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About this report 
This annual report provides information 
about the Department of Employment, 
Small Business and Training (DESBT) 
financial and non-financial performance 
for 2020–21. The annual report is 
important in fulfilling the department’s 
commitment to accountability and 
transparency. It has been prepared in 
accordance with the Financial 
Accountability Act 2009. 

This report details our achievements, 
performance and financial position for 
the 2020–21 financial year. It aligns 
with the departments Strategic Plan 
2020–24 as well as the DESBT  
2020–21 Service Delivery Statements. 
It also provides information on our 
future direction, people management 
and governance. 

View our report online 
This report and the information on 
DESBT government bodies is available 
online: desbt.qld.gov.au/about-
us/reports 

Open data 
Agencies are required to publish 
certain information on the Queensland 
Government Open Data website as 
part of annual reporting requirements. 
For 2020–21, DESBT had no 
expenditure to report for consultancies 
and overseas travel as no overseas 
travel was undertaken by any officers 
of the department. 

Open data on DESBT’s implementation 
of the Queensland Language Services 
Policy during 2020–21 is available on 
the website data.qld.gov.au 

Interpreter services 
DESBT is committed to 
providing accessible services to 
Queenslanders from all culturally and 
linguistically diverse backgrounds. For 
assistance with this annual report, you 
can contact us on 131 450 and we will 
arrange an interpreter. For more 
information visit the website 
qld.gov.au/help/languages 

Providing feedback 
We continually strive to meet best 
practice reporting standards and value 
the views of our readers. We invite you 
to provide feedback on this report by 
completing a survey on the Get 
Involved website 
getinvolved.qld.gov.au 

For enquiries about this annual report, 
contact Strategy and Governance, 
Corporate Services, DESBT by 
phoning +61 7 3025 6042 or email 
corporate.stratgov@desbt.qld.gov.au 
or post to PO Box 15033, City East Qld 
4002. 

ISSN 2209–7902 © The State of 
Queensland (Department of 
Employment, Small Business and 
Training) 2021. Published by the 
Department of Employment, Small 
Business and Training, September 
2021, 1 William Street, Brisbane Qld 
4000. 

Licence 
This annual report is licensed by the 
State of Queensland (Department of 
Employment, Small Business and 
Training) under a Creative Commons 
Attribution (CC BY) 4.0 International 
licence. 

 

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 State of Queensland 
(Department of Employment, Small 
Business and Training). To view a copy 
of this licence, visit 
creativecommons.org/licenses/by/4.0/ 

Attribution 
Content from this annual report should 
be attributed as: 

The State of Queensland (Department 
of Employment, Small Business and 
Training) Annual Report 2020–21.
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Letter of compliance 

17 September 2021 

 

The Honourable Dianne Farmer MP 
Minister for Employment and Small Business and 
Minister for Training and Skills Development 
PO Box 15483 
City East Qld 4002 
 

Dear Minister Farmer 

I am pleased to submit for presentation to the Parliament the Annual Report  
2020–21 and financial statements for the Department of Employment, Small 
Business and Training. 

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 

 the detailed requirements set out in the Annual report requirements for 
Queensland Government agencies and as outlined in the compliance 
checklist (refer Appendix 1). 

Yours sincerely 

 
Warwick Agnew 
Director-General 
Department of Employment, Small Business and Training 
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Message from the Director-General 
 

Welcome to our annual 
report 
I am pleased to present the 2020–21 
Annual Report for the Department of 
Employment, Small Business and 
Training. This report highlights the 
achievements our department has 
made in contributing to Queensland’s 
economic recovery from COVID-19 and 
provides an account of our financial 
and business performance as well as 
planned priorities for the coming year. 

The 2020–21 year was like no other, 
with COVID-19 the primary challenge 
impacting everyone as we learned to 
adapt and look for opportunities in our 
changing environment. 

Following the state election in October 
2020, the department’s portfolio and 
structure remained the same with 
minimal change. In November 2020, 
Minister Farmer was appointed as the 
portfolio Minister and I was appointed 
Director-General. I thank my 
predecessor Mary-Anne Curtis for 
guiding the department since its 
formation in late 2017. 

Our focus – assisting with 
recovery 
We were focused on working together 
and collaborating with other agencies in 
responding to COVID-19, as well as 
assisting local communities in various 
ways following disruptions from natural 
disasters. We looked at areas of 
greatest need and put in place a range 
of support mechanisms to assist 
impacted small businesses, as well as 
funding online training to assist 
Queenslanders to upskill. 

Making a difference 
I am proud of the difference our 
department has made to many 
Queenslanders’ lives by helping people 
kick-start careers through training or 
starting and growing their own small 
businesses. I recognise our employees’ 
hard work in delivering positive benefits 
for stakeholders in the community. This 
has been evident from the positive 
feedback received from stakeholders 
and from meeting our strategic 
objectives. 

Supporting Queensland jobs 
The successful Back to Work program 
was extended by providing businesses 
in regional Queensland and parts of 
south-east Queensland with $70 million 
to hire eligible jobseekers as part of the 
government’s commitment to boosting 
the economy and getting 
Queenslanders back to work in more 
jobs and more industries. Through this 
program, we saw more Queenslanders 
assisted in getting back to work 
compared to 2019–20. 

Backing small businesses 
To assist small businesses, we 
continued rolling out the Small 
Business COVID-19 Adaption Grants 
as part of Unite and Recover: 
Queensland’s COVID-19 Economic 
Recovery Plan. These grants helped 
about 20,000 Queensland businesses 
to change their business processes or 
move online to better adapt and 
become resilient when facing future 
disruptions. 

In December 2020, the Big Plans for 
Small Business commitment of  
$140 million was announced and the 
strategy was shaped through extensive 
direct engagement with small 
businesses across the State. 
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We looked at areas of greatest need and put in place 
a range of support mechanisms to assist impacted 
small businesses, as well as funding online training 
to assist Queenslanders to upskill. 

 
Investing in skills 
We continued to invest in skills and 
training as a key focus of Queensland’s 
COVID-19 Economic Recovery Plan, 
so Queenslanders have the skills for 
more jobs in more industries. We 
demonstrated leadership in 
strengthening the quality of our funded 
training providers through the Skills 
Assure initiative implemented from 1 
July 2020. 

Our department achieved a major 
milestone by completing the Advancing 
Our Training Infrastructure initiative and 
expended $85 million across six TAFE 
training sites as part of the long-term 
plan to revitalise Queensland’s training 
portfolio and help support 
Queensland’s current and future 
workforce. 

Skilling Queensland’s youth was also a 
departmental priority and we funded 
free apprenticeships, Free TAFE for 
under 25s and the Gateway to Industry 
Schools Program to help students lay 
pathways to employment and future 
careers. 

The Skilling Queenslanders for Work 
program also reached a major 
milestone and was made permanent, 
with an ongoing annual commitment of 
$80 million to assist 15,000 
disadvantaged Queenslanders each 
year. 

Boosting productivity and 
competitiveness 
The department continues to play a key 
role in building the productive capacity 
of the Queensland economy and 
improving business competitiveness. 
These key foundations for economic 
growth and features of the economic 
strategy were outlined in the 2021–22 
State Budget in June 2021. 

Looking forward 
I am excited about the opportunity to 
continue building on the great work that 
the department has achieved and 
engaging with our stakeholders and 
portfolio partners to deliver the 
commitments made by this 
government.  

As the Government Champion for the 
Lockhart River Community, I look 
forward to continuing our partnership 
through listening and supporting the 
needs of the community.  

In the coming year, we will continue to 
respond to the economic challenges 
presented by COVID-19, and deliver 
responsive services, programs and 
initiatives that will benefit Queensland. 

 

 

Warwick Agnew 
Director-General 
Department of Employment, Small 
Business and Training 
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Our department 
Our vision 
All Queenslanders have the skills and 
opportunities to manage and adapt, 
now and into the future. 

Our purpose 
To empower and enable 
Queenslanders to take full advantage 
of employment, skilling and business 
opportunities, so people are ready to: 
invest in themselves and their future; 
and participate, employ others and 
adapt to change, including to support 
economic recovery from the impacts of 
COVID-19. 

Our values 
Our values are the Queensland Public 
Service values, which guided our 
behaviours and the way we connected 
and delivered better outcomes for 
Queensland. 

 Customers first 

 Ideas into action 

 Unleash potential 

 Be courageous 

 Empower people 

 

 
 
Our operating 
environment 
The major environmental factors 
impacting the department during  
2020–21 involved: 

 evolving financial and economic 
conditions in response to COVID-19 
and other natural disasters 

 adjusting to new ways of working 
and delivering services in 
responding to COVID-19 

 changing growth and investment 
rates 

 competing and changing economic, 
labour market, business and skills 
needs. 

The department proactively monitors 
and manages the following strategic 
risks, which may reduce our ability to: 

 deliver on our purpose defined by 
the government 

 support future directions and 
manage resources to achieve our 
vision and purpose 

 develop and maintain relationships 
with key stakeholders and 
partnerships 

 maintain reliable governance and 
strong controls to prevent fraud and 
corruption. 

 ensure a safe working environment 
for departmental employees or to 
those on DESBT owned premises 
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The department also pursues 
opportunities for advancing our 
strategic objectives by: 

 focussing on Queenslanders’ needs 
in responding to COVID-19 

 leveraging our regional networks to 
tailor our services to meet customer 
needs 

 strengthening and valuing our 
relationships with the community, 
industry and government agencies 
to drive policy and program success 

 investing in our people to drive a 
performance excellence culture 
delivering high quality outcomes 

 leveraging new technology to make 
better decisions for Queenslanders. 

Our legislation 
For information about the legislation 
and responsibilities administered by the 
department, please visit either: 

 our website at 
desbt.qld.gov.au/about-us/our-
department/legislation 

 the Queensland Government 
Administrative Arrangements Order 
webpage at 
qld.gov.au/about/how-
government-works/government-
responsibilities 

Delivering government 
commitments 
During 2020–21, the department 
worked collaboratively with government 
and stakeholders in delivering the 
following government commitments: 

1. consulted with the Chamber of 
Commerce and Industry 
Queensland about the practicality 
of further reducing the government 
invoice payment terms from 20 
days for small business 

2. invested up to $15 million at the 
Cairns TAFE campus, refurbishing 
facilities to better utilise the 
campus 

3. invested up to $15 million at the 
Mount Gravatt TAFE campus, 
refurbishing existing facilities and 
giving students the ability to study 
locally 

4. invested up to $15 million at the 
Gold Coast TAFE Campuses 
establishing a TAFE legacy  
post-Commonwealth Games for 
trades training at Ashmore and 
revitalised nursing and allied health 
facilities at Southport. 
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Our Strategic Plan 2020–24 
Contributing to 
government 
objectives for the 
community 
The Queensland Government’s 
objectives for the community were built 
around Unite and Recover – 
Queensland’s COVID-19 Economic 
Recovery Plan. 

The department contributed to the 
following government objectives: 
 Supporting jobs 
 Backing small business 
 Making it for Queensland  
 Building Queensland 
 Growing our regions 
 Investing in skills 

 Backing our frontline services. 

Our programs and services played a 
key role in contributing to Queensland’s 
COVID-19 Economic Recovery Plan by 
supporting small businesses through 
recovery and providing people with 
online access to free training and new 
skills. Further information is included in 
the Our service performance section of 
this report. 

Our Strategic Plan 
2020–24 
Our Strategic Plan 2020–24 sets out 
our vision to ensure all Queenslanders 
have the skills and opportunities to 
manage and adapt, now and into the 
future. 

To view a full copy of the Strategic Plan 
2020–24 go to our website: 
desbt.qld.gov.au/about-us/reports 

Our Strategic Plan 2020–24 included 
the following strategic objectives 
aligned to the government objectives 
for the community that focused our 
business direction: 
1. connect Queenslanders and small 

businesses to skills, training and 
employment opportunities so they 
are better equipped to participate in 
the state’s workforce 

2. deliver effective policies for 
recovery, employment, small 
business and training 

3. be a responsive, diverse and  
team-orientated organisation. 

Our agency objectives 
and performance 
We assessed our progress and 
performance in achieving the 
department’s objectives by comparing 
results against our Strategic Plan 
2020–24 indicators, as shown below. 

Status legend: 
 Further information is available in the 
Service Delivery Statements 
performance tables in the next section. 

Actioned 

Objective 1 
Connect Queenslanders and small 
businesses to skills, training and 
employment opportunities so they 
are better equipped to participate in 
the state’s workforce. 

Indicator: Increased proportion of 
Queenslanders with higher 
qualifications. 

What this means: More 
qualified Queenslanders. 

Performance:  Proportion of 
Queenslanders with higher 
qualifications—63.8 per cent against a 
target of 62 per cent.   
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Indicator: Delivery of the capital 
infrastructure program. 

What this means: More 
training facilities available for 
Queenslanders to build careers. 

Performance: In 2020–21, the 
department continued to deliver the 
capital infrastructure plan and 
completed the Advancing our Training 
Infrastructure program, including the 
following key projects: 

 committed $28.7 million on the Gold 
Coast: expanded the nursing and 
allied health training at Southport 
TAFE and expanded the trades 
training at Ashmore TAFE 

 committed $15 million at Mount 
Gravatt TAFE including: a new 
Fashion Centre of Excellence; 
campus experience projects; 
horticulture and makerspace 
upgrades; revitalised filmmaking 
and improved concourse 
amphitheatre spaces 

 committed $10 million at Alexandra 
Hills TAFE including: a new nursing 
and allied health facility and 
improved plumbing, engineering 
and construction trades 

 committed $15 million at Cairns 
TAFE including: 
­ a new hair, beauty and 

hospitality precinct 

­ upgraded specialist teaching 
areas across trades training 
facilities, a student café and 
social learning spaces, human 
welfare and adult education, 
visual and performing arts, a 
makerspace and personal 
services 

­ campus navigation 
improvements 

­ a new customer service point at 
S Block, new solar panels, and 
an upgraded Banggu Minjaany 
art gallery 

 redevelopment of Pimlico TAFE 
campus 

 upgrades to the Toowoomba 
campus for nursing and allied 
health care services, and a new 
Rural Centre of Excellence for 
agricultural and horticultural 
training. 

