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About the Public Trustee 
 
The Public Trustee has been serving Queenslanders since 1916 and is governed by the Public Trustee 
Act 1978.  

The Public Trustee is a self-funded public entity providing essential support, services, and education to 
Queenslanders in financial administration, life planning, trusts, and deceased estate management. The 
Public Trustee has a key role in Queensland’s guardianship and administration system. 

We actively engage with the community to increase awareness and understanding of life planning, 
promoting choice and action for individuals to protect their financial futures. 

Our vision is to provide security and peace of mind for Queenslanders.  

Our purpose is to enhance and protect the rights, dignity and interests of our customers and 
the community. 

We provide specialist life and estate services: 

 financial administration and financial attorney services for those with impaired capacity for financial 
decision-making: we assist customers with their financial needs, including budgeting and financial 
planning  

 life-planning services: making Wills and Enduring Power of Attorney documents and the safe and 
secure storage of Wills and other life-planning documents  

 estate administration services: we provide executorial services when acting as executor or 
administrator of a deceased estate and we assist private customers to obtain grants of 
representation for deceased estates through the Probate registry of the Queensland Courts 

 trusts administration: we provide trustee services for a range of trusts including testamentary trusts 
and family trusts. We are also the trustee for charitable trusts including the promotion and 
facilitation of strategic financial welfare to identified and targeted philanthropic beneficiaries  

 tax and investment services: we provide advice, investment solutions and the provision of taxation 
services to the Public Trustee and its customers to ensure the prudent management of funds  

 real estate services: we are a fully licensed real estate agency and also facilitate the sale of our 
customers’ vehicles, goods and chattels.  

We promote and support community education on a range of issues to promote awareness and 
informed choice, particularly for our most vulnerable.  

Our functions also include:  

 administering unclaimed moneys for the State of Queensland: we hold unclaimed money for 
Queenslanders who have lost touch with the organisation that owes them the money  

 managing the estates of prisoners under Part 7 of the Public Trustee Act 1978  

 carrying out special functions of a public nature under Part 5 of the Public Trustee Act 1978  

 acting as an approved examiner of the accounts of private financial administrators and report to 
the Queensland Civil and Administrative Tribunal (QCAT) 

 acting as a nominated person for financial matters under an Enduring Power of Attorney. 
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Our locations 

Our services are delivered across Queensland through a network of regional offices and in Brisbane. 
For further information on the location of our offices or outreach locations please visit our website at 
www.pt.qld.gov.au. 
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Strategic Plan 2020–2024  

Our Strategic Plan 2020–2024 continues to drive the Public Trustee towards a more modern, 
professional and customer focused organisation. Our vision is: ‘security and peace of mind for 
Queenslanders', and our purpose is 'to enhance and protect the rights, dignity and interests of our 
customers and the community’. 

We do this by: 

 Supporting our customers’ financial wellbeing. 

 Helping people to plan ahead and ensure their legacy for future generations. 

 Educating the community about aspects of their financial wellbeing and advance life 
planning. 

 Providing empathetic and reliable customer-focused services. 

 Valuing our people and building their capability. 

We value and respect our customers, our people, our community, and our social responsibility. 

Our objectives are: 

 

Customers first Deliver an empathetic, customer-centric experience 

Our people Engaged, empowered workforce, and an employer of choice 

Integrity and financial 
responsibility 

Financially and socially responsible leadership and governance 

Community care and 
engagement 

Engage with our partners and the community to improve quality 
of life for Queenslanders 

 
Our priorities 
 
Our key priority for 2022–23 will be to continue our improvement practices and processes, 
modernise communication and technology capabilities to increase efficiency, enhance service 
delivery through customer platforms and digital services for transparent, accessible interactions, 
build our organisational capability and well-being, and focus on socially and financially responsible 
leadership and governance.  

We will engage collaboratively and empathetically with our stakeholders, partners and wider 
community by sharing knowledge, expertise and education for the benefit of our customers and the 
community. 

Specific goals for 2022-23 are to: 

 continue to enhance the Public Trustee's fees and charges model to ensure it is fair, transparent and 
reasonable 

 support the establishment and effective operation of the Public Trustee Advisory and Monitoring Board 

 implement initiatives to recognise customer support networks and promote positive and collaborative 
engagement with the Public Trustee 
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 deliver community education programs and initiatives, prioritising education, rights, and wellbeing of 
Queenslanders and engagement in advance life planning 

 refine and improve systems to support leading practice customer advocacy and complaints 
management 

 investigate and trial options to manage workloads so that staff are supported to provide customer-
centric services 

 develop and implement improvements to regional service delivery including enhanced connectivity 

 explore strategies to enhance the effectiveness of deceased estate administration services to benefit 
customers 

 continue to review customer and corporate investment strategies to meet changing environments. 

 

Our strategic challenges and opportunities 

In reviewing our Strategic Plan 2020-2024, we considered the major challenges facing Queensland 
now and into the future. We have identified a number of challenges and opportunities in achieving 
our vision and purpose: 

 Understanding our customers and designing services to meet their needs. 

