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 premier’s foreword

The Queensland Public Service is at the core of eff ective government. Through providing policy 
advice to government and delivering services to the community, the public service ensures that
the business of government runs effi  ciently and eff ectively. Public administration in Queensland 
has undergone radical change since its humble beginnings back in 1860, growing and evolving to
become a modern and professional workforce that leads the way on many fronts.

This inaugural report captures the views, achievements and challenges of the 140,000 public 
servants who are employed under the Public Service Act 2008, and the agencies which employ
them. It draws on the survey results from 40,000 survey respondents, who shared their 
experiences of working in the public service. 

While this inaugural report provides a valuable insight into the experiences of many of our 
employees, the next State of the Service employee survey will be broadened to include all 
Queensland Public Service staff , including police offi  cers, clinical health practitioners and
emergency services workers employed under other legislation. The survey will be undertaken as
a census, so everyone will have the chance to have their say. The results will provide a basis for 
further improvement and biennial surveys will allow us to track our progress over time. 

In March 2008, when introducing some major reforms in Parliament, I noted that the Queensland
public sector is the engine room of government, and that a modern, professional public service
focused on the needs of Queenslanders, and harnessing the energy and ideas of our best and 
brightest, is vital to the prosperity of our state. These statements refl ect my ongoing vision and 
determination to ensure that, in Queensland, our public service is at the forefront in meeting the 
demands of the 21st century.

The challenges we face today on a state, national and global level needs a public service 
that is fl exible, effi  cient and eff ective. Achieving the ambitions and targets set out in Toward 
Q2: Tomorrow’s Queensland requires a public service that is smart, innovative and worksd
constructively together to achieve the best for all Queenslanders. I am proud of the professional, 
hardworking employees that serve the government and the people of Queensland but at the 
same time I caution there is no room for complacency.

It is time now to refl ect on how far we have come. In order to continually improve we need a clear 
understanding of what is working well and what areas call for improvement. For this reason, I am
pleased to present Queensland’s inaugural State of the Service Report. This report and futuree
reports will capture our journey in making a strong and eff ective public service even better.n betterven bettvee

Anna Bligh MP
Premier of Queensland
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The State of the Service Report 2010 provides an insight into the Queensland 

Public Service (QPS), with a focus on agencies that employ staff  under the 

Public Service Act 2008 (PS Act). 

The report explores key aspects of the QPS approach to workforce and organisational 
management, including its achievements, areas for improvement and future directions. As the
fi rst report, it contains data which will act as a baseline for future reporting. Future State of the 
Service Reports will be published on a biennial basis and will also include information on the 
contribution of the public service and public servants to the achievement of relevant Toward Q2: 
Tomorrow’s Queensland (Toward Q2) targets.

• Areas of focus
The State of the Service Report 2010 focuses on six key areas: public sector reform, workforce
demographics, the QPS as an employer of choice, developing senior leaders, building workforce 
capability, and integrity and accountability. These areas broadly refl ect the role of the Public 
Service Commission (PSC) under section 46 of the PS Act, where the PSC’s main functions include
enhancing human resource management and capability, and promoting a culture of continuous 
improvement and organisational performance management across the QPS.

• Data sources
In preparing the State of the Service Report 2010, the PSC has drawn on a number of sources:

• workforce profi le data

• an agency survey

• an employee survey, and

• public sector publications and other research.

1

introduction



state of the service report 20102

The 2010 State of the Service employee survey captured staff  perceptions relating to job 
satisfaction, attraction and retention, learning and development, and leadership. A link to the 
online survey was emailed to approximately 130,000 employees from 38 agencies that have
staff  employed under the PS Act. The surveyed group included teachers and employees in 
policy, administrative and corporate support roles, but excluded those who are employed under 
diff erent legislation, such as doctors, nurses, police offi  cers and emergency workers. The survey
was conducted on behalf of the PSC by Queensland Treasury’s Offi  ce of Economic and Statistical
Research (OESR). A response rate of just over 30 per cent was achieved. The next survey, to be 
conducted in 2012, will be broadened to include all QPS staff , including those in health, policing
and emergency services employed under other legislation.

The employee survey was based on the survey instrument used in the Australian Public Service 
(APS) and was modifi ed with the permission of the Australian Public Service Commission (APSC) 
to refl ect the Queensland context. The PSC appreciates the willingness of the APSC to share their 
material with other jurisdictions and the spirit of cooperation that it fosters. 

The agency survey collected information from agencies about their workforce management 
approaches and future challenges. It was completed by QPS agencies with more than 20 
employees. More information on the methodology for both the employee and agency surveys is
included in Appendix 1.

The report also includes workforce data drawn from the Minimum Obligatory Human Resource 
Information (MOHRI) system, which is updated quarterly by agencies and is the central repository 
for human resource information in the QPS. While production deadlines for the 2010 report have 
required the use of 2008-09 MOHRI data, it is expected that the 2012 report will be published
towards the end of that year and will include workforce data up to and including 2011-12. This
will align the report with fi nancial year reporting and with State of the Service reporting in other 
jurisdictions.

The report also draws on a range of published QPS reports and general research on better 
practice approaches to workforce and organisational management.