The department continued to progress 
key training infrastructure projects 
under the Queensland’s COVID-19 
Economic Recovery Plan, including 
committing: 

 $23 million for the Renewable 
Energy Training Facility, comprising 
$17 million committed by 
government and a $6 million 
contribution from industry. This 
facility at Pinkenba will deliver 
world’s best practice training in 
renewable energy, and will be 
easily accessible to up to 26,000 
licensed electricians in Queensland 

 $20 million in the stage 2 
development of the Plumbing 
Industry Climate Action Centre of 
the Queensland Apprenticeships 
Centre in Beenleigh. The expanded 
apprenticeship training facility will 
enable the Plumbing Industry 
Climate Action Centre to deliver a 
range of skills and training for 
construction-related trades and 
include specialisation in renewable 
hydrogen energy training delivery 

 funding for upgrades to training 
facilities at regional campuses 
across Queensland, including at 
Bowen, Bohle, Burdekin and 
Cannonvale. 

The department also prepared the 
rollout of the Equipping TAFE for our 
Future initiative, which will commit  
$100 million over three years from 
2021–22 to support skills development 
in priority industries such as advanced 
manufacturing, trades training, 
defence, renewable energy, resources, 
agriculture and aquaculture.  
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Indicator: Customer satisfaction with 
policies and programs. 

What this means: More 
employers satisfied with the 
Back to Work programs. 

Performance: Of employers who 
accessed the regional and south-east 
Queensland Back to Work employment 
programs, when surveyed—3789 were 
satisfied or very satisfied, which was 
93.7 per cent of total responses. 

Indicator: Improved employment 
opportunities for Queenslanders 
through participation in programs. 

What this means: More 
Queenslanders assisted in 
getting back to work. 

Performance: For 2020–21, 2852 
employees were assisted through the 
Back to Work program, which is an 
increase of approximately 12.6 per cent 
compared to 2019–20. 

Indicator: Provision of data analytics to 
support DESBT’s business intelligence 
and decision-making and inform best 
practice. 

What this means: Business 
decision-making strengthened 
through use of evidence-based data. 

Performance: During 2020–21, the 
department continued to rely on data 
analytics to provide insights supporting 
decision-making, including: 

  percentage of new or existing 
businesses reporting increased 
capability (including digital) as a 
direct result of participation in small 
business grant programs—99.6 per 
cent against a target of 98 per cent

 research, data and policy 
recommendations from Jobs 
Queensland contributing to 
evidence-based decision-making, 
including the Big Plans for Small 
Business strategy 

 data and analytics activities 
providing the evidence for informed 
decision-making in our training 
compliance program redevelopment, 
supporting the targeting of training 
activities, and in the development of 
new programs for our First Nations 
people and small businesses 

 increasing the availability of data 
throughout the department through 
expanding access to tailored 
information (regional profiles, labour 
force and training data), and with 
external stakeholders, to improve 
reporting. 

Objective 2 
Deliver effective policies for 
recovery, employment, small 
business and training. 

Indicator: Internal and external 
stakeholders are satisfied with our 
engagement and collaboration and with 
the strategic advice and support 
provided, including responding to 
COVID-19. 

What this means: 
Stakeholders satisfied with 
our engagement, collaboration, 
strategic advice and support. 

Performance: Received positive 
stakeholder feedback on a range of 
recovery support services including: 

 the Small Business Recovery 
Centre in Townsville. The centre is 
a one-stop shop for small business 
operators following the 2019 North 
and Far North Queensland 
Monsoon Trough event. The centre 
has continued to provide ongoing 
assistance, including 
implementation of projects under 
the $10 million Business and 
Industry Support Package and 
promotion of service and grants 
through roadshow events and 
engagement across 14 local 
government areas 
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 Small Business Roadshows in 17 
locations throughout Queensland 

 ensuring vocational training and 
other training information is 
available for public transparency 

 regular publication of SAS Alerts 
and SQW Alerts, providing timely 
and critical updates to the Skills 
Assure Provider Network and 
Skilling Queenslanders for Work 
(SQW) Community Based 
Organisation Network 

 departmental employees being 
trained as contact tracers with 
Queensland Health, and in 
Queensland Border Pass work with 
the Queensland Police Service. 
Employees who were deployed 
through the Queensland 
Government Community Recovery 
Ready Reserve program 
participated in COVID-19 recovery 
programs, vaccination hubs and 
other vital Unite & Recover 
programs 

 the department providing proactive 
communication through a range of 
channels, including direct emails, 
social media, a dedicated small 
business hotline and local contact 
from regional offices, to advise 
small businesses of changes, 
including updates on business 
operating restrictions, new services 
and existing initiatives such as 
grants and other support programs. 

Indicator: Policies and the regulatory 
environment are fit for purpose. 

What this means: Easier doing 
business through simplifying 
compliance and online services. 

Performance: Initiatives the 
department delivered to improve the 
small business regulatory environment 
and make it easier to do business 
included: 

 providing customer-focused and 
easy-to-use online services and 
information about government small 
business programs through the 
Business Queensland website 

 analysing small business data to 
strengthen policy and decision-
making across Queensland 
Government 

 the Digital Transformation Program, 
which delivered the following two 
projects as part of the 
Commonwealth Small Business 
Regulatory Reform agreement: 
­ Vocational Education and 

Training Support Program. This 
allows businesses that employ 
trainees and apprentices in 
Queensland to better 
understand and manage their 
employer regulatory obligations 
through a new integrated and 
engaging web presence that 
consolidates and aggregates 
regulatory information and 
provides Short Message 
Service (SMS) alerts 

­ Queensland Business 
Launchpad in Logan and 
Townsville City Council areas. 
The Launchpad is a digital tool 
that makes it easier to start and 
run businesses in these 
locations by providing easy 
access to information on 
licences, permits and regulatory 
requirements across all levels of 
government 

 the Better Regulation Taskforce, a 
sub-committee of the Queensland 
Small Business Advisory Council, 
which undertook: 
­ an artisanal producers’ 

regulation review to better 
understand the impact of the 
regulatory system on artisan 
food and non-alcoholic 
beverage producers 
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­ a small business transfer duty 
regulatory review, with a focus 
on transfer duty relief for 
restructures undertaken by 
small businesses 

­ recommending the introduction 
of the Small Business Friendly 
Councils initiative, which 
commenced in August 2020 and 
is being implemented by the 
Queensland Small Business 
Commissioner. This will assist 
local councils to reduce the 
regulatory compliance burden 
on small businesses 

­ highlighting challenges for small 
business resulting in the 
revision of noise guidelines for 
licensed premises by the Office 
of Liquor and Gaming 
Regulation. 

 continuing to implement the Small 
Business Procurement 
Commitment Action Plan, which 
included: 
­ a commitment to shorten 

payment times for small 
business to 20 days as of  
1 July 2020 

­ 25 per cent small medium 
enterprise procurement target, 
which commenced 1 July 2020, 
increasing to 30 per cent by  
30 June 2022. 

Objective 3 
Be a responsive, diverse and  
team-orientated organisation. 

Indicator: Improved collaborative and 
innovative ways of working which align 
to the department’s objectives. 

What this means: Together 
delivering results through a 
range of collaborative mechanisms, 
platforms and tools. 

Performance: Using technology 
platforms to connect across the state 
with all stakeholders, regional 
employees and employees working 
remotely. 

 Departmental regional employees: 
­ engaged with and provided 

support, resources and 
information to industry, 
employers, small business and 
other stakeholders. This 
engagement was provided 
through a range of mechanisms 
including physical visits, where 
possible, and departmental 
Reference Groups, which were 
attended by a broad range of 
stakeholders and conducted 
virtually, in some instances, due 
to COVID-19 restrictions 

­ proactively communicated and 
engaged with small businesses 
to promote the take up of the 
COVID-19 Check-In App. 

 Feedback from the Small Business 
Roadshows and consultation with a 
wide range of internal and external 
stakeholders informed the 
development of the Small Business 
Engagement Framework. This will 
boost collaboration and improve the 
way the department connects small 
businesses to support and services; 
captures small business 
feedback/needs; and promotes 
small business to consumers. 
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 Working for Queensland 2020 
survey results for the department 
yielded positive responses to the 
questions: 
­ “People in my workgroup share 

diverse ideas to develop 
innovative solutions” — 72 per 
cent were positive, which is a  
3 per cent improvement on 
2019 results. 

­ “I have the tools I need to do my 
job effectively” — 73 per cent 
were positive, which is a 6 per 
cent positive increase on 2019 
results. 

Indicator: Improved key employee 
satisfaction indicators, which indicate 
employees want to join, develop and 
stay. 

What this means: More of our 
employees satisfied with 
flexible work arrangements. 

Performance: We supported 
employees through COVID-19 with 
flexible work arrangements including 
working from home, and staggered 
hours in place across the department, 
with regular communication updates 
provided. Job sharing was also 
available. 

A majority of employee respondents to 
the Working for Queensland 2020 
survey agreed or strongly agreed with 
the survey questions: 

 “People in my workgroup work 
together so flexible working meets 
individual and business needs” — 
81 per cent were positive, which is 
an increase of 4 per cent on the 
2019 survey result and 12 per cent 
higher than the 2020 overall 
Queensland Public Sector survey 
result. 

 “My manager proactively discusses 
flexible work arrangements with my 
workgroup” – 70 per cent were 
positive, which is a 12 per cent 
increase on the 2019 survey result 
and 12 per cent higher than the 
2020 overall Queensland Public 
Sector survey result.  

Indicator: Increased focus on building 
our capability to meet current and 
future business needs and responding 
to COVID-19. 

What this means: Maturing 
our ICT capability to meet 
business needs. 

Performance: Maturing our ICT 
governance through design authority 
and a change board. 

 The department is committed to: 
­ constantly maturing ICT 

governance focusing on cost, 
quality and ensuring 
accountability, and that 
programs meet delivery 
expectations of our 
stakeholders 

­ providing collaboration options 
for our customers, including 
fast-tracking access to Microsoft 
Teams to all employees prior to 
COVID-19 lockdowns. This 
ensured service delivery to 
clients and stakeholders was 
not interrupted. 

Indicator: Invest in diversity and 
gender equity within the department. 

What this means: More of our 
employees positive about 
diversity and gender equity. 

Performance: A majority of employee 
respondents to the Working for 
Queensland 2020 survey agreed or 
strongly agreed with the survey 
questions:

 “Gender is not a barrier to success 
in my organisation” — 75 per cent 
were positive, which is an increase 
of 3 per cent on the 2019 survey 
result and 5 per cent higher than 
the 2020 overall Queensland Public 
Sector survey. 

 “My workplace has an inclusive 
culture where diversity is valued 
and respected” — 73 per cent were 
positive, which is a 4 per cent 
increase on 2019 result and equal 
to the 2020 overall Queensland 
Public Sector survey result.
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Our service performance 
Our 2020–21 service area structure 
comprised the following three service 
areas: 

 Employment 
 Small Business 

 Training and Skills. 

Performance highlights for each service 
area are addressed in the following 
sections and include performance 
against the Strategic Plan 2020–24 
strategies. 

Employment 
Our objective 
To increase employment opportunities 
for Queenslanders, in particular, 
disadvantaged cohorts. 

Our 2020–21 
achievement highlights 
During 2020–21, the department 
continued to deliver the targeted 
employment program, Back to Work, 
assisting employers and disadvantaged 
jobseekers. 

 

 

In June 2021, the 
Queensland 
Government 
committed  
$140 million over 
the next four years 
to the successful 
Back to Work 
program. 

 

Back to Work Program – Unite 
and recover for Queensland 
jobs 
In July 2020, the flagship employment 
program, Back to Work was extended, 
as part of the government’s 
commitment to boosting the economy 
and getting Queenslanders back to 
work in more jobs and more industries. 
This extension provided businesses in 
regional Queensland and parts of 
south-east Queensland with $70 million 
to hire eligible jobseekers. 

In June 2021, the Queensland 
Government committed $140 million 
over the next four years to the 
successful Back to Work program. As 
at 30 June 2021, Back to Work had 
connected more than 25,500 
Queenslanders with jobs since it 
commenced in July 2016. 

The program offers employers, often 
from the small business sector, support 
payments of up to $20,000 when they 
employ Queenslanders who have 
experienced a period of unemployment. 
As at 30 June 2021, more than 80 per 
cent of employers who benefited from 
the Back to Work program were small 
businesses. 

The program included the introduction 
of a new Apprentice and Trainee Boost 
payment of up to $20,000. These 
support payments were available for 
eligible employers who hired eligible 
unemployed Queenslanders. 

The department undertook planning to 
include more wraparound support 
elements for jobseekers, employers 
and their employees as part of the 
revitalised Back to Work program for 
commencement in 2021–22. 
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Back to Work program snapshot 
As at 30 June 2021: 
 

From 2016 to 30 June 2021, under 
the Back to Work program: 

25,546 

employees assisted— 

an increase of 2852 
(or approximately 12.6%)  

on 2019–20 12,025 
employers supported— 

an increase of 1281 
(or approximately 11.9%)  

on 2019–20 

7001 
apprentices and trainees supported— 

an increase of 1129 
(or approximately 19.2%)  

on 2019–20 

more than 

25,000 

employees  

assisted 

more than 

12,000 
employers  

assisted 
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Supporting transition of 
Minjerribah workers 
The department continued to support 
Minjerribah workers to upskill, reskill 
and transition to new employment 
opportunities, including supporting 
workers impacted by the cessation of 
sand mining on Minjerribah through the 
North Stradbroke Island Workers 
Assistance Scheme. 

In December 2020, the end date of the 
scheme was extended to 
30 June 2022. This will provide more 
equitable access for workers impacted 
after 1 January 2020 and enable 
workers still employed with Sibelco 
more time to prepare and plan for 
support that is available under the 
scheme. 

Regional Jobs Committees 
driving local workforce 
development 
The Regional Jobs Committees are 
part of our plan to work with all 
stakeholders to create more jobs, 
improve training pathways and drive 
economic activity across the state. The 
committees form one of the key actions 
of the Skills for Queensland – Great 
training for quality jobs strategy and the 
Big Plans for Small Business strategy. 

These committees provide an 
opportunity for local stakeholders to 
work together to align regional skills 
and workforce development with local 
industry and employer needs. The 
committees bring together local 
business, government, community 
leaders, training providers, industry 
representatives, high schools and 
unions to ensure training and 
employment solutions are more 
accurately aligned with local skills 
needs and economic activity to support 
regional jobs growth. 

During 2020–21, there were six 
committees operating across the state 
in Townsville, Mackay, Fraser Coast, 
Springfield, Toowoomba and Redlands. 

These committees help to drive job 
growth in their regions and plan for the 
future by: 

 developing strategies that address 
local workforce and skills issues 

 identifying new skills and 
maximising local employment 
opportunities 

 providing regional industry advice to 
identify trends and opportunities in 
the local area 

 ensuring the local workforce has 
the skills needed to fill future jobs. 