 Harnessing the strengths of our people and growing their capability. 

 Collaborating with our partners and stakeholders including government and the community to 
leverage our joint capabilities. 

 Optimising our innovation and resources to continuously strengthen our governance and 
integrity frameworks and practices. 

 Growing resilience, responsiveness and sustainability in a complex and continuously changing 
social, economic, data-led and increasingly digital environment 

  



The Public Trustee Annual Report 2021–22 
 

 

 
 

Page 8  

Achievements for 2021–22 
 

At a glance in 2021–22: 
 
 10,661 financial management customers1  

 1,905 new deceased estates accepted for administration 

 4,126 trusts administered 

 2,578 claims processed and $3.8 million paid out in unclaimed money  

 15,878 Wills made at no cost to Queenslanders 

 933 Enduring Powers of Attorney made 

 112 Probate and Letters of Administration applications managed for private customers  

 417 customer property sales managed  

 150,224 calls received at our Welcome Desk 

 11,082 online appointments were booked for our life planning services (represents 43% of the total 
bookings). 

The Public Trustee implemented its Customers First Agenda in 2019 to ensure that customers were 
the focus of processes and decisions. Through this Agenda, we have aimed to ensure that our actions 
are aligned to customer support and access, that we would continue to learn and improve as an 
organisation. As an organisation, we will continue to focus on customer needs, wants and requirements. 
We also recognise and appreciate the value our customers’ support networks play in their lives and are 
engaging with them in a more positive and collaborative way, improving our customers’ experiences.  

 
Key achievements for 2021-22 include: 
 
Customers first 

 
 Delivered a fees and charges review report for Government consideration in June 2022, 

providing the most comprehensive review of fees and charges in more than two decades. The 
report is the culmination of work that commenced in 2020 and includes benchmarking against 
comparable service providers and targeted and public consultation. 

 Removed the family home from calculations for eligibility for a Community Service Obligation 
(provided as fee rebates). Implemented in August 2021, this change is expected to save 
customers $1 million over twelve months.  

 Ceased charges to customers for expert financial advice where that advice only recommends 
investing in Public Trustee products. 

 Through our National Redress Scheme Unit, building customer awareness of the scheme and 
supporting customers to navigate the application process to make a claim through the 
Commonwealth Government National Redress Scheme relating to institutional child sexual 
abuse. Sixty-six customers have requested the involvement of the Public Trustee in their 

 
1 Comprised of 9,639 adults with impaired decision-making capacity, acting as financial attorney for 242 customers 
and managing the estate of 780 prisoners. 
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enquiries, with almost $1 million in compensation secured through the scheme and civil 
settlements for seven completed matters. 

 Continued to implement the industry-leading Structured Decision-Making Framework, with all 
new frontline staff provided half-day workshops to build their understanding of the framework. 
The Framework was designed to support Trust officers in decision-making in accordance with 
the Public Trustee’s obligations under the Guardianship and Administration Act 2000, and 
considering the views, wishes, preferences and human rights of customers. Evaluation in 
November 2021 by La Trobe University’s Living with Disability Research Centre found the Public 
Trustee had successfully implemented a new, more rights-based and customer-centric way of 
working. 

 Continued success delivering the Financial Independence Pathway program, illustrating the 
Public Trustee’s ongoing commitment to helping financial management customers achieve 
financial independence. Seventy-one customers are currently participating in the program and 
eight customers achieved full independence in 2021-2022. The program educates, supports and 
empowers our financial management customers to manage their money, and ultimately achieve 
independence from administration, where possible. Customer fact sheets are accessible on our 
website, including an Easy English version, along with the program’s practice guidelines. 

 Reviewed policy and procedures around small value deceased estates to identify options to 
improve estate administration timeframes that are impacted by the requirements of the 
Succession Act 1981 (Qld) and distribute these estates within six months of the date of death, 
with a family provision waiver. Changes are underway with a view to implementation in 2022-
2023. 

 Delivered significant customer advances in real estate services: 

o transition to a new platform, enabling service efficiencies and automation of 
processes. 

o a new website that provides improved user experience for our customers and 
potential buyers, with greater search functionality and an automated and seamless 
interface for the uploading of properties to relevant online internet portals. 

 Officially opened the new Mount Isa location in August 2021 marking the second Public 
Trustee service, along with Gladstone, to be co-located in Services Australia offices. 

 Relocated 314 staff, equipment and files from offices at 444 Queen Street, Brisbane, where the 
Public Trustee had been located for 45 years, to a new leased space at 410 Ann Street, 
Brisbane. With modest renovations, the new office space has provided a modern, open plan 
collaborative workspace and a safe and contemporary service centre with easy access for 
customers. The relocation delivered: 

o improved customer service delivery, with more modern and comfortable facilities 
and improved accessibility features such as hearing and audio-loops and increased 
accessibility for persons with hearing and physical impairments. 

o reduced physical and environmental footprint for the office, with a 5.5 NABERS 
Energy rating and improved recycling facilities, and further efficiency achievements 
in longer term asset management planning and management. 
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Our people 

 Investment in a directed program of Customer Service Essentials Training for the Public 
Trustee’s services areas, to be rolled out progressively for new and existing staff in 2022-2023.  