• Finding the report
Key fi ndings from the State of the Service Report 2010 are reproduced in a summary brochure, 
the State of the Service 2010: A Snapshot. Both publications are available from the PSC website
at www.psc.qld.gov.au. Employee survey results will be published in a separate document.
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The State of the Service Report 2010 is a report about the QPS, its people and its performance.
The report identifi es the strengths and signifi cant achievements of the QPS, those areas where
improvement is needed and the challenges the service faces. It provides the benchmark for future 
analysis, monitoring and improvement that will position the QPS for the future. As the inaugural
report, it is the fi rst instalment in what I think will be a very important story.

The report comes at an exciting time in the reform journey of the QPS. Since March 2008, the QPS 
has undergone signifi cant reform. This has involved setting new strategic directions, streamlining 
the structures of government for improved effi  ciency and service delivery, and implementing new 
administrative systems and processes to drive public sector performance, and increase openness 
and accountability of government. 

Almost a year and a half on from major machinery of government changes, and with an exciting 
service delivery agenda in train, it is timely to refl ect on the QPS and the qualities it brings to its 
role in delivering this signifi cant reform agenda.

The State of the Service Report 2010 has been an ambitious exercise. While making use of a range
of data sources, the report has been assisted by the conduct of two surveys: a survey of agencies
and a survey of employees. The employee survey was a massive undertaking, with a census of 
130,000 public servants employed under the PS Act. With a response rate of just over 30 per cent, 
the 2010 State of the Service employee survey represents arguably the largest attempt to capture 
the views of Queensland public servants about their workplace and employment experiences. The
broadening of the next survey in 2012 will provide an even greater insight into the QPS workforce.

While some survey results identify challenges to be addressed, there are also many areas where 
employees can be justifi ably proud. With 96 per cent of employees prepared to make the extra 
eff ort to get a job done, and 70 per cent believing that their job gives them a feeling of personal 
accomplishment, it refl ects the professional and personal pride that employees invest in their 
jobs and the contribution they make to agency and community outcomes.

2

commission chief executive’s 
overview
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The report traverses a wide landscape, and for this fi rst one, a broad timeframe. The two surveys 
were conducted in the early part of 2010 and the report also relies on workforce data up to 2008-
09. In setting the initial scene, and the context within which the QPS works, the report sets out 
the key public sector reforms which have occurred since March 2008. It then examines the profi le 
of the QPS workforce, including important trends over time. In the main the report focuses on
four key areas: our credentials as an employer of choice, leadership within the QPS, building the
capability of the workforce, and integrity and accountability in the QPS.

• The workforce
The QPS employs over 230,000 people1, including 140,000 employed under the PS Act2. Much of 
the broader workforce is involved in the delivery of the very visible front line services in health,
policing and emergency services. However, those employed under the PS Act also provide front 
line services in a range of areas such as education, park management, housing, child safety, 
therapy, family support, youth work, residential care, and construction work.

This workforce serves a large, geographically dispersed and growing state. Queensland’s
population grew by 24 per cent, to over 4.4 million people, in the nine years to June 2009. During 
this time, the QPS has also increased in size to meet this population growth, with most of this
increase being in those agencies that provide front line service delivery. At the same time the 
proportion of QPS employees to the estimated resident population (ERP) has also increased 
marginally. This minor growth in the proportion of QPS employees to the ERP is understandable
given the growing and ageing Queensland population and the demand for public services that
results from these challenges.

The QPS is evolving to meet the needs of the community it serves and refl ect the changing
demographics and expectations of its workforce. The percentage of permanent employees has
remained stable over the past nine years, but there is a growing proportion of part-time workers.

Overall, there are positive trends in the diversity of our workforce. Almost two-thirds of QPS
permanent employees are female. Despite this growth over time, many women remain at the
lower and middle salary levels, and the majority of Senior Executive Service (SES) positions 
are still held by men. But there are positive moves on this front with increases in the number 
of women within the Administrative Offi  cer (AO) level seven to Senior Offi  cer (SO) range over 
the past nine years.3 This group includes the employees whose natural career progression is 
to management and senior leadership roles within the QPS. This upward trend in women’s 
representation, combined with the fact that the majority of university graduates are now 
women, should see an increasing number of women join the senior executive ranks in thewomen,omen, sshho
not too distant future.not too distant futot too d s

The number of Indigenous people employed across the Queensland Public Sector has more than he number of IndigenouThe numm ndigenoo
doubled over the nine year period. The continuation of this general upward trend is important, doubled over the nine year doubled the nine pp
as the Council of Australian Governments (COAG) has set Indigenous public sector employmentas the Council of Australian Gohe cil of A ian
targets for the states and territories. targets for the states and territoriergge r the s an torri

1 This equates to almost 196,000 full-time equivalent (FTE) staff .1 This equates to almost 196,000 full-time eq1 s equat o al 96,0 0 ful me eq

2  The 140,000 staff  equates to almost 120,000 FTE staff . While there are 140,000 staff  employed under the PS Act, only 2  The 140,000 staff  equates to almost 120,000 2 he 140 00 equ tes to almos
about 130,000 of these have work email addresses and could be surveyed for the purposes of this report.about 130,000 of these have work email addreabou 30, 0 of hese have 

3 QPS classifi cations and equivalent salary levels are set out in Appendix 2.3 QPS classifi cations and equivalent salary levels 3 Q S c sifi ccations an salary le
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At the same time the Queensland Government has made a strong commitment, through the
Premier’s signing of the Australian Employment Covenant, to increasing the representation of 
Indigenous employees in the Queensland Public Sector by off ering 2800 Indigenous employment 
opportunities by June 2013. The QPS will need to work hard and collaboratively to achieve this 
ambitious, yet highly desirable target.