During 2020–21, the department 
reviewed Regional Jobs Committees 
applications and forward Action Plans 
for 2021–22 delivery and issued 
service agreements for the next two 
years with the option to extend for a 
further 12 months. Planning also 
commenced for three new Regional 
Jobs Committees. 

Supporting Queensland 
Business and Skilled Migration 
program 
In partnership with Business and 
Skilled Migration Queensland, the 
department supports delivery of 
Queensland’s skilled and business 
migration programs, including the 
setting of the skilled occupation lists 
that support state visa nominations and 
participating in national forums such as 
the Australian Government’s Inquiry 
into Skilled Migration. In 2020–21, due 
to international border restrictions, state 
visa nominations focused on securing 
skilled visa holders who were already 
onshore to help meet Queensland’s 
critical skills needs in sectors impacted 
by COVID-19. 
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Employment service area – our 2020–21 performance 
The following are service standard measures in the department’s 2020–21 Service 
Delivery Statements, which are used to assess overall performance of the 
Employment service area. 

Employment 
2020–21 
Target/ 
estimate 

2020–21 
Actual 

Status 

 
Effectiveness measure 
Overall customer satisfaction with employment 
programs 

 
90% 

 
93.7% 

 

 

 This service standard measures overall client satisfaction with the department’s 
employment programs considering quality, timeliness, staff knowledge, access and 
outcome. It is derived from a survey of employers who have accessed the Back to Work 
program. 

 
 
Efficiency measure 
Average cost per hour 

 
$106.56 

 
$106.56 

 

 
 This service standard measured the efficiency of providing employment policy services by 

the department. 
 This service standard was discontinued from 2020–21 as it was not considered a robust 

measure of efficiency for this service area. 
 
 
Status 
legend:   

 
Met target 

      

Employment service area – our planned priorities for 
2021–22 
In 2021–22, we are committed to 
Queensland’s COVID-19 Economic 
Recovery Plan by delivering 
employment policies and programs to 
increase employment opportunities for 
Queenslanders, in particular, 
disadvantaged cohorts and 
unemployed jobseekers. This includes: 
 continuing to deliver targeted 

employment support programs to 
assist employers and 
disadvantaged jobseekers through 
the revitalised Back to Work 
program (up to $140 million) 

 supporting workforce adaption to 
high-growth and emerging 
industries including the hydrogen 
industry 

 delivering strategic advice on future 
skills needs, workforce planning 
and development 

 through Regional Jobs Committees, 
continuing to strengthen 
collaboration between industry, 
employers, training sector 
stakeholders and government to 
plan for and invest in future skills 
and training that link to jobs and 
support regional needs 

 continuing to support workers to 
upskill, reskill and transition to new 
employment opportunities due to 
cessation of sand mining on 
Minjerribah through the North 
Stradbroke Island Workers 
Assistance Scheme. 
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Small Business 
Our objective 
To ensure small businesses can 
seamlessly interact with government 
and are supported to start, grow and 
employ. 

Our 2020–21 
achievement highlights 
Grants helping businesses 
adapt through COVID-19 
Small Business COVID-19 Adaption 
Grants 
To assist small businesses during 
COVID-19, the department continued 
rolling out the Small Business COVID-
19 Adaption Grants as part of 
Queensland’s Economic Recovery 
Plan. These grants helped about 
20,000 businesses in Queensland to 
change their business processes or 
move online to adapt and prepare for 
post-COVID operations. The top three 
business sectors that received Small 
Business COVID-19 Adaption Grants in 
round one were food and beverage, 
tourism and retail operations. 

The second round of Small Business 
COVID-19 Adaption Grants opened on 
1 July 2020, with $100 million in 
funding for businesses to apply for 
grants of up to $10,000. These grants 
were administered by the Queensland 
Rural and Industry Development 
Authority with the department taking an 
oversight role in monitoring the funds. 

As at 30 June 2021, for rounds one and 
two of the Small Business COVID-19 
Adaption Grants: 

 20,434 applications were approved 

 $181.6 million was paid  

 67 local government authorities 
were covered. 

During 2020–21, more than 16,526 
small businesses received grants. 

 

Regional network of support 
To assist small businesses in regional 
Queensland to stay afloat and keep 
their employees employed during 
COVID-19, the department 
implemented a new $1.2 million 
initiative to establish a network of 
regional stakeholder managers in 
partnership with the Chamber of 
Commerce and Industry Queensland. 
Seven officers were employed to help 
local business communities become 
aware of and access available 
government support and other 
assistance, information, grants and 
programs. 

Small business grants fast facts 
 97 per cent of all grant recipients 

told the department their project 
funded by the grant was a success. 

 98 per cent of grant recipients were 
satisfied or very satisfied in their 
interactions with the department. 

Business Queensland website 
making it easier to access services 

During 2021–21, the Business 
Queensland website, managed by the 
department, provided information and 
resources on a wide range of  
COVID-19 related issues. The website 
achieved its largest number of 
customers in 2020–21 with over  
7.1 million users, 11.7 per cent more 
than the previous year. 

Small Business Hotline answering 
the call 
The department operated a Small 
Business Hotline to assist COVID-19 
impacted Queensland small 
businesses by linking callers to relevant 
support. During 2020–21, the Small 
Business Hotline assisted 18,040 
callers. 
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Keeping small businesses 
connected 
The department ensured subscribed 
Queensland small businesses were 
connected and kept up to date with 
regular emailed newsletters. Newsletter 
content included COVID-19 updates, 
and the latest information about 
available training, business advice and 
support, grants and funding, supplying 
to government, events and resources. 
This information was supplemented by 
regular social media posts. 

Small Business Skills Hub boosting 
business capability 
To assist small businesses to upskill 
and reskill, the department made 
hundreds more free online courses 
available for small businesses dealing 
with the impacts of COVID-19. 
Targeted non-accredited training in a 
range of industries was offered for up 
to six months via free subscription 
services. Short courses in the areas of 
marketing, entrepreneurial skills, cyber 
security, stress management and 
digital literacy were just some of the 
topics covered in new short courses 
available for Queensland small 
business operators and their 
employees. 

The new courses delivered by 15 
training providers brought the total 
courses funded under the Queensland 
Government’s $4 million investment to 
more than 1300. As at 30 June 2021, 
more than 30,500 Queenslanders had 
signed up for free training. 

Engaging and meeting with 
small businesses 
Jobs and Skills Roadshow and Buy 
Queensland Roadshow 
The department was responsible for 
delivering Jobs and Skills Roadshow 
events between July and August 2020, 
which were attended by small 
businesses, trainees and apprentices, 
Mentoring for Growth mentors, industry 
stakeholders, training organisations 
and Members of Parliament. 

From August to October 2020, the Buy 
Queensland Roadshow was delivered 
by the department in partnership with 
the former Department of Housing and 
Public Works. These events focused on 
how small and medium businesses 
could access Queensland Government 
procurement opportunities to capitalise 
on the 25 per cent target for all 
government purchases from 1 July 
2020. Approximately 530 small 
businesses, Mentoring for Growth 
mentors, industry stakeholders and 
training organisations attended these 
events. 

The Jobs and Skills Roadshow and 
Buy Queensland Roadshow delivered 
15 events and provided stakeholders 
with direct access to the details of 
Queensland’s COVID-19 Economic 
Recovery Plan and how they could 
access support. 

Back on Track Roadshow 
From September to December 2020, 
departmental employees from the 
Townsville Small Business Recovery 
Centre visited local communities in 
impacted local government areas 
through a series of Back on Track 
Road trips. The employees conducted 
face to face meetings with key 
stakeholders and small businesses to 
continue to raise awareness of the 
broad range of support services 
available. 

State-wide Small Business 
Roadshow 
In February and March 2021, the 
department supported the Minister who 
hosted the Small Business Roadshow 
across the state to support small 
business, exchange ideas and insights, 
and help drive economic recovery in 
Queensland. The roadshow kicked off 
in Gladstone, before visiting 16 more 
locations throughout Queensland. The 
visits provided opportunities to discuss 
challenges and opportunities directly 
with small businesses, who were eager 
to communicate what they needed to 
recover from COVID-19, and how to 
create jobs.  
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Through the Small Business 
Roadshow, online events and online 
survey, the Minister heard directly from 
2500 stakeholders about their needs, to 
keep their local businesses and 
communities strong. 

Key themes from the Small Business 
Roadshow included: 

 finding motivated employees 
 attracting skilled employees, 

especially in remote areas 
 access to relevant training and 

development 
 the emergence of home-based and 

digital businesses 
 dealing with all levels of 

government and navigating 
websites to find information 

 timeframes and eligibility processes 
for grant applications 

 the role of JobKeeper in the 
retention of employees. 

Promoting the value of small 
business 
Small businesses are the backbone of 
the Queensland economy and were 
significantly impacted by COVID-19. 
During 2020–21, the department 
continued to support small businesses 
during the recovery from COVID-19 to 
help keep 334,000 Queenslanders in 
jobs. Small businesses were also 
impacted by extreme events and 
disruptions during 2020–21. To help 
promote the value of the small 
business sector, the department 
actively supported and promoted the 
following activities. 

Small Business Month 
The Queensland Small Business Month 
theme in May 2021 was ‘bounce back 
better’, with a calendar of events that 
covered a range of business skills from 
applying for grants to digital capability. 
There were activities targeting specific 
industries hardest hit by COVID-19, 
such as tourism and the arts sector. 

Among the conferences, expos, 
seminars, workshops, forums, webinars 
and trade shows throughout the state, 
there were also events for targeted 
groups such as rural and regional 
Queensland and female small business 
owners. 

These events focused on ways to 
assist the small business sector’s 
economic recovery from COVID-19, 
and delivered networking, awareness, 
promotion and collaboration 
opportunities that enabled small 
business to build strategic partnerships 
and connect with government, industry 
and each other. The department spent 
more than $100,000 to sponsor these 
activities. 

Townsville Small Business Expo 
In recognition of Queensland Small 
Business Month 2021, the 
department’s Small Business Recovery 
Centre hosted the Townsville Small 
Business Expo, with a week of 
activities that attracted almost 100 
businesses. The expo gave small 
business owners the opportunity to 
experience and learn more about 
departmental services, attend 
workshops and engage in mentor 
chats. One highlight was hearing 
directly from a number of small 
business owners impacted by the 2019 
North and Far North Queensland 
Monsoon Trough event and COVID-19, 
sharing their recovery journeys, their 
successes and hardships. The expo 
feedback was overwhelmingly positive. 

Love Your Small Business Day 
As part of raising awareness about the 
importance of small businesses to the 
Queensland economy, the department 
promoted Love Your Small Business 
Day on Saturday 15 May 2021. 
Thousands of Queenslanders took the 
opportunity over that May weekend to 
show the love to small businesses in 
their local communities. 
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Big Plans for Small 
Business strategy 
On 12 June 2021, the Minister released 
the Big Plans for Small 
Business strategy to further drive 
economic recovery and lift the 
competitiveness and resilience of the 
small business sector. The strategy 
aims to help small business thrive and 
grow through a commitment of  
$140 million over two years, which 
includes committing: 

 $100 million Business Investment 
Fund to invest in small to  
medium-sized businesses with 
significant growth potential to create 
Queensland-based jobs 

 $30 million to increase skills and 
capability through grants and other 
support for small business 

 $10 million to make the Queensland 
Small Business Commissioner 
permanent, and a targeted 
engagement framework that 
includes reinvigorating the 
Queensland Small Business 
Advisory Council. 

Grants helping small 
businesses bounce back better 
In September 2020, the Minister 
announced the 17 Queensland 
successful business recipients to share 
in almost $780,000 to grow their grow 
their business and create jobs. The 
Business Growth Fund provided 
grants of up to $50,000 for small and 
medium-sized businesses that 
demonstrated high growth and 
employment potential. Since the fund 
began in 2018, more than $4.35 million 
has been distributed to help around 
100 Queensland businesses in their 
next stage of development. 

The department committed a further 
$2.5 million for the Business Growth 
Fund grants, which opened on 11 May 
2021, offering grants of up to $50,000 
to help established businesses buy 
highly specialised equipment to 
accelerate growth opportunities. 

The Business Growth Fund grant was 
the first in a package of $25 million of 
new grants over the next two years, 
unveiled as part of Queensland Small 
Business Month. 

New features of the Business Growth 
Fund included a simplified and 
streamlined application process and 
applicants having a mentoring session 
to support them to fully explore their 
business proposition and how best to 
position their business for success. 

The department opened the new 
Business Basics grants on 31 May 
2021, offering grant funding of $5000 to 
new and emerging businesses to 
increase core capabilities and adopt 
current best practices. Through this 
grant, businesses will be assisted in 
activities of website development and 
upgrades, strategic marketing, training 
and coaching, advisory services and 
planning for business continuity and 
succession. 

The investment in small business 
grants was a response to the feedback 
received from the state-wide Small 
Business Roadshow and an online 
survey in February and March 2021. 
The feedback from small businesses 
was that the department’s grants 
helped them survive the impacts of 
COVID-19 in 2020, with the new grants 
program based on direct feedback from 
thousands of small business owners. 

Mentoring for Growth – 
partnerships, prosperity, 
potential 
During 2020–21, the department 
continued to deliver the Mentoring for 
Growth program, which offers eligible 
businesses free access to volunteer 
business experts who provide insights, 
options and suggestions relating to 
challenges and opportunities. Mentors 
are drawn from a Queensland-wide 
pool of registered mentors who have 
expertise and experience in coaching 
or developing businesses. 
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In the first half of 2020–21, the 
department worked on the 
administrative management of the 
program, including identifying key 
stakeholders for targeted cohorts, 
implementing a mentor recruitment 
strategy, and managing the intake and 
onboarding of mentors. 

As part of the Big Plans for Small 
Business strategy, Mentoring for 
Growth is a government commitment 
that targets regional areas, and specific 
cohorts including Aboriginal people and 
Torres Strait Islander people, women, 
culturally and linguistically diverse 
people and start-ups. The first Mentor 
Information Sharing Session was 
delivered in February 2021 with 64 
mentors in attendance, and positive 
feedback received. 

Overall, in 2020–21, 614 Mentoring for 
Growth sessions were held, with 599 
unique businesses and mentors 
providing 1590 volunteer hours of 
customised business mentoring. 

Business Launchpad saving 
time and effort 
In April 2021, at the Small Business 
Friendly Councils Conference, the 
department launched the Business 
Launchpad digital tool, which was 
made available for those starting a food 
and beverage or residential 
construction business in the Townsville 
and Logan City Council areas. The 
Launchpad makes it easier to start and 
run businesses in these locations by 
providing easy access to information on 
licences, permits and regulatory 
requirements across all levels of 
government. 