 In partnership with the Human Rights Commission, rolled out to all staff a new self-paced 
training program on Diversity Awareness including modules on Aboriginal Peoples and Torres 
Strait Islander Peoples, LGBTIQ+ Communities, Culturally and Linguistically Diverse 
Communities, Disability. 

 Enhanced and developed the Public Trustee’s support for employees affected by domestic and 
family violence (DFV) and a work environment where DFV-related matters are handled with 
sensitivity: 

o Commitment to and active progression towards White Ribbon Accreditation 

o Staff training to assist with support for colleagues and members of our community 
affected by domestic and family violence 

o Revision of the relevant policies and implementation of a safe work plan  

o Increased internal awareness, with key communications supporting and raising 
awareness of Domestic and Family Violence Prevention Month, engagement 
through leadership groups, and active conversations with managers and directors. 

 Promoted Flexible by Design principles for flexible work structures, with materials and 
information sessions complementing the guidance provided by the Public Service Commission 
to assist managers and employees embed flexible work mindsets, opportunities and 
accountabilities. 

 Continued to support our commitment to leadership, through workshops delivered by external 
facilitators on a range of topics including leadership behaviours, accountability, having positive 
performance conversations, responding to sexual harassment in the workplace, and supporting 
employees affected by domestic and family violence.  

While we have more work to do, our improved results from the 2021 Working for Queensland 
employee opinion survey are a positive sign and indicate that our commitment to supporting and 
developing our workforce is creating positive change. 

Integrity and financial responsibility 

 Maintaining an Independent Services function, which provides nation-leading accountability with 
combined assurance and oversight including: 

o Continuing the work of the office of the Customer Advocate 

o Reviewing customer experience systems and processes, as a direct action to work 
through any systemic issues 

o Delivering awareness sessions based on Ethics and Integrity trends and hot topics 
emerging in the Public Trustee, promoting personal compliance matters including 
secondary employment declarations. 

 Policy revision requiring our employed lawyers to hold a current practising certificate, enhancing 
their existing professional and ethical standards with accountability to the Legal Services 
Commission. 
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 Further revision and strategy for improvement applied to the Public Trustee’s independently 
reviewed Customer Investment Strategy, introduced in 2021, basing the investment of 
customer funds around the customer’s needs, views and wishes.  

 Continued focus on the provision of transparent and accessible financial information, including 
publishing readily available material on the Public Trustee’s website 

o informing the community about how the Public Trustee invests customer 
administered funds (available at https://www.pt.qld.gov.au/other-
services/investments/how-does-the-public-trustee-of-queensland-invest-customer-
administered-funds/);  

o updated fee-related information. 

 Continued focus on enhancing customer and stakeholder complaints management, delivering 
tailored internal complaints management education seminars and initiatives to monitor the 
timeliness of complaint responses and assist in reporting and analysing complaints data, with 
discernible improvement on overall response timeliness since 2020. 

 Provision of induction and refresher training about the Code of Conduct for new and existing 
staff respectively. 

Community care and engagement 

 Continued successful implementation of the investment strategy (established in 2021) for 
charitable trusts under the Public Trustee’s trusteeship, through the Australian Foundation for 
Charitable Trusts, leading in July 2021 to the largest distribution made to the trusts to date, and 
enabling the largest flow on of funds to support vulnerable Queenslanders, education purposes 
and build communities.  

 As trustee for five charitable trusts, administered more than $160 million in funds for these 
valuable purposes.  

 Continued to enhance community awareness with the delivery of key activities promoting 
informed choices about advance life planning, and the awareness and prevention of financial 
abuse of elderly Queenslanders, including: 

o Valuing the privilege and opportunity to attend at Dunwich, North Stradbroke Island 
at the invitation of the Minjerribah Moorgumpin (Elders-in-Council) Aboriginal 
Corporation (MMEIC) to provide information and education on advance life planning 
and will making services - noting the historically low rates of our First Nations 
people with a valid Will and Enduring Power of Attorney 

o Launching the Pearls of Wisdom video, based on commissioned research which 
revealed older people were significantly more comfortable discussing advance life 
planning and death compared to younger generations, harnessing the power of life 
experience and wisdom to normalise advance life planning conversations, at any 
stage of life 

o Hosting regional stakeholder forums in Toowoomba, Caloundra and Cairns, bringing 
together key sector service providers, academics and frontline professionals in the 
care of older Queenslanders to discuss elder financial abuse awareness and 
prevention. 
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 Continued to support and participate in sector policy discussions, including at a leadership 
level of the Australian Guardianship and Administration Council, collaborating on legislative 
issues and advice and facilitating national discussion. 
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