A major challenge for the QPS, and one that is facing many organisations, is its ageing workforce.
Thirty-fi ve per cent of those QPS staff  who are employed under the PS Act are aged 50 years or 
older, and 64 per cent are aged 40 years or more. Further, the proportion of employees in the 50 
years and older group has risen over the nine year period from 24 per cent in 2000. What this 
means for the QPS is that as the general population ages, and the demand for services grows,
the QPS workforce is also ageing and many employees will retire. Our agencies need a range of 
innovative workforce strategies in place to plan for and address this signifi cant challenge. This
will require strategies that ensure that the corporate and operational knowledge of experienced
workers is not lost to the QPS, and we can continue to build and maintain a high-performing
workforce.

• The QPS as an employer of choice
To meet the many challenges in our current environment, it is important that the QPS recruits 
and retains the best and the brightest talent. To do this, we need to have the reputation as 
an employer of choice, and live up to that reputation. This is about attracting, engaging and 
retaining a skilled and motivated workforce that is capable of contributing to the achievement of 
government priorities, and business and community outcomes. The QPS is no diff erent to other 
organisations in this regard: we need to compete against a range of sectors for highly skilled 
people who are able to make informed choices about the kind of work they do, where they want 
to work, and under what conditions. They are in demand, and like many organisations, we want 
them to work for us.

This report explores the QPS’ potential as an employer of choice and examines the factors that 
infl uence attraction, engagement and retention. Each of these three steps is vital. Statistical
analysis undertaken by the PSC’s survey partners, OESR, identifi ed eight factors which contribute 
to employee engagement and, by extension, the QPS being seen as an employer of choice. These
eight factors are:

• day to day work

• immediate manager

• work group culture and practices

• professional development and progression

• work-life balance

• organisational culture and senior leaders

• remuneration, and

• performance feedback.

It is pleasing to fi nd that the State of the Service employee survey results indicated that there isyee survey results indicated that there issheretated ts iney re suroyo
a solid base upon which the QPS can build its credentials as an employer of choice. Employee ntials as an employer of choice. Employeeoyeeoce. Emf chloyeempas a
job satisfaction is high on key indicators such as having good working relationships, being able aving good working relationships, being able ableg a, beishipatiog relorkin
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to use their skills, having the opportunity to make a useful contribution to society, and seeing 
tangible results from their work. It is also worth noting that around 81 per cent of employees say 
that they enjoy the work in their current job and 84 per cent declare they are motivated to do the 
best possible work that they can. These are strong claims for any workforce.

One area where the QPS could be expected to be an employer of choice is in the emphasis it
places on work-life balance. The public sector traditionally performs well in this, having led the 
way in many areas such as fl exible work practices, parental leave arrangements and increases in 
the proportion of part-time work.

While over half of employees are satisfi ed with the work-life balance in their current job, there is 
something of a gap between employee expectations and their experiences in practice. Around 62 
per cent of employees indicated that an agency’s reputation for good work practices (including
work-life balance) was an attribute which attracted them to their current job. However, of those 
who indicated the attribute was important or very important to them, only 51 per cent indicated 
that their expectations had actually been met. The survey results also indicate that work-life 
balance declines in the more senior roles, as might be expected given the complexity and 
managerial commitments at these levels. 

The QPS can take much pride in what it does and the prospects it off ers its workforce through the 
sheer range of work provided, the experience of working in a supportive team and the opportunity
to make a positive diff erence to the community.

• QPS leadership
The Chief Executive Service (CES) and the SES represent the most senior levels of the QPS
workforce. While the group is predominantly male, the gender profi le for SES and CES appointments
has seen some positive movement over the past fi ve years. This has been mainly in the lower SES
levels, but combined with the rising numbers of women in the AO7 to SO levels, there are promising
indications for increasing female representation at the highest levels of the QPS.

Senior QPS leaders have a crucial role to play. Since the establishment of the SES in the early 
1990s, and more recently the CES, there has been an increased emphasis on ensuring these 
offi  cers have the necessary skills and capabilities to eff ectively lead others and manage the
complexity of modern government to deliver outcomes.

The employee survey results indicate that the QPS is well on its way to having a group of senior 
leaders who meet these criteria. It is a highly qualifi ed group with 91 per cent holding a bachelor 
degree or higher qualifi cation and 60 per cent possessing postgraduate qualifi cations. They aredegree oeg r 
also increasingly more likely to have had experience in a number of agencies, compared to all also increasingly lso increa
other employees. This supports the notion of a more capable SES with a breadth of experience.her employees. Thisother emmp . T

There is some disparity between the views of senior leaders and other employees regardinghere is some disparity betThere is dispari
leadership capabilities within the QPS. While this may suggest a need to enhance leadershipleadership capabilities within tdeer capabil with
capability, it may also refl ect the challenge created in striking a balance between a strong focus capability, it may also refl ect thpa , it may o re hee
on achieving service delivery outcomes while ensuring positive and visible leadership, especiallyon achieving service delivery outcomn a eving s ice ery utcoo
in an environment of change. in an environment of change. inn enviro men cha ge. 
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The QPS has a strong focus on performance development and review for the members of its SES 
and CES. A Chief Executive Performance and Development Framework and an SES Performance
and Development Framework have been recently implemented to support CES and SES offi  cers to
achieve quality outcomes and sustain a culture of continuous improvement and accountability 
for performance. Both frameworks are aligned with government and business priorities and
comprise two main components: a performance agreement and a performance review.