Business health check tool 

The $140 million Big Plans for Small 
Business strategy includes a focus on 
providing easy access to information on 
running a business through the 
Business Ready initiative. 

Business Ready will deliver a range of 
improvements to how the Queensland 
Government supports its business 
community through the Business 
Queensland website. As part of the 
Business Ready initiative, in June 
2021, the department launched the 
‘Business health check’. 

The ‘Business health check’ tool was 
designed to support small businesses 
to recover from the impacts of COVID-
19 and get into the best possible shape 
to look to future growth. It’s a new way 
for Queensland businesses to find out 
how ready they are for change and how 
they can improve their resilience. 

By answering a series of questions, the 
health check provides each business 
with a personalised report and 
resources to help them address 
potential blind spots. 

Advocating for small 
business 
Office of the Queensland Small 
Business Commissioner 
The Queensland Government 
committed to permanently establishing 
the role of the Queensland Small 
Business Commissioner following a 
rising demand for businesses to 
navigate leasing disputes with their 
landlords and continue to access free 
mediation. The department has been 
leading the work to permanently 
establish the office. 

As at 30 June 2021, the Office of the 
Queensland Small Business 
Commissioner: 

 received 683 commercial lease or 
retail shop lease disputes 

 delivered 397 free mediation 
conferences 

 informally resolved 110 disputes 
prior to mediation 

 delivered 329 outreach activities 
across Queensland. 
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Reinvigorating the Queensland 
Small Business Advisory 
Council 
The Queensland Small Business 
Advisory Council focused on significant 
small business challenges and 
provided advice and solutions to its 
Chair, the Honourable Minister for 
Small Business, Di Farmer MP. 

In February 2021, the Advisory Council 
membership expired, as did the 
membership of the Better Regulation 
Taskforce, a sub-committee of the 
council, with meetings concluded until 
new memberships are reconstituted. 

Planning commenced to reinvigorate 
the council, with membership to be 100 
per cent small business owners, to 
provide a direct voice to government for 
priority groups including Indigenous 
people, culturally and linguistically 
diverse people, women and youth 
business owners, not for profit 
organisations as well as having a 
regional or geographic representation. 

Rebuilding stronger 
following natural 
disasters 
During 2020–21, several Queensland 
regions experienced natural disasters, 
as well as being impacted by the 
COVID-19 shutdown restrictions. The 
department assisted local communities 
in various ways. 

In 2020–21, a $10 million Business and 
Industry Support Package was 
activated under Disaster Recovery 
Funding Arrangements following the 
North and Far North Queensland 
Monsoon Trough event in 2019. Due to 
COVID-19 restrictions, the program 
was extended. 

As part of this program, over  
$4.6 million was provided directly to the 
small business community in grant 
funding, and applications closed in 
June 2021. 

The Small Business Recovery Centre 
in Townsville continued to provide 
direct support to small business 
operators.  

The centre continued engagement 
across 14 local government areas and 
facilitated information and training 
sessions with almost 30 Back on Track 
Roadshows completed across central 
Queensland, north-west and far north 
Queensland regions. 

Under Go Local funding, $1.1 million 
was allocated for projects that 
supported locally led initiatives 
celebrating local small business, buy 
local campaigns and community 
events.  

Small Business disaster hub is 
live! 
In June 2021, the department launched 
a new app and online resources to help 
small businesses prevent, prepare, 
respond, recover and communicate in 
the event of disasters. The resources 
include prepare, respond and recover 
checklists, suggested communication 
messaging, how-to video animations, 
small business resilience case studies, 
and links to key information and 
financial assistance. 

The disaster hub is available on the 
Business Queensland website at 
business.qld.gov.au/disasterhub, or 
via the free app on Apple and Android 
devices, and has downloadable 
resources that can be printed and kept 
handy in the event of power outages. 

This new initiative was funded under 
the Disaster Recovery Funding 
Arrangements. 

Southern Queensland 
bushfires – 6 to 12 September 
2019 
During 2020–21, the department 
supported the implementation of four 
Go Local initiatives implemented as 
part of a $6 million tourism recovery 
package to support bushfire-impacted 
communities. 
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The Disaster Recovery Funding 
Arrangements funding of $600,000 
supported the design and 
commencement of locally led activities, 
tailored to the specific needs, 
audiences and opportunities in the 
following local government areas, 
which the department supported: 
 Scenic Rim Regional Council—

agribusiness/agritourism focus 
initiatives, including a 10-year 
strategic road map and Go Local 
Marketing campaign 

 Noosa Shire Council—activities to 
drive tourism in the region 
supported by online services and 
social media support 

 Southern Downs Regional 
Council—multiple initiatives to 
assist local businesses, including 
support for marketing, business 
growth, shop local card and 
business awards program 

 Sunshine Coast Regional Council—
support for new or start-up and 
home-based businesses to fill  
long-term empty retail spaces and 
reinvigorate local high streets. 

Paying businesses sooner 
From 1 July 2020, the department 
implemented the government’s On-time 
Payment Policy, ensuring registered 
small business customers get paid 
faster. Under the policy, small 
businesses are to be paid within 20 
calendar days following receipt of a 
correct, undisputed invoice. If they 
don’t receive payment within 20 
calendar days, they can claim for 
penalty interest. 

 

From 1 July 2020, 
the department 
implemented the 
government’s 
On-time Payment 
Policy … 

Future work for small 
business report 
In June 2021, Jobs Queensland 
released the report Future work for 
small business: Skills, capabilities and 
potential, which examines the  
high-level skills and capability needs of 
Queensland small businesses and 
identifies ways these needs can be 
supported, particularly in a  
post-COVID-19 world and against a 
backdrop of significant shifts in the way 
businesses and individuals work. 

A healthy small business sector is a 
prerequisite for a healthy economy. 
The research paper identified six  
high-level skills and capability 
development areas needed by small 
businesses, including finance, human 
resources, marketing, business 
acumen, leadership and management, 
digital and data skills, and enterprise-
specific skills. 

Jobs Queensland is supported by the 
Jobs Queensland Secretariat, which is 
part of the department. 

Queensland small 
business snapshot 
Small businesses employ around 
901,000 Queenslanders. 

Queensland small businesses: 

 represent more than 97 per cent of 
all businesses in the state 

 employ around 42 per cent of all 
private sector workers 

 contribute $117.3 billion to the 
Queensland economy per year. 

The top five small business industries 
are: 

 construction 
 rental, hiring and real estate 
 professional, scientific and technical 
 agriculture, forestry and fishing 

 financial and insurance. 
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Small Business service area – our 2020–21 
performance 
The following are service standard measures in the department’s 2020–21 Service 
Delivery Statements, which are used to assess overall performance of the Small 
Business service area. 

Small Business 
2020–21 
Target/ 
estimate 

2020–21 
Actual 

Status 

Effectiveness measures 
Percentage of new or existing businesses reporting 
increased capability (including digital) as a direct 
result of participation in small business grant 
programs 

98% 99.6% 

 
 

 

 This service standard measures the effectiveness of Small Business grant programs to 
increase the capability of small businesses in using digital technologies and 
implementing innovative solutions to help their business grow. 

 Capability is defined as having increased confidence or capability in business 
operational processes and systems, business management or corporate governance, 
human resources, understanding financial statements and forecasting, general business 
related skills or knowledge, strategic or business planning, financing or investment, 
marketing or promotion, digital technologies or implementation, product development or 
innovation and/or entering new markets or increasing market share. 

Percentage of businesses assisted by small 
business programs that report a projected increase 
in either employment, turnover or profitability 

98% 96.6% 

 
 Variance between 2020–21 Target/estimate and 2020–21 Actual is mainly due to the 

COVID-19 impacts on small businesses. 
 This service standard measures the projected increase by Queensland small 

businesses in employment, turnover or profitability following participation in the 
department’s small business programs. 

 Small businesses are surveyed either on completion of their project or six months after 
participating in a program. 

Customer Effort Score: Average score out of 5 by 
customers for how easy it is to use the Business 
Queensland website 

3.5 3.4 

 
 This service standard measures the effectiveness of the Business Queensland website 

by surveying customers who are asked how easy it is to interact with government 
through the website. 

 The online survey asked customers how easy it is for them to achieve their purpose 
using a scale of 1 to 5, where 1 is ‘very difficult’ and 5 is ‘very easy’. 

Efficiency measure 
Average cost to DESBT to provide online services 
per customer visit to Business Queensland website 

$0.22 $0.22 

 
 This service standard measured the average cost to the department of a customer 

session on the Business Queensland website. 
 This service standard was discontinued from 2020–21 as it was limited to a certain set 

of activities and not considered a robust measure of efficiency for this service area. 
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Small Business 
2020–21 
Target/ 
estimate 

2020–21 
Actual 

Status 

 A customer session was defined as a group of interactions that a customer undertook 
on the Business Queensland website. These interactions may have included viewing a 
number of different website pages, completing an online application form or making a 
payment.  

 The cost to the department was based on the cost of the business area managing the 
services, including the cost of technical infrastructure required to support the website. 

 
Status 
legend:  

 
Met target 

 

 
Working towards target 
 

Small Business – our planned priorities for 2021–22 
In 2021–22, we are committed to 
Queensland’s COVID-19 Economic 
Recovery Plan by delivering small 
business policies and programs to 
ensure small businesses are supported 
to start, grow and employ. This 
includes: 

 delivering the Australian and 
Queensland governments jointly 
funded $600 million 2021  
COVID-19 Business Support 
Grants to support businesses that 
have had a decline in turnover of 
more than 30 per cent 

 implementing the Big Plans for 
Small Business strategy to help 
drive economic recovery and 
employment, including delivering a 
Workforce Summit 

 strengthening capability of small 
businesses through $25 million in 
new grants programs to support 
small businesses at various stages, 
from new and emerging to fast 
growing 

 providing access to critical 
information, business advice and 
support through the Business 
Queensland website, Small 
Business Hotline, regional offices, 
and Mentoring for Growth program 
to support small businesses 

 continuing to support the Office of 
the Queensland Small Business 
Commissioner to deliver 
engagement, advocacy and dispute 
resolution activities for small 
businesses 

 continuing to implement the 
Queensland Social Enterprise 
Strategy and funding commitments 

 continuing to implement the 
Queensland small business 
procurement commitment, and 
leading the Queensland 
Government On-Time Payment 
Policy to improve government 
payment practices and timeframes 

 continuing to support economic 
recovery and resilience through 
delivery of targeted initiatives 
activated under the Disaster 
Recovery Funding Arrangements 

 continuing to make it easier for 
small businesses to engage with 
the government online 

 extending the reach of the 
Queensland Business Launchpad 
to cover more than 55 per cent of 
the population, and the full business 
life cycle for food and beverage and 
residential construction businesses. 



Our service performance  Our Strategic Plan 2020-24 

24 Annual Report 2020–21    Department of Employment, Small Business and Training 

Training and Skills 
Our objective 
To facilitate access to and participation 
in vocational education and training 
pathways, enabling Queenslanders to 
gain employment in current and future 
industries. 

Our 2020–21 
achievement highlights 
In support of Queensland’s COVID-19 
Economic Recovery Plan, the 
department continued to invest in 
training so Queenslanders have the 
skills for more jobs in more industries. 

COVID-19 free online courses 
During 2020–21, the department 
continued to make available free online 
micro-credentials and skills sets 
delivered by TAFE Queensland and 
Central Queensland University as part 
of the Jobs Finder Queensland portal. 

Online skills sets were made available 
to jobseekers and workers impacted by 
COVID-19, targeting community care, 
customer engagement, food service 
and medication assistance. 

Online micro-credentials were also 
made available through TAFE 
Queensland to any Queenslander to 
develop digital skills to improve 
employability. 

As at 30 June 2021, there were more 
than 10,000 micro-credential 
completions and more than 6000 
enrolments in skills sets through TAFE 
Queensland. 

Skills helping keep 
Queenslanders safe 
The department, in partnership with the 
Australian Government, provided 
Queenslanders with the opportunity to 
undertake targeted training in infection 
control skills sets. 

 

 

Between March 2020 when the 
program commenced and May 2021 
(the last report for 2020–21), 
approximately 21,000 enrolments had 
commenced and around 9500 had 
been completed. This training was 
undertaken by customer-facing workers 
in industries such as retail, tourism, 
transport and logistics, hospitality, 
cleaning and security services, as well 
as existing workers in sectors such as 
aged and disability care. The training 
was fully subsidised and therefore free 
to participants. 

Aligned to the road map for easing 
restrictions in Queensland, the 
department supported the mandatory 
online COVID Safe training for 
business owners and operators in the 
hospitality and beauty services 
industries. As at 30 June 2021, more 
than 245,100 people were enrolled and 
more than 212,700 had completed the 
following courses: 

 COVID Safe for Dining 
 COVID SAFE Work Training for 

Beauty and Nails. 

Funding skills for 
Queensland’s future 
The impacts of COVID-19 have seen 
the demand for skills change across 
Queensland industries, with reduced 
opportunities in some sectors, while 
demand for other skills have increased. 
During 2020–21, the department 
continued to provide opportunities for 
Queenslanders to participate in 
education and training that has helped 
keep many Queenslanders, particularly 
our youth and other disadvantaged 
Queenslanders, engaged and 
connected to the labour market during 
COVID-19. 
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Investing in skills has been a key focus 
for the department. As part of the 
government’s plan to rebuild and grow 
the Queensland economy, the 
government committed in December 
2020, in the 2020–21 budget, more than 
$1 billion for training and skills initiatives 
focused on preparing Queenslanders for 
the jobs of the future. Much of this 
funding is being managed by the 
department in delivering a range of 
projects that will support new and 
existing apprentices, trainees and 
workers in local industries, including: 

 $200 million over four years for skills 
initiatives, including $25 million over 
two years for Pre-Apprenticeship 
Support, $8 million over two years 
for the Social Enterprise Jobs Fund, 
and $5 million for the First Nations 
Training Strategy 

 $21 million to extend the Free tafe 
for Year 12 graduates and free 
apprenticeships for under 21s 
programs to young Queenslanders 
under 25 

 $100 million in TAFE facilities 
across the state, commencing in 
2021–22, to create high-quality 
training spaces tailored to deliver 
the skills local industry needs. 

Supporting a diverse and 
sustainable social enterprise 
sector 
Social enterprises play an important 
role in Queensland’s small business 
landscape. A social enterprise is a 
business that has a social mission that 
directly supports social, cultural and 
environmental needs through delivering 
socially and environmentally 
sustainable products or services and 
invests the majority of income to fulfil 
its mission. 

