports the Aged Care Supported Accommodation Service Program which is delivered by 

the Seniors Rights Service. The Board’s contribution toward the program was $554,358. 

 

 Total Clients Total Cases 

July 2018-June 2019 599 731 

 

National Rental Affordability Scheme (NRAS) 

The National Rental Affordability Scheme was jointly supported by the Federal Government and the 

NSW State Government. The Board’s contribution was $2.5 million. 

 

6.2  Mascot Towers Assistance Package 
 

 

In June 2019 the NSW Government announced a temporary accommodation assistance package for 

residents affected by the evacuation of Mascot Towers. The package was formulated to assist 

tenants and owner occupiers pay for alternative accommodation costs for up to three months whilst 

apartments were unsafe to occupy. Funding for the package, up to an amount of $3 million drawn 

from the Rental Bond Board Interest Account, was approved by the Board on 26 June 2019. As at 

the date of this report the assistance package will cease in March 2020. 

 

NSW Fair Trading is administering the program and funds are held in a Fair Trading account. The 

operating costs of the program are incurred by Fair Trading from within its existing operating budget. 

Individual recipients agree to repay the assistance if they later receive compensation, damages, or 

other financial recompense for accommodation costs. Fair Trading has entered into an agreement with 

the owners corporation for reimbursement of any assistance it receives. 
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7.  Statutory reporting requirements 
 

 

 

7.1  Workforce diversity 
 

 

Diversity reporting for the Board is covered in the DFSI Annual Report 2018-19. 

 

7.2  Multicultural policies and services program 
 

 
The DFSI Diversity and Inclusion Strategy 2015-2019 covers the Board and is reported in the DFSI 

Annual Report 2018-19. 

 

7.3  Payment of accounts  
 

 
Payment of accounts is covered in the DFSI Annual Report 2018-19. 

 
7.4  Internal Controls 

 

 

The rental bond custodial service is a high-volume financial operation. The Board has instituted a 

number of systems and procedures to support the integrity of, and accountability for, its business 

activities. A key feature of these systems is the segregation of duties. 

 

Review findings are discussed by the Rental Bonds Systems Review Committee, and may result in 

recommendations to management, additional staff training or procedural change to meet the Board’s 

high-quality performance requirements. 

 

During the year, operational reviews did not identify any significant issues that impacted on the 

Board’s service to our customers, or the integrity of financial operations. 

 

7.5  Investment Performance 
 

 

The Board’s investment portfolio is managed by NSW Government TCorp. Please refer to the 

Financial Report for details relating to performance. 
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7.6  Government Information (Public Access) Act 2009 (GIPA) 
 

 

Applications made under the Government Information (Public Access) Act 2009 involving the 

Board were coordinated centrally within DFSI. Please refer to the DFSI Annual Report for 2018-19 

for details on any access applications concerning the Board received during the year. 

 

7.7  Privacy and Personal Information Protection Act1998 (PPIPA) 
 

 

The Board has adopted DFSI’s privacy management plan during the year. Please refer to the 

DFSI 2018-19 Annual Report for detail on actions taken to comply with the Privacy and Personal 

Information Protection Act 1998 during the year. 

 

There were no reviews conducted by or on behalf of the Board under Part 5 of the PPIPA during the 

reporting period. 

 

7.8  Public Interest Disclosures 
 

 

As staff were employees of DFSI, the Board adopted the Department’s Public Interest 

Disclosures Reporting Policy and Procedure during the reporting period. Please refer to the DFSI 

2018-19 Annual Report for details on actions taken to ensure staff awareness of responsibilities 

under section 6E (1)(b) of the Public Interest Disclosures Act 1994. 

 

No public officials made a Public Interest Disclosure to the Board during the reporting period. The 

Board did not receive or finalise any Public Interest Disclosures during the year. 

 

7.9  Nil or NA to report 
 

 

The Board had nil or NA to report on the following statutory requirements during the year: 

▪ Promotion 

▪ Disclosure of Controlled Entities 

▪ Disclosure of Subsidiaries 

▪ Agreements with Multicultural NSW 

▪ Numbers and remuneration of senior executives 

▪ Implementation of Price Determination 

▪ Liability management performance 

▪ No consultants were contracted during this period 

▪ No events occurred after the end of the reporting period 

▪ No major works  

▪ No research and development  

▪ No land disposal.  
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As staff were all employed by DFSI, please refer to the DFSI 2018-19 Annual Report for information on 

regarding: 

▪ Disability Inclusion Action Plan 

▪ Multicultural policies and services program 

▪ Work Health and Safety (WHS). 
 

7.10  Events after the reporting period 
 

 

There were no events after the reporting period to be disclosed. 
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Appendix 1 - Digital information security policy attestation 
 

Cyber Security Annual Attestation Statement for the 2018-2019 
Financial Year for the Department of Customer Service. 

I, Glenn King, Secretary of the Department of Customer Service (DCS), formerly DFSI, am of the opinion 
that the public sector agencies, or part thereof, (listed below) since the publication of the NSW Government 
Cyber Security Policy (CSP) on 1 February 2019, have: 

i) managed cyber security risks in a manner consistent with the mandatory requirements set out 
in the CSP; 

ii) assessed and managed risks to information and systems; 

iii) ensured governance is in place to manage the cyber-security maturity and initiatives; 

iv) a cyber incident response plan which has been exercised during the reporting period, and; 

v) undertaken independent reviews, audits and ISMS certifications or effectiveness of controls 
or reporting against the mandatory requirements of the CSP which was found to be adequate. 

I, Glenn King, am of the opinion that GovConnect NSW’s service providers, GovDC, Revenue NSW, 
Service NSW and Spatial Services had certified compliance with ISO/IEC 27001 for the reporting period. 

I, Glenn King, am of the opinion that Department of Customer Service, Better Regulation Division, Data 
Analytics Centre, GovConnect NSW, Government Technology Platforms, Long Service Corporation, 
NSW Telco Authority, Property NSW, Service NSW and State Insurance Regulatory Authority had an 
independent audit of cyber security controls. 

I, Glenn King, am of the opinion that Births Deaths and Marriages, Liquor, Gaming and Racing Bodies, 
Information and Privacy Commission, having moved under the Department of Customer Service on 1 July 
2019 are submitting CSP maturity reporting and attestation to their respective former clusters for FY 18-
19. 

I, Glenn King, am of the opinion that Independent Pricing and Regulatory Tribunal and NSW Architects 
Registration Board are submitting CSP maturity reporting and attestation to their respective Ministers 
for FY 18-19. 

The entities included for the purposes of this attestation are: 

• The Department of Customer Service          •    NSW Telco Authority 

• Better Regulation Division                             •    Revenue NSW 

• Data Analytics Centre                                   •    Property NSW 

• GovConnect NSW                                         •    Spatial Services 

• Government Technology Platforms              •    State Insurance Regulatory Authority 

• Long Service Corporation 
 

Enhancements are in progress to appropriately manage the cyber security maturity and initiatives of DCS 
entities to meet the requirements of this policy. 

Yours sincerely 

 

 

 

Glenn King 

Secretary 

 

18 September 2019 
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Appendix 2 - Internal audit and risk management attestation 
statement for 2018-19 
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Appendix 3 - Independent Auditors Report 
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Appendix 4 - Rental Bond Board Financial Statements  
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