As part of the capability development for senior leaders, there are a range of programs and
initiatives available to support the professional development, continuous improvement and 
career progression of senior leaders. At the agency level, the focus is mainly around individual 
mentoring and coaching programs, although a number of agencies also off er applied skills 
development in both people management and Information Technology (IT) business application 
skills. These are supplemented by sector-wide approaches coordinated by the PSC, including a 
whole-of-government SES induction program, a range of structured leadership and development 
programs and an SES seminar series. In addition, given the high level of postgraduate 
qualifi cations held by senior leaders, it is clear that they have been pursuing self-development 
opportunities through academic and other avenues.

• Performance and workforce capability
Agencies that integrate their organisational and employee performance development approaches 
achieve the best outcomes. The scene has been set for this at the highest level with the release 
in May 2009 of the Queensland Government Performance Management Framework. This provides
the ‘big picture’ view within which agencies and individuals can plan for and deliver results. The 
performance and development frameworks for the CES and SES, mentioned above, both align
with this framework.

At an agency and individual level, the QPS Capability and Leadership Framework (CLF), 
introduced in 2009, provides the basis for building workforce and leadership capability across
the QPS. Capability development needs are usually established through an eff ective employee 
performance management process. How well this is happening in the QPS was tested through 
both the agency and employee surveys. The agency survey highlighted capability development as
one of the top fi ve workforce challenges for agencies, coming after attracting and retaining skilled 
staff  and the ageing workforce. 

One of the key themes to emerge from these survey results was the complex relationship between 
individual performance, learning and development needs, and structured agreements and 
conversations about performance. In particular, employee and agency survey results indicate that:ts indicate thattults indius

•  performance agreements/conversations are often used to identify learning and development arning and developmentmd develan
opportunities

•  those employees who do have agreements in place, and have regular conversations aboutve regular conversations aboutons abtigular con
their performance, fi nd the process useful

•  satisfaction with the quality of learning and development opportunities is high whenment opportunities is high whenenes is higrtuenme
employees have received performance feedback and the capability development needs ared the capability development needs areeds aeeopmeny decapa thed
identifi ed as part of that process

•  despite the majority of agencies requiring employees to have performance developmentoyees to have performance developmentntnelopme dermaerforave p
agreements, they are not always in place, and are not as well utilised as they could beare not as well utilised as they could bed becouthed as tlisedre noa
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•  overall satisfaction with access to learning and development opportunities could be 
improved, and

•  there is a perception that agencies do not generally deal well with underperformance.

These issues go to the heart of a high-performing workforce. What they suggest is that, if we
are to meet both employee and QPS needs, we must focus strongly on developing the skills of 
managers around the robust conversations that link performance improvement and capability
building to performance planning and development. With employees expressing a view that 
managers do not deal eff ectively with poor performance, it is clear that this is an area where there
could be a sustained focus on skill development.

What is apparent is that QPS agencies off er their staff  a broad range of learning and development 
opportunities. Staff  have access to a variety of professional development opportunities including
applied skills training in areas such as policy, information technology, business writing, formal
leadership and management training, and individual mentoring and coaching programs. These
are also supplemented by a number of sector-wide off erings.

While there is room for improvement in how we target our capability building, the commitment
of the QPS in this area is clear. It was very pleasing to fi nd that more than 60 per cent of survey 
respondents had spent three or more days in formal learning and development activities in 
the past 12 months and that almost a quarter of employees had more than six days of formal
learning and development opportunities. Coupled with this is the high commitment of agencies 
to reviewing their off erings regularly to ensure they meet the developmental needs of employees 
and that they refl ect value for money. 

A key component in workforce capability – and ultimately, agency performance – is attracting and 
retaining employees who have the skills, experience and motivation to perform to a high level.
Agencies have responded innovatively to a range of challenges, such as the ageing workforce, skills
shortages and competition for in-demand skills, through building partnerships with universities 
and other education providers and developing career pathways, especially for young people. This 
report showcases some key examples of where QPS agencies have led the way in this area.