In May 2021, an additional $8 million 
over two years was committed, 
including $3 million for grants, through 
the new Social Enterprise Jobs Fund, 
which will help the sector to grow, 
scale-up activities and create more 
training and employment opportunities, 
particularly for vulnerable and 
disadvantaged Queenslanders. 

As part of the Social Enterprise Jobs 
Fund, $600,000 was committed to the 
Community Social Enterprise 
Development grants targeting  
non-profit community-based 
organisations to grow existing social 
enterprises and expand skills 
development and employment 
opportunities for disadvantaged 
Queenslanders. These grants opened 
on 3 June 2021. 

During 2020–21, the department 
continued to support and work with the 
Queensland Social Enterprise Council 
as the sector’s peak body, with a 
renewed funding agreement to enable 
the council to continue to provide a key 
consultative role. 

VET-informed consumer 
Vocational education and training—
otherwise known as VET—is learning 
that directly relates to getting a job. The 
VET system delivers education and 
training services for individuals at every 
stage of their work life, whether 
students, job seekers or those already 
employed. 

During 2020–21, the department 
implemented the VET-informed 
consumer project to make it easier for 
small businesses when employing 
apprentices and trainees. The project 
included development of an SMS 
reminder service and new website 
content to provide key information in a 
centralised location. 

Employers of apprentices and trainees 
from around Queensland provided 
insights about which communication 
tools they preferred, and how the 
department’s website content and SMS 
reminders could provide valuable 
assistance when managing their 
apprentices or trainees. Outcomes from 
the customer research were used in the 
implementation of the SMS and in 
building the new website content. 
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Regional Skills Investment 
Strategy 
Under the Regional Skills Investment 
Strategy, a $9 million initiative funded 
over four years (2017–21), the 
department funded 17 projects across 
Queensland, delivered by host 
agencies including local government 
and not-for-profit regional economic 
development organisations. These 
projects identify skilling needs and 
encourage employer collaboration on 
developing local training solutions to 
address workforce skills needs. 

Strengthening quality 
through strategic 
monitoring and 
compliance 
From 1 July 2020, the Queensland 
Government introduced the Skills 
Assure initiative so Queenslanders can 
be confident that government-
subsidised training is provided by 
quality Registered Training 
Organisations. 

Queenslanders will be able to easily 
recognise Skills Assure Suppliers that 
have met the rigorous requirements to 
deliver government subsidised training, 
through display of the Skills Assure 
logo on their webpages and marketing 
materials. Other changes included:  

 a new agreement for Skills Assure 
Suppliers with strengthened 
provisions 

 a requirement to submit details on 
contracted third parties 

 system enhancements to improve 
data validation.  

Skills Assure means that Registered 
Training Organisations who fail to meet 
requirements determined by the 
department will no longer be able to 
deliver government-subsidised training. 

A total of 441 Skills Assure Suppliers 
are contracted to deliver government-
funded activity to Queenslanders. 

The Skills Assure initiative continues to 
safeguard the integrity and quality of 
training in Queensland for students with 
the following measures in place: 

 an independent review undertaken 
by the Queensland Training 
Ombudsman with six 
recommendations to improve 
compliance including strengthening 
of Skills Assure Suppliers policies 
and increasing communication on 
non-compliances. As published in 
November 2020, the government 
accepted these recommendations 
with implementation commenced 

 the Queensland VET Quality 
Forum, established in 2020–21, to 
support quality in VET, with strong 
collaboration occurring between 
regulators in this Forum 

 the Training Scammer hotline  
(1800 773 048) 

 regular compliance monitoring of 
Skills Assure Suppliers through 
reviews of false and misleading 
advertising; website compliance; 
monthly data submissions and 
indicators of risk occurrences 

 compliance audits against the 
requirements of the Skills Assure 
Suppliers agreement and program 
policies. 
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Skilling our youth 
Targeted initiatives under the 
Queensland Government: Skills for 
Queensland – Great training for quality 
jobs strategy include skilling 
Queensland’s youth in laying pathways 
to employment. Equipping people with 
the right skills is a key part of creating 
opportunities that translate into jobs, 
products and profitability. 

Free apprenticeships 
From 1 January 2021 to 30 September 
2022, the department will fund the full 
cost of training for apprentices and 
trainees under the age of 25 who 
commence, or are undertaking, one of 
the 139 priority apprenticeship and 
traineeship qualifications. 

Free TAFE for under 25s 
Under this government commitment, 
the department is funding the full cost 
of training for eligible Queenslanders 
under the age of 25 years in 26 priority 
qualifications, with delivery only 
available at TAFE Queensland and 
Central Queensland University. 

Gateway to Industry Schools 
Program 
As part of the department’s industry 
engagement framework, the Gateway 
to Industry Schools Program supports 
school students in their transition from 
school to choosing their future career. 
The program also assists industries to 
meet their future workforce 
requirements. 

The program promotes school–industry 
engagement in 10 industries 
considered priorities for Queensland’s 
economic growth. As at 30 June 2021, 
there were 401 Memorandums of 
Understanding with Queensland 
schools that are participating in the 
program. 

Snapshot of Queensland 
apprenticeships and 
traineeships 
There were more than 63,600 
apprentices and trainees in training 
across the state as at 31 December 
2020, which represents 21.4 per cent of 
the national figure. 

For apprenticeships and traineeships in 
Queensland for 12 months to 31 
December 2021, based on the latest 
data, there were:  

63,000 
in training 

40,400 
new 

commencements 

19,100 

completions 

17,700 
cancellations and 

withdrawals 



Our service performance  Our Strategic Plan 2020-24 

28 Annual Report 2020–21    Department of Employment, Small Business and Training 

Skilling our workforce 
Skilling Queenslanders for 
Work 
Investing in skills and the SQW 
initiative was a crucial part of the 
government’s ongoing recovery plan 
from the economic impact of  
COVID-19. The SQW initiative helps 
disadvantaged Queenslanders gain 
skills, qualifications and experience to 
enter and stay in the workforce, as well 
as helping employers and industries fill 
needed roles across the state. The 
SQW initiative represents a significant 
commitment of $420 million over six 
years to support up to 54,000 
Queenslanders into work. 

SQW aims to offer targeted support for 
young people, Aboriginal and Torres 
Strait Islander peoples, people with 
disability, mature-age jobseekers, 
women re-entering the workforce, 
people from culturally or linguistically 
diverse backgrounds, recently released 
prisoners, and veterans or ex-service 
personnel. 

The department, through SQW, funds 
skills development, training and job 
opportunities for unemployed, 
disengaged or disadvantaged 
Queenslanders through a suite of 
targeted skills and training programs. 
These programs include Get Set for 
Work, Youth Skills, Ready for Work, 
Community Work Skills, First Start and 
Work Skills Traineeships, which 
provide opportunities for people from a 
range of backgrounds. 

In July 2020, the government extended 
the SQW program with an additional 
$10 million to increase Work Skills 
Traineeships in the popular 
construction and conservation and land 
management projects. The Work Skills 
Traineeships are focused on providing 
paid employment to trainees while they 
gain hands-on skills and complete an 
entry-level vocational qualification that 
will lead to ongoing employment. 

Some of the projects the trainees work 
on include refurbishment of community 
facilities and recreational spaces, minor 
infrastructure works and land care 
projects across Queensland. 

In February 2021, the second round of 
funding was announced, with more 
than $13 million committed to more 
than 80 projects to assist approximately 
2000 Queenslanders to get hands-on 
skill development, training and job 
opportunities. The first round of funding 
saw $42 million go to more than 200 
projects to assist around 5000 
Queenslanders to get training. 

In June 2021, the Minister announced 
the successful SQW initiative would be 
made permanent, with an ongoing 
annual commitment of $80 million to 
assist 15,000 disadvantaged 
Queenslanders each year. 

Helping kick-start careers 
The SQW First Start program is part of 
the ongoing commitment to support 
training pathways and employment 
opportunities in local communities. This 
program, managed in partnership with 
the Local Government Association of 
Queensland, supports 60 local councils 
and a statutory authority to employ an 
extra 400 apprentices and trainees. 
More than half of the 2021 positions 
are with councils outside of south-east 
Queensland, including 10 Aboriginal 
councils and two more in the Torres 
Strait. The program allows young 
people to continue to live and work in 
their local communities by providing 
local opportunities. 

“ 

The SQW initiative 
represents a 
significant 
commitment of 
$420 million over six 
years to support up to 
54,000 Queenslanders 
into work. 
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Skilling Queenslanders 
for Work snapshot  
2020–21 
As at 30 June 2021, SQW:  
 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

From 2015 to 30 June 2021,  

the SQW program has: 

Investing in world-class 
training facilities 
The department managed TAFE facility 
upgrades and new infrastructure 
developments across Queensland to 
future-proof training infrastructure to 
ensure businesses have the skills for 
more jobs in more industries. 

During 2020–21, the department 
managed and delivered the following: 
 The Advancing Our Training 

Infrastructure initiative invested  
$85 million across several training 
sites as part of the long-term plan 
to revitalise the training portfolio. 
This investment supported the 
redevelopment and refurbishment 
of six TAFE training sites at Pimlico 
(Townsville), Toowoomba, Mount 
Gravatt, Gold Coast region, 
Redlands region and Cairns TAFE.  

 key training infrastructure projects 
under Queensland’s COVID-19 
Economic Recovery Plan 
continued, including:  
­ the Renewable Energy Training 

Facility at Pinkenba, which will 
deliver world’s best practice 
training in renewable energy, 
and be accessible to up to 
26,000 licensed electricians in 
Queensland 

­ Stage 2 development of the 
Plumbing Industry Climate 
Action Centre of the 
Queensland Apprenticeships 
Centre in Beenleigh to deliver a 
range of skills and training for 
construction-related trades, 
including a specialisation in 
renewable hydrogen energy 
training delivery 

­ upgrades to training facilities at 
regional campuses across 
Queensland, including at 
Bowen, Bohle, Burdekin and 
Cannonvale.

v 
assisted more than 

37,000 
people into work 

saw 73% of 

participants engaged in 
employment, training or a 

combination of both, 
12 months after exiting a 

program 

returned 

$8 to the 

Queensland 
economy for every 

dollar invested. 

assisted 
more than 

60,000 

people 

seen more than 

37,000 
Queenslanders 
securing a job. 
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VET snapshot 
Queensland is a leader in VET, having the nation’s highest VET participation rate in 
2020. This means more students are gaining world-class training that will prepare 
them for their future. 

 

 

Total VET participation in 2020 

851,400 
Queenslanders 

undertook some form of 
nationally recognised 

VET— 
a decrease of 

approximately 3.7% 
compared to 2019. 

Nationally, the 
number of students 
participating in VET 

decreased by 

6.4%. 

Queensland’s total VET participation rate for 2020 

Queensland 
participation rate 

was  

24.9% 

—the highest of all 
jurisdictions.  

The national rate 
was 21.7%. 

Participation rates among young people 

48.2% 
participated in 

VET, the highest of 
all jurisdictions.  

The national rate 
was 41.2%. 

32.5% 

participated in 
VET, the highest of 

all jurisdictions.  

The national rate 
was 30.6%. 

15–19 year olds: 20–24 year olds: 
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Awards celebrating the 
power of skills 
The Queensland Training Awards is the 
most prestigious and longest running 
training sector awards program in the 
state, providing individuals and 
organisations with a unique opportunity 
to showcase their achievements, best 
practice and innovation in training. 

Across 14 categories, the awards 
showcase the success stories of 
Queensland’s outstanding apprentices, 
trainees, VET students and trainers, as 
well as employers, training providers 
and community-based organisations.

 

The winners and finalists of the 2020 
Queensland Training Awards and 
regional winners were announced in 
September 2020. Due to COVID-19, 
the event was conducted online in 2020 
rather than in-person. To view the 
award winners, visit our website at 
desbt.qld.gov.au/training/qta 

The 2021 Queensland Training Awards 
nomination period was extended to  
28 March 2021 to provide entrants 
more time to nominate. The 2021 
awards mark a special Diamond 
Jubilee year, celebrating 60 years of 
the power of skills. 

Training and Skills service area – our planned priorities 
for 2020–21 
The following are service standard measures in the department’s 2020–2021 Service 
Delivery Statements, which are used to assess overall performance of the Training 
and Skills service area. 

Training and Skills 
2020–21 
Target 
/estimate 

2020–21 
Actual 

Status 

Effectiveness measures 
Proportion of all attempted competencies 
successfully completed 

93% 92.1% 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was reflective of the 
significant impact COVID-19 had on training providers across the state. 

 This service standard measures the proportion of all Queensland vocational and 
educational training course modules attempted that were successfully completed and 
covers all activity by public providers and all government-funded activity by other 
providers. 

 It is calculated by dividing the number of successfully completed competencies by the 
total number of competencies attempted. 

 
Proportion of Queenslanders with higher 
qualifications 

62% 63.8% 
 

 While the department actively influences this service standard (including through the 
Higher Level Skills program and providing funding for other higher level qualifications 
based on industry advice), it is affected by a range of factors including the economy, 
higher education providers, the Australian Government and the VET sector. 

 This service standard measures the proportion of 25 to 64-year-olds with a Certificate III 
or higher qualification. 

 The data is sourced from the Australian Bureau of Statistics (ABS) Survey of Education 
and Work, Australia, cat no. 6227.0 on the ABS website. This measure applies to the 
subset who are aged 25 to 64. 

 



Our service performance  Our Strategic Plan 2020-24 

32 Annual Report 2020–21    Department of Employment, Small Business and Training 

Training and Skills 
2020–21 
Target 
/estimate 

2020–21 
Actual 

Status 

Proportion of VET graduates in employment or 
further study 

87% 75.6% 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was reflective of the 
significant effect of COVID-19 on respondents’ employment levels. 

 While the department actively influences this service standard (including through the 
Higher Level Skills program and providing funding for other higher level qualifications 
based on industry advice), it is affected by a range of factors including the economy, 
higher education providers, the Australian Government and the VET sector. 

 This service standard measures the proportion of government-funded vocational 
education and training graduates employed or in further study after completing training. 

 The data is sourced from the annual National Centre for Vocational Education Research 
(NCVER) Student Outcomes Survey. The measure involves a survey of students who 
graduated in the preceding year and are asked about their employment and study status. 
This means the result above for 2020 is based on responses from graduates from 2019. 

 

Number of completions: Apprenticeships 11,500 8,600 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was consistent with the 
national results impacted by COVID-19 global economic conditions impacting on 
employers and their ability to retain apprentices and provide work. 

 For 12 months to September 2020, based on the latest available national data, 
Queensland led the country at over 25 per cent of the national total. 

