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Summary of our performance 
 

The Public Trustee’s frontline services for our clients and the community provide: 
 

 financial management, acting as administrator for financial matters for clients with 
impaired capacity for decision-making pursuant to the Guardianship and Administration 
Act 2000 or as a financial attorney pursuant to the Powers of Attorney Act 1998 

 

 deceased estate administration, pursuant to Wills or on intestacy, delivering services to 
beneficiaries 

 

 a Will making service, preparing Wills free of charge for all Queenslanders. 
 
The Public Trustee conducts a customer satisfaction survey specifically with: 

 

 beneficiaries of deceased estates being administered by the Public Trustee as executor, 
under a grant of administration, or under the Public Trustee’s statutory powers.  
 

 customers (and their support networks) who have the Public Trustee appointed as financial 
administrator.  

 

 customers of its Will-making service. 
 
Performance indicators, Service Delivery Statement 2021-22 

 

Service standards 
2021-22 

Target/Est. 

2021-22 

Actual1 

2022-23 

Target/Est.2 

Effectiveness measures 

Overall customer satisfaction with the deceased 
estate administration service as measured by 
the overall experience score 70% 67% 70% 

Overall customer satisfaction with the financial 
management service as measured by the 
overall experience score 70% 74% 70% 

Overall customer satisfaction with Will 
preparation services 90% 90% 90% 

Efficiency measure 

Cost per Will $200 $200 $200 

 
1  Whilst some of these customer satisfaction results are below service target expectations, we are delivering on a range of 

initiatives aiming to build on community trust, provide greater transparency and ensure the voice of our customers are central to 
all decisions, practices and policies as we continually promote and improve our customer’s experience at the Public Trustee. 
Our customer base is extremely diverse and we are committed to providing a service that is positive, supportive, compassionate 
and ethical. We continue to evolve into a more modern, customer-centric and sustainable organisation that provides valuable 
services to Queenslanders. 

 

2  Estimated target performance measures are proposed based on assumptions of relatively stable trends and a current 
environment that does not significantly change.  It is noted that COVID 19 continues to impact locally and internationally, and that 
the global economic environment and investment market is experiencing reduced stability with social and other impacts including 
international unrest. Similarly, at the time of estimation, the review of fees and charges was not concluded and could not inform 
proposed targets.  

 
The Public Trustee anticipates that its current estimated targets for 2022-23 may be affected by activities emerging from the 
fees and charges review as well as broader trends. 
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