• Openness and ethics
The Queensland Government has been at the forefront of integrity and accountability reform, with
one of its greatest reforms being the introduction of the Right to Information Act 2009 (RTI Act).
The new legislation replaced freedom of information provisions and saw the public sector move
from a ‘pull’ model to a ‘push’ approach where information is proactively released. It has been a rom a ‘pom
signifi cant cultural change that has provided a model for other jurisdictions and heightened open signifi cant cultugnifi cant 
and accountable government.and accountable govand accoou go

The integrity and accountability reforms currently being implemented build on these he integrity and accountabThe intte nd acco
developments. They support improved trust in government and provide a robust framework for developments. They support imelo ts. They por
transparency and accountability. The development of a single code of conduct across the publictransparency and accountabilityns ncy and oun yy. 
sector and the declaration of pecuniary interests for CEOs, statutory offi  ce holders and senior sector and the declaration of pececct nd the clar of p cuun
executives are important strategies. So too is the expanded role of the Integrity Commissioner executives are important strategies. Sexx tives a im ant s rate es. S
to oversee the Queensland Register of Lobbyists and the establishment of the Ethical Standards o oversee the Queensland Register of tto verse the eenslan  Reg
Branch within the PSC.Branch within the PSC.ranch wit  the PSC.
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While systems can be in place, what is needed is for these to be translated into action and 
behaviours in the workplace. For the community to have trust in government services, they need 
to have trust in the people delivering them. In this light, I was very pleased to fi nd that, even 
though a number of people didn’t off er an opinion, more than 75 per cent of respondents agreed 
that their organisation actively encourages ethical behaviour by all its employees.

At the same time, just over half the respondents agreed that their senior managers led by 
example in ethical behaviour. This will be key to improved performance in this area, as the best 
way that we can achieve a strong ethical culture in the QPS is by having senior leaders who 
promote ethical practice, and who behave as intentional role models.

There is still some work to be done around perceptions of the QPS as a fair workplace and
appointments being based on the principle of merit. The survey indicated that a third of staff  
believed that recruitment and promotion decisions in their agency were not fair and only a third 
had confi dence in the processes used by their agency to resolve employee grievances. While this 
result may be infl uenced by high employee expectations in this regard, it is an indicator of a need 
to improve practice, and therefore perceptions, in this area.

• Moving from ideas to action
With a strong reform agenda, and many complex challenges ahead of us, agencies must be able
to manage change eff ectively. The employee survey results suggest that this has sometimes been 
diffi  cult, with around 43 per cent of employees indicating that major organisational and workforce 
change was not well managed in their agency. This perhaps refl ects the magnitude of changes felt
as a result of recent changes to the structures of government. 

What has come through is that over 80 per cent of staff  believe others would describe them as 
fl exible and open to change and 90 per cent believe that they are able to respond or adapt to 
new challenges quickly. So what we have is a workforce ready to accept the many challenges 
presented to them, and if the QPS manages the associated change well, we will have a workforce 
that can deliver on the outcomes required.

The report highlights clear strengths in a number of areas:

•  there is a high level of job satisfaction and commitment by employees to doing a good job,
including putting in extra eff ort when needed

•  employees have a strong perception that agencies actively encourage ethical behaviour 

•  there are positive team environments in the QPS, with people feeling valued and having a sensea sensee
of cooperation and respect

•  nearly 70 per cent of employees say their agency is a good place to workkor

•  there is a lot of eff ort invested in capability development opportunities at all levels within the QPSunities at all levels within the QPSQwithin lsities at ani

•  the QPS workforce has been focusing on front line service delivery, to meet the increasinge delivery, to meet the increasingcreasin to meeded
demands for service associated with the growing and ageing Queensland population, andgeing Queensland population, andon, antiland poQu

•  there are positive trends in the diversity of the QPS workforce, especially in relation to womenorkforce, especially in relation to womeneto won y in relapeckforcwow
and Indigenous people. 
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Some areas where the QPS could improve its performance include managing major change
and ensuring that good change management principles are embedded in practice, enhancing 
capability in people management skills of supervisors, managers and senior leaders, and fi nding
ways to innovatively address the challenges of the ageing QPS workforce. 

One other area that has been highlighted as needing particular attention is the management of 
employee performance. We need to develop management capability in having robust planning 
and performance conversations with staff  and using these to identify capability needs. What is 
clear is that when performance planning and conversations around these are done well, there are 
strong benefi ts for employees and the QPS.

The State of the Service Report off ers the QPS an opportunity to refl ect on its performance, 
acknowledge its achievements and identify improvements. In completing the survey, employees
have already made an investment in their future and that of the QPS. I look forward to working
with agencies and employees to address some of the key areas highlighted in this report and in
doing so position the QPS for the future.

Margaret Allison
Commission Chief Executive
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Delivering front line services needs to be our priority. The reforms I am 

announcing today are part of that process and will deliver real cost savings that 

can be allocated in direct public service delivery for Queensland taxpayers. 

They will also help create a more modern, effi  cient and eff ective public service.

Source: Anna Bligh MP, Premier of Queensland, 20084

This chapter explores the purpose and current implementation status of key reform initiatives 
in the QPS, including the government’s vision for the state to the year 2020, structural reform
of government to improve service delivery, and new administrative arrangements to support 
improved agency effi  ciency and performance. It also examines measures that will be taken in 
the future to improve performance in some of those areas which require a stronger focus. While 
there have been a number of recent key reforms relating to integrity and accountability, these are 
discussed in more detail in Chapter 9. 

• Introduction
On 12 March 2008, the Premier announced a suite of wide-ranging reforms aimed at improving 
public sector performance. The fi ve reforms included the establishment of the PSC, the creation of 
the Queensland Civil and Administrative Tribunal (QCAT), the introduction of a productivity dividend,
establishment of an expenditure review committee, and a review of all government boards and 
statutory bodies. These reforms became part of a broader platform for improved effi  ciency, more
integrated service delivery and better prioritisation of resources by agencies that has fundamentally 
changed the structure and operations of Queensland Government departments.