 This service standard measures the number of Queensland apprentices who 
successfully completed their apprenticeship in 2020–21. 

 

Number of completions: Traineeships 13,500 9,600 
 

 Traineeships have been supplemented through the SQW initiative, which is a  
$420 million commitment over six years from 2015–16 until 2020–21 and incorporates 
traineeship programs. 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was due to COVID-19 
economic conditions impacting on employers, and is consistent with national results. 

 This service standard measures the number of Queensland trainees who successfully 
completed their traineeship in 2020–21. 

 

Number of completions: School-based 
apprenticeships and traineeships 

5,000 3,500 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was directly related to 
changeable labour market conditions due to the impact of COVID-19 in the retail, tourism 
and hospitality sectors, which have traditionally been significant employers of trainees. 

 This service standard measures the number of Queensland school-based apprentices 
and trainees who successfully completed their apprenticeship or traineeship in 2020–21. 
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Training and Skills 
2020–21 
Target 
/estimate 

2020–21 
Actual 

Status 

Proportion of graduates satisfied with the overall 
quality of their training 89% 88.9% 

 
 This service standard measures the proportion of government-funded graduates who are 

satisfied with the overall quality of their training in the Queensland VET sector. 
 The data is from the most recent NCVER Student Outcome Survey conducted in 2020. 
 

Proportion of employers satisfied with graduates of: 
nationally accredited training 

85% 78.2% 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was reflective of a 
national trend of lower satisfaction with nationally accredited training, which decreased 
by 3.4 per cent between 2017 and 2019 to 78.8 per cent nationally. In comparison, 
Queensland decreased by 2.5 per cent. 

 This service standard measures the proportion of employers using graduates of national 
accredited training who are satisfied with the Queensland VET sector. 

 Employer satisfaction estimates are obtained from the biennial national survey 
Employers’ Use and Views of the VET System, which was last conducted by NCVER in 
2019. 

 

Proportion of employers satisfied with graduates of: 
apprenticeships and traineeships 

83% 77.6% 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was reflective of difficult 
economic conditions negatively impacting on the market to provide stable employment 
opportunities, which are key to the apprenticeship and traineeship market. The variance 
reflects a national trend of lower satisfaction with apprenticeship training, reported at 77.6 
per cent nationally. 

 This service standard measures the proportion of employers using apprentices and 
trainees who are satisfied with the training as a way of meeting their skill needs. 

 Employer satisfaction estimates are obtained from the biennial national survey 
Employers’ Use and Views of the VET System, which was last conducted by NCVER in 
2019. 

 
Efficiency measure 
Average cost per competency successfully 
completed 

$595 $701 
 

 Variance between 2020–21 Target/estimate and 2020–21 Actual was due to the training 
budget being revised higher as a result of delivering Training and Skills related  
COVID-19 programs compared to successfully completed competencies. 

 This service standard measures the efficiency of delivering government-funded VET 
resources in Queensland. 

 The VET competencies are defined as individual study units. 
 

 

 
  

Status 
legend:  

Met target 

 

Working towards target 
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Training and Skills service area – our planned priorities 
for 2021–22 
In 2021–22, we are committed to 
Queensland’s COVID-19 Economic 
Recovery Plan by facilitating access 
and participation in VET pathways, 
enabling Queenslanders to gain 
employment in current and future 
industries. This includes: 

 contributing to Queensland’s 
economic recovery by committing 
$21 million in quality skills pathways 
and opportunities, including Free 
TAFE and apprenticeships for 
Queenslanders under 25 in priority 
skills areas 

 implementing skilling initiatives over 
three years under the Future Skills 
Fund, including: 

­ investing in infrastructure by 
committing $100 million through 
the Equipping TAFE for Our 
Future program to meet 
significant growth in training 
demand and ensuring that our 
training facilities are equipped to 
provide these emerging skills 

­ $32.4 million for the TAFE 
Priority Skills Fund to provide 
funding to TAFE Queensland 
and Central Queensland 
University to grow training 
places in priority growth 
industries, as well as those that 
are new and emerging 

­ $25 million towards funding 
pathways to support people to 
become the tradespeople of the 
future under the  
Pre-Apprenticeship Support 
Program 

­ $8 million for the new Social 
Enterprise Jobs Fund to support 
social enterprises to scale up 
activities, with a focus on 
creating training and 
employment opportunities 

­ $16.51 million to establish 
Manufacturing Skills 
Queensland, an independent 
industry body to support both 
existing workers and new 
entrants into the manufacturing 
industry 

­ $5 million for development of a 
First Nations Training Strategy 
to support Aboriginal and Torres 
Strait Islander communities to 
develop skills relevant to local 
needs and be able to compete 
for jobs in the future economy 

­ $5 million towards a Workforce 
Transition Support Program to 
support workers impacted by 
major business closures. 

 making the SQW initiative 
permanent and committing  
$320 million over four years to 
assist up to 15,000 disadvantaged 
Queenslanders each year through a 
suite of targeted skills and training 
programs, and implementing two 
new programs, Community 
Foundation Skills and Skill Up 

 supporting the Queensland 
Government’s commitment to the 
national reform of the VET system 
in Australia and actively 
participating in the national skills 
reform agenda.  
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Our governance 
To ensure the continued effectiveness of our department’s structure, the Executive 
Leadership Team reviews the structure and working arrangements where needed to 
ensure the structure and governance are effectively meeting our service delivery 
needs. 

Our structure as at 30 June 2021 

DESBT organisation structure 
The department’s organisational structure is shown below. 

 

Engagement 
Deputy Director-General 

Maryanne Kelly  

Strategy 
Deputy Director-General 

Rebecca Atkinson 

Investment 
Deputy Director-General 

Steven Koch 

Corporate 
Head of Corporate 
Rhiannan Howell 

TAFE Queensland  
Board 

Minister for Employment and Small 
Business 

 and Minister for Training and Skills 
Development 

Internal Audit 

Queensland Training 
Ombudsman 

Service Delivery 
Executive Director 

Jobs Queensland 
Executive Director 

Customer Channels 
Executive Director 

Customer Engagement 
Executive Director 

Data & Analytics 
Executive Director 

Emerging Industries Workforce 
Development 

Executive Director 

Strategic Policy 
Executive Director 

Strategic Monitoring and 
Compliance 

Executive Director 

Infrastructure Strategy & 
Delivery 

Executive Director 

Delivery 
Executive Director 

Design 
Executive Director 

Director-General 
Warwick Agnew 

Finance & Property 
Management 

Chief Finance Officer 

Human Resources, Ethics and 
Integrity Unit 

Chief HR Officer 

ICT 
Chief Information Officer 

Procurement 
Manager 

Strategy & Governance 
Director 

Legal Services 
Chief Legal Counsel 

Jobs Queensland  
Board 

Queensland Small 
Business 

Commissioner 

Reporting arrangements 

Reports administratively 
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Executive management 
As at 30 June 2021, the following leaders comprised the Executive Leadership Team 
and Board of Management of the department.

 

Director-General – Warwick Agnew 

 Master of Applied Finance 
 Master of Social Science 

(Economics) 
 Bachelor of Economics  
 

Warwick Agnew was appointed as 
Director-General of the department in 
November 2020. Prior to joining the 
department, Warwick held the position 
of Director-General, Local Government, 
Racing and Multicultural Affairs, and he 
has direct experience in social and 
economic policy issues facing all areas 
of Queensland. 

Throughout his career, Warwick has 
led social and economic infrastructure 
projects, economic analysis and policy, 
legislative reform, financial and 
commercial procurement, and 
corporate finance advisory services. 

Warwick’s private sector experience 
includes commercial project 
development and senior advisory roles 
for global companies servicing the 
resources, energy, industrial, 
infrastructure, property and defence 
sectors. He has also served on key 
government boards including 
Queensland Treasury Corporation 
Capital Markets Board, the Long-Term 
Asset Allocation Board and the 
Queensland Rural and Industry 
Development Authority.  

 

 
 

 

 

 

 

Deputy Director-General – 
Investment, Steven Koch 

 Bachelor of Economics 
 Bachelor of Business Management 
 

Steven Koch has over 20 years’ 
experience in designing and delivering 
economic development programs and 
initiatives for government, and is 
passionate about the economic and 
social outcomes that these initiatives 
deliver, particularly the life-changing 
impact for individuals. 

He has a strong background in VET, 
employment and small business, 
having held executive roles in 
departments responsible for these 
sectors over the past eight years. 

In Steven’s current role, he leads the 
development of training infrastructure 
strategy and delivery, as well as 
program design and delivery for the 
department’s suite of employment, 
small business and training programs. 
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Deputy Director-General – 
Engagement, Maryanne Kelly 

 Bachelor of Commerce 
 Master of Social Planning and 

Development 
 Graduate Diploma of Business with 

a major in accounting 

Maryanne Kelly joined the department 
in January 2020 to lead the 
Engagement division. In this role, 
Maryanne leads the department’s 
engagement and communication 
approaches with industry, peak bodies, 
small businesses and students, as well 
as overseeing regional service delivery, 
the regulation of Queensland’s 
apprenticeship and traineeship system, 
and secretariat support for the Jobs 
Queensland Board. 

Maryanne has more than 20 years’ 
experience in leadership roles across 
the Queensland Public Service, 
Commonwealth Public Service and the 
United Kingdom Civil Service. 
Previously, Maryanne was Acting 
Deputy Under Treasurer, Agency 
Performance, Queensland Treasury 
from December 2017. Maryanne has 
experience in strategy, engagement 
and leadership. 

 

Deputy Director-General – Strategy, 
Rebecca Atkinson 

Rebecca Atkinson joined the 
department in November 2020 to lead 
the Strategy division. In this role, 
Rebecca is shaping evidenced-based 
strategic policies supporting 
employment growth, small business 
and increased economic readiness 
though skills and training, as well as 
overseeing data and analytics and 
facilitating employment and training 
pathways for emerging industries. 

Rebecca has 10 years’ experience in 
leadership roles across the 
Queensland Public Service and local 
government, including Acting Deputy 
Director-General of Arts Queensland, 
and Deputy Director-General, Strategy, 
Racing and Multicultural Affairs. 

Rebecca holds credentials from the 
Australian Institute of Company 
Directors and has non-executive 
director experience. 

 

Head of Corporate – Rhiannan 
Howell 

 Executive Master in Public 
Administration 

Rhiannan Howell joined the department 
at its formation as the Chief Human 
Resources Officer in late 2017. In June 
2021, Rhiannan was appointed as the 
Head of Corporate for the department’s 
Corporate Services division, leading 
the functions of financial management, 
procurement, human resources, 
information and communication 
technology, legal services, and strategy 
and governance. Prior to this, 
Rhiannan was acting in the role. 

Rhiannan has a diverse background 
across the public and private sectors in 
a number of service delivery and 
corporate service roles. Prior to joining 
the department, Rhiannan was the 
Director Workforce Strategy in the 
Department of Science, Information 
Technology and Innovation. 
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Governance and accountability 
Governance framework 
The department’s governance arrangements are shown below. 

     

Limited Life 
Programs 

Information 
Steering 

Committee 

Training 
Infrastructure 

Investment 
Committee 

Agency 
Consultative 
Committee 

Jobs Queensland Board 

Minister  
For Employment and Small 

Business and Minister for Training 
and Skills Development 

Internal Audit 
Queensland Small 

Business Commissioner 

Director-General 

Finance and 
Procurement 

reporting 
Risk Management 

reporting 

People and Safety 
reporting 

Performance 
reporting 

TAFE Queensland Board 

Queensland Training 
Ombudsman 

Work Health 
and Safety 
Committee 

Board of Management 
(BOM) 

Committees 

BOM Terms of Reference 

Audit and Risk 
Committee 

Reporting arrangements 
Reports administratively 
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Board of Management 
The role of the Board of Management 
is to: 

 use analytics and insights to drive 
the department to provide engaging 
and relevant community programs 
to meet the department’s vision 

 assess whole-of-government 
priorities for department 
implications relating to policy and 
resourcing 

 provide a forum for decision-making 
on key strategic and operational 
issues including: 
­ monitoring performance and 

reporting requirements for 
department targets 

­ reviewing risk treatment 
strategies and actions, and 
providing continual monitoring 
of the risk appetite for the 
department 

­ managing departmental audit 
recommendations and 
subsequent implementation 
actions to ensure a robust, 
compliant department. 

Membership 

Chair  Director-General 
Members  Deputy Director-General 

Investment 
 Deputy Director-General 

Engagement 
 Deputy Director-General 

Strategy 
 Head of Corporate 

Observers  Director, Office of the 
Director-General 

 Secretariat 

Audit and Risk 
Committee 
The Audit and Risk Committee (ARC) 
is appointed by the Director-General 
and plays an important role in providing 
independent oversight of the 
department’s governance, risk 
management, financial reporting 
process and internal control. 

The ARC operates under an ARC 
Charter (the Charter) in accordance 
with the Financial and Performance 
Management Standard 2019 and is 
directly responsible to the Director-
General. In discharging its 
responsibilities, the ARC has the 
authority to: 

 conduct or authorise investigations 
into matters within its scope of 
responsibility 

 access information, records and 
personnel of DESBT for such 
purpose 

 request the attendance of any 
employee, including executive staff, 
at committee meetings 

 conduct meetings with the DESBT 
internal auditors and external 
auditors, as necessary 

 seek advice from external parties, 
as necessary. 

The annual review of the Charter was 
endorsed by the ARC at the meeting 
held in March 2021 and approved by 
the Director-General in April 2021. The 
ARC met six times during 2020–21. 

The role and functions of the ARC are 
to: 

 assist the Director-General as the 
accountable officer to meet 
responsibilities under the Financial 
Accountability Act 2009, the 
Financial and Performance 
Management Standard 2019 and 
other prescribed requirements 
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 provide independent assurance and 
assistance to the Director-General 
on: 
­ the risk, control and compliance 

frameworks 
­ the department’s external 

accountability responsibilities as 
prescribed in the relevant 
legislation and standards 

­ the department’s integrity 
framework 

 review the implementation of 
external audit recommendations 
accepted by management. 

The functions of the ARC do not 
replace or replicate: 

 established management 
responsibilities and delegations 

 the responsibilities of other 
executive management groups 
within the department  

 the reporting lines and 
responsibilities of either internal 
audit or external audit functions. 