Considered in an international context, the changes implemented in Queensland since March 
2008 are not unusual. The Organization for Economic Co-operation and Development (OECD) 

4  Bligh, A. 2008, Record of Proceedings (Hansard), Wednesday 12 March 2008, p. 712,
http://www.parliament.qld.gov.au/hansard/

3

public sector reform
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notes that countries are establishing frameworks for the management of public servants that not 
only encourage confi dence in government, but also effi  ciency, productivity and eff ectiveness.5

This focus on improved public sector performance can be seen nationally in the recent review of 
the APS. The review’s independent advisory group prepared a blueprint, Ahead of the Game. The 
report sets out a range of recommendations to drive improvement in key areas, such as delivering
better services for citizens, creating more open government, enhancing policy capability,
improving strategic leadership, and improving agency effi  ciency and eff ectiveness.6

The reform priorities identifi ed in the review of the APS are remarkably similar to those already in 
progress in Queensland. Importantly, the Queensland Government has made signifi cant progress
in implementing its reform agenda in the areas of improved openness and transparency, more
integrated service delivery and streamlined government structures.

• A focus on strategic outcomes: Toward Q2
On 8 September 2008, the government launched a new vision for the state, Toward Q2: 
Tomorrow’s Queensland.7 The plan describes fi ve ambitions to make Queensland:

•  Strong – creating a diverse economy powered by bright ideas

• Green – protecting our lifestyle and environment

• Smart – delivering world-class education and training

• Healthy – making Queenslanders Australia’s healthiest people, and

• Fair – supporting a safe and caring community.

Each of the fi ve ambitions has two long-term measurable targets (see Figure 1), which address 
major challenges such as hospital waiting times, economic growth, climate change, entrenched 
disadvantage and preventable disease. The targets are aspirational in intent, and cannot be 
achieved through ‘business as usual’ approaches. Each target is supported by a Target Delivery 
Plan, which sets out the contributions of the relevant government agencies in achieving the target.
The Department of the Premier and Cabinet (DPC) reports annually on progress against the targets, 
and new performance information is published on the Toward Q2 website as it becomes available.

A number of the targets have a strong community component. Achieving these targets will require 
the assistance of industry, business, non-government organisations, local governments and the
community. To do this, the Queensland Government has established two programs to encourage 
and guide involvement:

•  The Q2 Partners program was created to acknowledge the shared responsibility in achieving
Toward Q2 targets. Current partners include the Australian Industry Group, the Heart
Foundation, Green Cross Australia, Volunteering Queensland and the Local Government
Association of Queensland.8 A full list of Q2 Partners is available from the Toward Q2 website 
at www.towardQ2.qld.gov.au.

5 Organization for Economic Co-operation and Development 2008, The State of the Public Service, OECD, Paris, p. 9.

6  Advisory Group on Reform of Australian Government Administration 2010, Ahead of the Game: Blueprint for the Reform of 
Australian Government Administration, Commonwealth of Australia, Canberra, http://www.dpmc.gov.au

7  The State of Queensland (Department of the Premier and Cabinet) 2008, Toward Q2: Tomorrow’s Queensland, 
Queensland Government, Brisbane, http://www.towardq2.qld.gov.au/tomorrow/index.aspx

8  The State of Queensland (Department of the Premier and Cabinet) 2010, ‘Q2 Partners’, http://www.towardq2.qld.gov.au/
tomorrow/q2_partners.aspx
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•  The MyQ2 website (www.myq2.com.au) is a social networking site that personalises the 
targets and inspires and encourages people to create a strong, smart, green, healthy and fair 
Queensland. It allows people to choose how they contribute to the targets by signing up to
simple commitments and tracking their progress.

The fi ve ambitions guide the strategic planning of government, with each department linking 
its strategic plan to the relevant ambitions. This approach provides a common frame for cross-
agency collaboration, and helps imbue an awareness of the ambitions within departmental
business areas.

figure 1: toward q2: tomorrow’s queensland – targets for 2020 

Strong •  Queensland is Australia’s strongest economy, with infrastructure that 
anticipates growth

•  Increase by 50 per cent the proportion of Queensland businesses undertaking
research and development or innovation

Green •  Cut by one-third Queenslanders’ carbon footprint with reduced car anndd
electricity use

• Protect 50 per cent more land for nature conservationn aand public recreationnd public recreationc recreali

Smart •  All children will have access to a quality early cchhildhood education so they are hildhood education so they arern so theondhood e
ready for school

•  Three out of four Queenslanders will holldd trade, training or tertiary y d trade, training or tertiaryg or ter, tr
qualifi cations

Healthy • Cut by one-third obesity, smoking, hheavy drinking and uunsafe sun exposusurereheavy drinking and unsafe sun exposuresureossun ensag anrinkieavy 
• Queensland will have the shortestst public hospital waiaiting times in n AAustraliapublic hospital waiting times in Australiaalain Aumeitinal waospit

Fair •  Halve the proportion of Queensslland children livingng in househhoolds without aa and children living in households without aaathous wholdusehhouschildren
working parent

•  Increase by 50 per cent the prooportion of Queennslanders innvolved in n their portion of Queenslanders involved inininvolven of Queenslanportion of Qup
communities as volunteers