Responsibilities 
The ARC carries out a range of duties 
and responsibilities to maintain 
oversight of key financial, risk and 
performance management activities for 
our department including: 

 financial statements—reviewing the 
appropriateness of our accounting 
policies, significant assumptions 
and critical judgements made by 
management, reviewing the 
appropriateness of disclosures in 
our financial statements and 
analysing our financial performance 

 integrity oversight and misconduct 
prevention—monitoring misconduct 
trends and prevention approaches 
and addressing any gaps in dealing 
with integrity issues in relation to 
misconduct. Monitoring the 
compliance of the department with 
relevant integrity legislation and 
whole-of-government policies, 
principles and guidelines  

 risk management—reviewing the 
effectiveness of our risk 
management framework, and 
processes for identifying, 
monitoring, escalating and 
managing significant business risks 

 internal control—reviewing, through 
the internal and external audit 
functions, the adequacy of our 
internal control structure and 
systems, including information 
technology security and control 

 performance management—
reviewing compliance with the 
relevant legislative and whole-of-
government performance 
management and reporting 
requirements and identifying 
appropriate use of performance 
information 

 internal and external audit—
reviewing and endorsing our 
Internal Audit Plan and consulting 
with External Audit on our proposed 
audit strategy and reviewing 
findings and recommendations from 
audit activity accepted by 
management. Where issues remain 
unresolved, ensuring that 
satisfactory progress is made to 
mitigate the risk associated with 
audit findings. 

Achievement highlights  
2020–21 
 Chaired by an external member, 

with additional representation from 
an external public sector agency. 

 Reviewed and endorsed the 
financial statements for 2019–20 
and noted the Chief Finance Officer 
statement of assurance for  
2019–20. 

 Reviewed the 2020–21 Internal 
Audit Plan, with oversight of review 
outcomes. 
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 Reviewed and endorsed the  
2021–22 Internal Audit Plan in May 
2021. 

 Endorsed the implementation of the 
International Standard 18:2018 
Information Security Annual Return 
and the International Standard 
18:2018 Information Security 
Attestation Letter for financial year 
2019–20. 

 Reviewed and endorsed the 
updated ARC Charter in March 
2021. 

 Reviewed and endorsed the 
updated Internal Audit Charter in 
May 2021. 

 

 

 
 
 

ARC membership 
Members, including the Chair, are appointed by the Director-General and are as 
follows. 

Name Position Committee role Membership period 

Karen Prentis Consultant External Chair July 2020 – June 2021 

Steven Koch  
Deputy Director-
General, Investment 

Member, 
departmental 

July 2020 – June 2021 

Maryanne Kelly 
Deputy Director-
General, Engagement 
 

Member, 
departmental  

July 2020 – June 2021 

Rebecca 
Atkinson 

Deputy Director-
General, Strategy 

Member, 
departmental 

November 2020 – June 
2021 

Peter McKay  
Deputy Director-
General, Strategy 

Member, 
departmental 

July 2020 – November 
2020 

Debbie Brooks 
Chief Finance Officer, 
Queensland Treasury 

Member, public 
sector external 

July 2020 – June 2021 

As an independent and external member of the committee, Karen Prentis received 
$8250 in 2020–21 to prepare for and attend meetings. This amount was less than 
previous years as only three of the four quarterly invoices were paid during 2020–21. 
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Risk management 
The department’s Risk Management 
function works with business areas to 
identify any relevant risk mitigation 
strategies for implementation by the 
respective business areas. 

The department has a two-tiered 
structure of risk registers to ensure that 
all risks are reviewed, escalated, 
managed and reported at an 
appropriate level within the 
organisation, including reporting 
escalated risks quarterly to the DESBT 
Board of Management. 

The strategic risk register managed by 
the Executive Leadership Team is a 
key input into the department’s annual 
planning cycle. 

During 2020–21, in strengthening 
internal controls, the department 
appointed a Fraud Control Officer, who 
oversees the coordinated 
implementation of the department’s 
Fraud and Corruption Control 
Framework. 

Internal Audit 
The Internal Audit function reports 
administratively to the DESBT Director-
General and functionally for operations 
to the ARC through the Chair, with 
direct access to both if necessary. 

The Internal Audit function operates in 
line with the ARC Charter and Internal 
Audit Charter, as well as relevant audit 
and ethical standards. The function is 
outsourced to 
PricewaterhouseCoopers. 

The Charter is reviewed on an annual 
basis and is endorsed by the ARC. 

Role and functions 
Internal Audit has a primary 
responsibility to advise on governance, 
risk management and control issues 
and is required to report risks that are 
inadequately addressed and  
non-effective control processes to 
management and the ARC.  

Internal Audit provides an independent 
and objective assurance and advisory 
service to: 
 provide assurance to the 

department’s Director-General and 
the ARC that the department’s 
financial and operational controls 
are operating in an efficient, 
effective, economical and ethical 
manner 

 assist management in improving 
the entity’s business performance 

 ensure audits are performed in 
accordance with accepted 
professional standards and 
practices and by qualified, 
competent and skilled persons 

 prepare the risk-based Internal 
Audit Plan and its scope, and report 
progress in implementing the audit 
work plan 

 report to ARC any significant 
changes to the Internal Audit Plan, 
including any difficulties or 
restrictions on scope of activities, or 
significant concerns 

 work cooperatively with other 
agencies’ or service providers’ 
Internal Audit units to ensure 
coverage of key risks, and that 
there is appropriate coordination 
with the External Auditor 

 review and monitor management’s 
response to Internal Audit findings 
and recommended actions 

 review the implementation of 
agreed management actions and 
where issues remain unresolved, 
ensure that satisfactory progress is 
being made to mitigate the risk 
associated with Internal Audit’s 
findings. 
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Internal Audit Plan 
Internal Audit’s scope of work is based 
on an annual audit plan endorsed by 
the ARC. This encompasses the review 
of all financial and non-financial policies 
and operations, including evaluating 
the adequacy and effectiveness of the 
department’s governance, risk 
management process, system of 
internal control structure and quality of 
performance in carrying out assigned 
responsibilities to achieve the 
department’s stated objectives. The 
2021–22 Internal Audit Plan was 
endorsed in May 2021. 

Achievement highlights  
2020–21 
 Completed five Internal Audit 

reviews scheduled for the period. 
 Monitored and reported on the 

status of the Internal Audit Plan and 
internal audit reports at each ARC 
meeting. 

 Followed up and reported on the 
progress of management actions at 
each meeting, including open and 
overdue actions. 

 Developed the 2021–22 Internal 
Audit Plan, including the update of 
the three-year Internal Audit plan. 

 Provided management with an 
annual assessment of the maturity 
of internal controls for the period 
against the Commission of 
Sponsoring Organisations of the 
Treadway Commission internal 
control framework. 

Building a human  
rights-centred culture 
For 2020–21, the department received 
34 customer complaints and 21 
employee complaints, with none being 
human rights complaints, or complaints 
that were later assessed as involving 
human rights, from either external 
customers or internal employees. 

Complaints management 
The department provides a complaints 
management system, in accordance 
with Section 219A of the Public Service 
Act 2008, allowing people the 
opportunity to voice their satisfaction or 
dissatisfaction with our services. By  
30 September each year, the 
department publishes the following 
information on its website: the number 
of customer complaints received, those 
resulting in further action, and those 
complaints that resulted in no further 
action. This information can be found at 
desbt.qld.gov.au/about-us/reports 

All complaints are assessed to 
determine the validity of the allegations 
raised and follow a documented 
process by departmental employees. 

Building on past foundational actions, 
the department continued to be 
committed to respecting, protecting and 
promoting human rights in our  
decision-making and actions. 

Actions taken to continue 
implementing the objects of 
the Human Rights Act 2019 
(Qld) 
In supporting implementation of the 
objects of the Human Rights Act 2019 
(the Act), the department undertook a 
range of measures to ensure: 

 employees continued to act and 
make decisions compatibly with 
human rights 

 our clients and stakeholders were 
made aware of our commitment to 
protecting their human rights. 
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Policy and legislation 
 Reviewed the following for human 

rights compatibility and, where 
relevant, included details about the 
Act: 
­ legislation and subordinate 

legislation 
­ corporate policies and 

procedures 
­ internal divisional policies, 

procedures and practices. 
 Ensured portfolio statutory bodies 

were aware of their obligations. 
 Ensured human rights are central to 

the development of policy and 
legislation. 

Communicating with our clients and 
stakeholders 
 Provided information about the Act 

and compliance to: 
­ Skills Assure providers (formerly 

known as pre-qualified 
suppliers) via the Contract 
Connector newsletters 

­ SQW stakeholders via the SQW 
Alert. 

 Embedded the Act into all SQW 
services agreements. 

Communicating with our employees 
 Raised awareness about human 

rights through including articles 
about the Act, communicating the 
availability of human rights 
resources in the internal 
employees’ newsletter and on the 
intranet, and circulating the Human 
Rights Newsletter. 

 Presented information sessions to 
departmental and ministerial office 
staff. 

 Ensured the mandatory online 
training module was available and 
completed by employees, including 
new employees as part of the 
induction process—more than 540 
employees completed the training. 

 Maintained a dedicated human 
rights intranet page. 

Our decision-making, planning and 
reporting 
 Ensured any potential human rights 

complaints were managed through 
effective and accountable internal 
processes. 

 Incorporated a commitment 
statement to human rights in the 
next cycle of the department’s 
strategic and business plans. 

 Included human rights obligations in 
relevant contracts and procurement 
processes. 

 Ensured human rights compatibility 
was considered as part of  
decision-making in every executive 
briefing note. 

 Recorded actions and outcomes 
related to reporting obligations 
under Section 97 of the Act and 
participated in the bi-annual Human 
Rights Commission’s 
Interdepartmental Committee 
meetings. 

Protecting human rights during the 
ongoing COVID-19 pandemic 
The department continued to provide 
new and existing programs and 
services connecting small businesses 
and individuals to skills, training and 
employment opportunities for 
Queenslanders, consistent with the 
human rights of Queenslanders. This 
included having access on general 
terms of equality to the public services 
provided, putting people first in our 
actions, decisions, interactions, policy 
development and planning, and making 
decisions and applying eligibility criteria 
with respect to and protecting human 
rights. 

Departmental services were delivered 
online and over the phone using online 
video meetings when required, 
providing accessible online information, 
regular e-newsletters and customer 
assistance through our Customer 
Centre, including delivery to people 
from vulnerable groups. 
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A suite of online free training was made 
available to support individuals, 
including vulnerable groups and those 
unemployed seeking to upskill, to 
improve employment prospects. Online 
free training was also made available to 
small businesses impacted by COVID-
19. The department made every effort 
to ensure people from vulnerable 
groups could continue to access 
services consistent with the right of 
every person to enjoy their human 
rights without discrimination. 

 

The department 
made every effort 
to ensure people 
from vulnerable 
groups could 
continue to access 
services consistent 
with the right of 
every person to 
enjoy their human 
rights without 
discrimination. 

External scrutiny 
The department is subject to external 
review. The following reports applicable 
to the department were tabled by the 
Queensland Auditor-General in 
Parliament during 2020–21: 

 Report: Effectiveness of audit 
committees in state government 
entities (Report 2: 2020–21) 

 Report: Queensland Government 
response to COVID-19 (Report 3: 
2020–21) 

 Report: State Entities 2020 (Report 
13: 2020–21) 

 Report: State Finances: 2020–21 
(Report 15: 2020–21) 

 Report: Education 2020 (Report 18: 
2020–21). 

For more information, refer to either: 

 the Queensland Audit Office 
website at qao.qld.gov.au/reports-
resources/reports-parliament 

 the Queensland Parliament website 
at parliament.qld.gov.au 

For information about the reviews 
conducted by the Queensland Training 
Ombudsman during 2020–21 involving 
the department, refer to the 
Queensland Training Ombudsman’s 
website 
trainingombudsman.qld.gov.au 

Records governance and 
systems 
Our department is committed to 
meeting its recordkeeping requirements 
under the: 

 Public Records Act 2002 (Qld) 
 Financial and Performance 

Management Standard 2019 
 Queensland Government 

Enterprise Architecture 
 Records Governance Policy 
 whole-of-government information 

standards. 

The department implements 
appropriate strategies, processes, 
applications and tools to ensure 
records of business activities are made 
and kept for as long as required, in 
accordance with the approved records 
retention and disposal schedules. 

Information security 
During the mandatory annual 
information security reporting process, 
the department worked towards 
attestation for the Queensland 
Government Chief Information Security 
Officer. Appropriate assurance activities 
had been undertaken to inform the 
process and the department’s 
information security risk position. 
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Communicating roles and 
responsibilities 
As a commitment to good records 
governance and practices, the 
department: 

 delivered mandatory online 
employee training in information 
security and information privacy to 
increase employee awareness of 
their role in good information 
security practices and 
responsibilities, with annual 
refresher training for all employees 

 maintained published policies and 
guidelines accessible by all 
employees 

 promoted Privacy Awareness Week 
to reinforce privacy rights, and 
employees’ responsibilities and 
protection of information 

 communicated how to manage 
personal information securely in an 
emergency, such as during natural 
disaster situations, to help keep 
communities safe and maintain 
privacy. 

Improvements 
During 2020–21, several improvement 
milestones were delivered in changing 
the way we manage information in the 
department. Highlights included: 

 increasing adoption of SharePoint 
as a collaborative document 
sharing system 

 introducing ICT policies to support 
strengthened frameworks for ICT 
and information management 

 commencing scoping the 
department-wide record-keeping 
strategy to support collaborative, 
accurate and effective  
record-keeping. 

Managing digital records and 
systems 
The department purchases 
transactional processing services from 
Queensland Shared Services and uses 
whole-of-government systems for 
finance and human resource 
management services. 

As part of the department’s information 
vision, with an emphasis on working 
digitally in an integrated way, several 
key milestones were achieved in  
2020–21, including: 

 greater use of SharePoint as a 
central communication platform 
within the department and 
managing digital records 

 adoption of a Ministerial and 
Executive Correspondence System, 
providing a streamlined document 
workflow management system 

 implementing improvements in 
cybersecurity protection of digital 
records and systems 

 phasing out the use of Skype 
Instant Messaging and migrating to 
Microsoft Teams as a messaging 
and videoconferencing service 

 migrating some human resources 
and finance portable document 
format (PDF) forms in November 
2020 to the Queensland Shared 
Services, Service Now portal 

 advising employees how to manage 
phishing scams, including the 
rollout of message reporting for 
suspicious emails 

 informing employees about good 
records storage practices and how 
to store physical files and records 
securely. 
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Other whole-of-
government 
plans/specific initiatives 
Queensland Government 
During 2020–21, the department was 
responsible for leading the following 
whole-of-government programs and 
initiatives:  

 Back to Work program supporting 
eligible employers and jobseekers 

 SQW initiative, supporting 
Queenslanders back into work 

 Queensland Apprenticeship and 
Traineeship system 

 developing the new Big Plans for 
Small Business strategy 

 Business Queensland website, 
communicating government 
business services online 

 Skills for Queensland: Great 
training for quality jobs strategy 

 Queensland Social Enterprise 
Strategy. 