Source: The State of Quensland (Department of the Premier and Cabinet) 2008, Toward Q2: Tomorrow’s Queensland, 
Queensland Government, Brisbane, p. 8, http://www.towardq2.qld.gov.au/tomorrow/index.aspx
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• Structural reform: the streamlining of government

In the public interest: a review of government bodies

An independent review of Queensland Government boards, committees and statutory bodies was
undertaken by Ms Simone Webbe and Professor Pat Weller AO between July 2008 and March 2009.
The purpose of the review was to “reduce bureaucracy and unnecessary red tape; improve the overall
effi  ciency of government bodies; and maintain the integrity and security of necessary regulatory 
functions”.9

The review covered 459 government bodies and made 210 recommendations. A total of 177 
recommendations were accepted by the government, with 103 bodies to be abolished and a further 
81 subject to governance changes or pending other changes.

The government also accepted the review’s governance decision-making framework, the Public
Interest Map, which has an underlying principle that the establishment of a separate government
body should only occur if it is in the public interest to do so. This would be determined by a public
interest case identifying:

•  whether there is any compelling reason why a department cannot or should not undertake the 
proposed activity, and

•  if not, what is the most suitable non-departmental government form, in the public interest.10

This Public Interest Map allows the structures and functions of government to be considered
consistently and transparently. 

Combining people and performance: the creation of the Public Service Commission

The PSC was established on 1 July 2008. It replaced two organisations, the former Offi  ce of the Public
Service Commissioner and the former Service Delivery and Performance Commission.

The amalgamation of the two bodies was designed to combine the expertise in human resource
management and organisational performance and achieve greater effi  ciencies.11 The PSC is 
supported by a Board of Commissioners, whose membership is drawn from business, academia and 
government.

The key functions of the PSC under section 46 of the PS Act are to:

• enhance the public service’s human resource management and capability

• promote the management and employment principles

• conduct commission reviews

• develop and implement public service-wide workforce management strategies

•  together with other relevant departments, consider improvements in the performance of 
departments through remuneration and conditions of employment

9  Webbe, S. and Weller, P. 2009, Brokering Balance: A Public Interest Map for Queensland Government Bodies: An
Independent Review of Queensland Government Boards, Committees and Statutory Authorities. Part B Report, p. 268, 
http://www.premiers.qld.gov.au/government/boards-committees/review.aspx

10  Webbe, S. and Weller, P. 2009, Brokering Balance: A Public Interest Map for Queensland Government Bodies: An
Independent Review of Queensland Government Boards, Committees and Statutory Authorities. Part B Report, p. 6 
(Appendix A), http://www.premiers.qld.gov.au/government/boards-committees/review.aspx

11  Bligh, A. 2008, ‘Premier announces public sector reform initiatives’, 12 March 2008, 
http://statements.cabinet.qld.gov.au/MMS/index.aspx
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•  facilitate the purposes of the chief executive and senior executive services and the position of 
senior offi  cer

•  advise the minister about the need for commission reviews about particular matters

•  promote a culture of continuous improvement and organisational performance management
across all public service offi  ces, and

•  provide a best practice advisory role on public service management, organisational
performance management and workforce practices.

Queensland Civil and Administrative Tribunal 

One of the most signifi cant structural reforms of the Queensland Government has been the
establishment of QCAT. The independent body commenced operation on 1 December 2009, 
following the amalgamation of 23 separate tribunals and bodies. QCAT off ers a single gateway 
for members of the community to seek decisions on civil and administrative matters and seek 
reviews of government decisions. The size of the change is such that it “represents the most
signifi cant structural reform to Queensland’s justice system in 50 years.”12

QCAT makes decisions on a wide range of matters including (but not limited to) anti-
discrimination matters, matters aff ecting children and young people, guardianship, residential 
and retail tenancy disputes, business regulation matters, and debt, consumer, building and 
minor civil disputes. QCAT also reviews a range of decisions previously reviewed by the Supreme 
Court, District Court, Magistrates Court and other statutory bodies.

Machinery of government changes for improved service delivery

Following the state election in March 2009, signifi cant new machinery of government changes 
were announced. The changes saw a reduction in the number of departments, from 23 to 13.
The new arrangements will deliver a number of benefi ts, including:

• more integrated service delivery

• increased effi  ciency and cost-eff ectiveness

•  more durable structural design, where departments can report to multiple ministers across a 
range of issues, irrespective of whether ministerial responsibilities change, and

• greater fl exibility to respond to changing circumstances.

Under the new arrangements, ministerial portfolios are no longer aligned with departmental
structures. This matrix approach allows ministerial portfolios to change over time, but avoids the 
need for disruptive and time-consuming changes to be made to departmental structures. The 
changes will result in greater effi  ciencies through a reduction in the required number of chief 
executive, senior executive and corporate services roles. It also provides the government with 
greater fl exibility into the future to respond to changing priorities and circumstances.

12  Department of Justice and Attorney-General 2009, Annual Report 2008-09, p. 25,
http://www.justice.qld.gov.au/corporate/general-publications/annual-report/08-09-jag-annual-report
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The structural reforms support better coordination of public policy and service delivery. 
The 13 departments have been grouped into the following six clusters, each comprising
complementary business priorities: 

• policy and fi scal coordination

• employment and economic development

• environment and sustainable resource management

• social development

• law, justice and safety, and 

• government services. 