Further information about these is 
contained within this report. 

The department also supported the 
following whole-of-government plans 
and initiatives: 

 State Disaster Management Plan 
 Advance Queensland 

Manufacturing Strategy. 

National agreements and 
reform initiatives 
Queensland continues to be a leader in 
the national VET system, having the 
highest proportion of students 
completing VET qualifications. 

During 2020–21, the department 
continued to lead the Queensland 
Government management of the 
National Agreement for Skills and 
Workforce Development. The 
department continued to support 
training programs to meet the objective 
of the agreement, which is to achieve a 
VET system that delivers a more 
productive and highly skilled workforce, 
enabling all working age Australians to 
participate effectively in the labour 
market and contribute to Australia’s 
economic future. 

During 2020–21, the department 
continued to implement the 
Queensland Business Launchpad and 
VET Support Program projects as part 
of the Small Business Regulatory 
Reform Project Agreement between the 
Australian and Queensland 
governments. Work progressed during 
2020–21 included:  

 streamlining the start-up and 
compliance pathway for small 
business in Queensland 

 delivering the first major milestone 
of the Queensland Business 
Launchpad project to make it easier 
for businesses in the food and 
beverage and residential 
construction industries to transact 
with government, initially offered to 
businesses in Logan and 
Townsville 

 improving the way businesses 
access training and apprenticeship 
services as part of the VET Support 
Program 

 commencing the expansion of 
Queensland Business Launchpad 
to enhance functionality and extend 
reach to the majority of Queensland 
regions. 
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JobTrainer Fund 
During 2020–21, the department 
worked with the Australian Government 
to implement the national JobTrainer 
Fund program across Queensland. 
JobTrainer is a joint Australian and 
state and territory government initiative. 

The Australian and Queensland 
governments are investing $200 million 
to deliver additional training places in 
short courses, certificate and diploma 
level qualifications to Queensland 
jobseekers, school-leavers and young 
people. 

Fee-free training is available for a 
range of short courses and certificates 
with low-fee training (no more than 
$400) available for higher level 
qualifications. These training places are 
providing skills needed to find work,  
re-enter the labour market or explore 
new work opportunities as 
Queensland’s economy recovers from 
the impacts of COVID-19. 

As at 30 June 2021, there have been 
over 43,000 enrolments in certificate 
and diploma level qualifications and 
short courses in Queensland. 

 

As at 30 June 2021, 
there had been 
over 43,000 
enrolments in 
certificate and 
diploma level 
qualifications and 
short courses in 
Queensland. 

Infection Control Training 
Fund 
The Infection Control Training Fund is a 
joint initiative of Australian and state 
and territory governments to support 
take up of infection prevention and 
control training in customer-facing 
businesses to keep people safe from 
COVID-19 and support Australia’s 
economic recovery. 

To help minimise the risk of spreading 
COVID-19 as Australia moves towards 
rebuilding businesses, the workforce 
and a stronger economy, the 
department is supporting the delivery of 
training at no cost to existing 
Queensland employees in health, retail, 
food handling, transport and logistics, 
and other industry areas where 
infection control training is beneficial for 
employees. 

 

…the department is 
supporting the 
delivery of training 
at no cost to 
existing Queensland 
employees in health, 
retail, food handling, 
transport and 
logistics, and other 
industry areas 
where infection 
control training is 
beneficial for 
employees. 

 
The Australian and Queensland 
governments are jointly investing 
approximately $8 million each in this 
initiative. Between March 2020, when 
the program commenced, and May 
2021 (the last report for 2020–21), 
there had been approximately 21,000 
enrolments in infection control skills 
sets. 

In 2020–21, the department also 
contributed to: 

 National Indigenous Reform 
Agreement (Closing the Gap) 

 National Disability Strategy 
 Bilateral Agreement between the 

Commonwealth and Queensland on 
the National Disability Insurance 
Scheme.
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Our people, delivering services
Essential to our department delivering 
government commitments and services 
to Queenslanders are the department’s 
dedicated employees, who make a 
difference in people’s learning, careers 
and working lives. 

Supporting flexible 
working arrangements 
COVID-19 presented unique 
challenges and opportunities over the 
year, which our employees and 
management navigated by adapting to 
different ways of working and 
managing hybrid teams. 

In July 2020, as part of the 
government’s road map to easing 
restrictions, the department 
implemented a staged return of 
employees to the workplace after they 
had been working remotely and 
adopting different patterns of work. 
Towards the end of 2020, employees 
returning to the workplace increased, 
with flexible work agreements in place 
enabling employees to balance work 
and home life commitments, while 
ensuring operational requirements 
were met. 

Flexible working arrangements are 
applied through the department’s 
Flexible Work policy and procedures, 
including flexible working hours, leave 
arrangements, part-time work and job 
sharing. 

Maintaining service 
delivery while navigating 
COVID-19 
During 2020–21, the department’s 
Rapid Response Group was activated 
when needed to ensure ongoing 
business continuity of service delivery 
for our customers, partners, 
stakeholders and employees. 

The Rapid Response Group includes 
leaders from across the department 
who play key roles in coordinating and 
facilitating critical business functions. 
This also includes information-sharing 
actions across the department, and 
with other government agencies, our 
customers and stakeholders. 

Our ethics and employee 
relations framework 
Our ethical values underpin our 
workplace culture and management of 
employees. During 2020–21, the 
department continued its commitment 
to high behavioural standards and 
supported employees to do the right 
thing through educational training and 
administrative policies and practices. 

The department continued its 
commitment to transparency and 
accountability, by complying with the 
public sector ethics principles set out in 
the Public Sector Ethics Act 1994. 
Employees completed online, annual 
refresher training in the Code of 
Conduct for the Queensland Public 
Service, and Fraud and Corruption. 
Employees who hold procurement and 
financial delegations also completed 
annual refresher training.  

The department is committed to 
supporting ethical decision-making and 
has a policy and procedure to support 
the reporting of wrongdoing, including 
making public interest disclosures. 

The Industrial Relations Act 2016, the 
Public Service Act 2008 and the 
following instruments comprise our 
employee relations framework: 

 Queensland Public Service Officers 
and Other Employees Award – 
State 2015 

 State Government Entities Certified 
Agreement 2019. 
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During 2020–21, the department 
actively consulted with the Together 
Union through the agency consultative 
committee regarding employee and 
industrial relations matters, including 
flexible workplace arrangements and 
workplace change. 

Maintaining employee 
wellbeing 
The Queensland Government has 
formal support options in place for 
employees who are experiencing 
domestic and family violence. The 
department is committed to providing a 
positive, ethical and healthy workplace, 
and recognises that employees may 
face difficult situations in their work and 
personal life, such as domestic 
violence. 

In May 2021, supporting Domestic and 
Family Violence Prevention Month, the 
Director-General and the Executive 
Leadership Team released their 
commitment statement supporting any 
employee experiencing domestic and 
family violence. In June 2021, the 
department received White Ribbon  
re-accreditation. 

During 2020–21, employee wellbeing 
was actively promoted and encouraged 
through a range of activities, including: 

 adding COVID-Safe Workplaces 
training for all departmental 
employees to the employee 
induction process 

 continuing to support free flu 
vaccinations for employees 

 appointing and training a Mental 
Health Support Officers Network, 
which provides a comprehensive 
approach to mental health and 
wellbeing to help employees 
experiencing mental health issues 

 building awareness and support of 
a diverse organisation through 
celebrating and promoting annual 
recognition events including 
National Aborigines and Islanders 
Day Observance Committee 
(NAIDOC) Week, Disability Action 
Week, Harmony Week, White 
Ribbon Day and International 
Women’s Day 

 providing information resources 
assisting employees with 
ergonomics to suit individual needs 
in the workplace 

 implementing rehabilitation and 
return to work policy and 
procedures 

 promoting an external employee 
assistance service that provides 
free, professional and confidential 
counselling services to assist 
employees and immediate family 
members through both personal 
and work-related problems 

 providing an Aboriginal and Torres 
Strait Islander employee support 
line via our employee assistance 
provider, Benestar 

 supporting two employees through 
the Recover @ Work program and 
assisting other agencies with return 
to work placements for injured 
workers. 

Workforce profile 
In 2020–21, the department had: 

 536.29 full-time equivalent 
employees as per the Minimum 
Obligatory Human Resource 
Information full-time equivalent data 
for the fortnight ending 18 June 
2021 (the last full pay period for 
2020–21) 

 a permanent separation rate of  
5.79 per cent 

 no redundancy, early retirement or 
retrenchment packages paid during 
the period. 
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Valuing inclusion and diversity in our workplace 

Diversity groups 
Actual as at 
June 2021 1, 2 

As a 
percentage of 

total 
workforce 
June 2021 

Percentage 
compared to 

2019–20 

Aboriginal and Torres Strait 
Islander peoples 

13 2.28%  
down by 
0.34% 

People with disability 18 3.16%  up by 0.05% 

People from non-English 
speaking background 

39 6.84%  
down by 
0.03% 

Women in the workforce 435 72.12%  same 

 

Status legend: 
Improved from 
2019–20  

Not improved 
from 2019–20  

Same as 
2019–20  

 

Notes: 
1. Data is based on Minimum Obligatory Human Resource Information full-time 

equivalents for the fortnight ending 18 June 2021 (the last full pay period for  
2020–21). 

2. Employees can self-identify with multiple diversity groups. 

 

Diversity groups 
Headcount 
actuals as at  
June 2021 

As a 
percentage of 
the relevant 

classification 
group 

June 2021 

Percentage compared 
to 2019–20 

Women in all senior leadership 
roles (SO, SES, CEO) 

30 51.93%  up by 0.26% 

Women in leadership roles 
(AO6, AO7, AO8, PO5, PO6 
and equivalent) 

179 88.17%  up by 24.33% 

 

Status legend: 
Improved from 2019–20 
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Strengthening our 
workplace culture 
Strategic workforce planning 
During 2020–21, the department 
continued to implement effective 
human resources policies and practices 
and progressed the following workforce 
planning initiatives to attract, recruit 
and retain an inclusive, diverse and 
capable workforce. Key achievements 
included: 

 issued the revised DESBT Disability 
Service Plan 2020–21, ensuring 
people with disability have access 
to the same departmental services, 
information and facilities that are 
available to the broader community. 
This plan details the actions being 
undertaken to improve this access, 
including: 
­ supporting Queenslanders from 

diverse backgrounds to access 
VET, supporting Skills Assure 
suppliers with embedding the 
Inclusive Learning: A Way 
Forward framework by 
conducting scheduled audits 

­ ensuring our policies and 
programs reflect the needs and 
interests of people with disability 
and their carers 

­ promoting assistive technology 
that can support the 
participation of people with 
disability in VET 

­ promoting and creating 
opportunities for employees to 
participate in Disability Action 
Week activities 

 continued to implement the Cultural 
Capability Action Plan 2019–2023 
as part of the Queensland 
Government Cultural Capability 
Framework. Cultural capability 
involves acquiring knowledge about 
the culture of individuals and 
groups of people, and integrating 
that knowledge into our standards, 
practices and attitudes. 

This plan is about increasing our 
understanding of the historical and 
contemporary issues relating to 
Aboriginal and Torres Strait Islander 
peoples and engaging with them in a 
sustained, respectful and participatory 
manner when developing policies, 
programs and services. 

Managing high performance 
High standards of performance and 
clear behavioural expectations are 
aligned to the Queensland Public 
Service values and are communicated 
to all employees through our policies, 
procedures and online mandatory 
training. During 2020–21, employee 
performance continued to be managed 
through annual performance and 
development plans as part of the 
Queensland Public Service 
Commission’s Conduct and 
Performance Excellence service. 

In supporting a high-performance 
culture, onboarding new employees 
through the induction process provides 
our new employees and those 
transferring between teams the 
information they require to transition 
into a new work environment and new 
role as quickly as possible. Prior to 
commencement, managers are 
provided with a new starter checklist 
and information to implement 
reasonable workplace adjustments 
where required, to assist employees 
with disability and support an inclusive 
and diverse workplace. 

We measured our collective 
performance and employee 
engagement through the Public Service 
Commission’s annual Working for 
Queensland employee opinion survey. 
The September 2020 results showed 
that, as a department, we maintained a 
similar high response rate compared to 
2019, at 86 per cent. This is 43 per 
cent higher than the overall 
Queensland Public Sector response 
rate of 43 per cent. 
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The department’s survey results overall 
were positive, showing there were 
improvements compared to previous 
years in the question sections about 
agency engagement, job 
empowerment, my work group, my 
manager, anti-discrimination and 
innovation. 

Encouraging learning and 
preparing for the future of 
work 
During 2020–21, employees were 
actively supported and assisted with 
continued learning and development as 
part of annual performance and 
development planning. The MyCareer 
learning management system provided 
online mandatory training for 
departmental employees to keep 
currency of knowledge and remain 
informed of developments. 

The Senior Leadership Team met 
fortnightly during the COVID-19 
pandemic response. This increased 
cross-departmental communication and 
collaboration. In 2020–21, the Senior 
Leadership Team was involved in the 
major review and development of the 
department’s strategic plan. 

Other activities undertaken to invest in 
the capability of leaders was rolling-out 
Challenge DV training in Domestic and 
Family Violence and Masterclasses in 
Writing workshops. 

In order to further prepare and position 
the department for the future of work, 
the following activities were 
undertaken:  

 continued to develop our workforce 
data analysis to understand trends 
and workforce issues in supporting 
workforce planning 

 continued to participate in the 
Strategic Workforce Council and 
associated work in the reviewed 
Strategic Roadmap for Queensland 
Public Service 

 continued our Senior Leadership 
Network as a forum for 
departmental senior officers to 
share knowledge and innovative 
practices and harness 
contemporary perspectives. 

Supporting our communities 
During 2020–21, there were several 
occasions the department sought 
employee volunteers to participate in 
community recovery activities, 
including: 

 COVID-19 contract tracing 
 assisting communities impacted by 

natural disasters, including drought, 
flooding, fires on Fraser Island and 
the cyclone events of Imogen, Kimi 
and Niran. 

Recognising employee 
excellence 
In October 2020, the department’s 
Small Business Recovery Centre in 
Townsville received a highly 
commended award in the Resilient 
Australia Awards which celebrates 
initiatives that build whole of community 
resilience to disasters and emergencies 
around Australia. 