New structures and ways of working
The machinery of government changes introduced in March 2009 changed the structural and
reporting arrangements of government. The number of departments was reduced from 23 to 
13, with the 13 departments grouped into six clusters to refl ect complementary priorities:

Clusters Departments

• Department of the Premier and Cabinet
• Queensland Treasury

Employment and economic 
development

• Department of Infrastructure and Planning
• Department of Transport and Main Roads
•  Department of Employment, Economic Development 

and Innovation

Environment and sustainable 
resource management

•  Department of Environment and Resource 
Management

Social development • Department of Communities
• Department of Education and Training
• Queensland Health

Law, justice and safety • Department of Justice and Attorneneyy-General
• Queensland Police Service
• Department of Communityty Safety

Government services • Department of Public c WWorks

The new arrangements are characterised by new ministsterial reporting relationshhipipss. reporting relationships.phiting relaa
Most departments retain the traditional arrangemenntt of working to one Mininistster. working to one Minister.ne Minkin
However, some departments report to two or more e Ministers, with two dedepartments inisters, with two departmenttsdepartithnisn
(the Department of Communities and the Departmment of Employment,t, Economic nt of Employment, Economic onomicent,mpt ofn
Development and Innovation) having four Ministsters each.rs each.s eac

Conversely, some Ministers have responsibilitiies across more thaan one depaarrtment. es across more than one department. ment. partne dan ore th
For example, the Minister for Local Governmennt and Aboriginal aand Torres SStrait Islanderer t and Aboriginal and Torres Strait Islander andet IsStrarres Sd Torrand Abo
Partnerships has responsibilities spanning booth the Departmeennt of Commmunities anndd the oth the Department of Communities andanes anitiemunitment o
Department of Infrastructure and Planning.

Source: Public Service Commission 2010
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The new structural arrangements provide the opportunity for agencies to revisit the way they
deliver services to the community, the relationship between diff erent government services, and 
the service delivery and access needs of citizens. To assist them in this process the PSC has
developed service delivery principles, which focus on delivering services in Queensland that are:

• aligned to strategic priorities

• citizen-centered

• simple and accessible

• integrated, measured and sustainable

• based on strong partnerships, and

• adaptable in regional and rural areas.13

One example of an agency which is applying these service delivery principles is the Department 
of Communities through their No Wrong Door approach.

A new focus on client service – ‘No Wrong Door’
The Department of Communities’ No Wrong Door approach to client service refl ects the 
priority government is placing on more responsive service delivery. The department 
combines fi ve previously separate agencies and delivers a broad range of services:

• housing and homelessness services

• disability, home and community care, and community mental health services

• youth and youth justice services

• child safety and family support services

• concessions and card schemes for seniors and carers

• Aboriginal and Torres Strait Islander services

• community participation and community recovery services

• sport and recreation services

• multicultural services, and

• women’s services.

No Wrong Door is designed to link people with the support and assistance they need,
in the easiest way possible for the client. The approach places the client at the centre of 
service delivery, and requires staff  to work together in new ways and respond to a range
of client needs. Access to departmental services will be easier, and client needs will be 
addressed in a holistic, client-centred way.

The approach is based on the view that clients should not have to navigate their way 
through diff erent parts of a department to access the services they need. Rather, service 
delivery business models should be re-engineered, so that clients can access the range of 
services they need in a more coordinated way. 

13  The State of Queensland (Public Service Commission) 2009, Service Delivery Principles, http://www.psc.qld.gov.au
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Smart Service Queensland (SSQ), other government agencies, and non-government 
organisations. The approach will also be supported over time by more integrated business 
and Information and Communication Technology (ICT) systems.

The new holistic, client-centred approach will be especially helpful foror tthose clients withr those clients withlients we c
complex or multiple service needs. For example, the Departmentnt of Communities has of Communities hasestiCo
many clients who receive concurrent services from two or mmoore of the programs delivered re of the programs delivered delivers of the pro
by the department, such as housing, child safety or disabibility services.ility services.cesityli

Where as in the past clients with multiple needs mayy hhave found it diffi  cult deaealiling with a have found it diffi  cult dealing with a with ag cult ded iavh
number of separate agencies to get their range of neneeds met, No Wrong DoDoor means thateeds met, No Wrong Door means thatths toor mronmet, edsee
Department of Communities staff  from all servicee streams will work togogether to ensure ththatat streams will work together to ensure that thate to engethwors wiltream
clients requiring access to several departmentalal programs get moree coordinated sseervice programs get more coordinated serviceeced serinae comores get
responses.

While full implementation of the No Wrong Dooor approach will ttake some ttiime, the or approach will take some time, the  theme, te timewill take
eventual result will be a more accessible andd coordinated servvice experieence for clilients.d service experience for clor cerienceordinated servcoordinac

Source: Department of Communities

Many of the reforms outlined above are captured in the following graphic:

figure 2: sequence of reforms in queensland since 2008

Particularly over the past 2 years, the Government has invested in 
reform of the Queensland Public Service (QPS) 

Mar 08 Jun-Aug 08 Sep 08 Mar 08-Mar 09 Aug-Nov 09 

A first tranche of reform, 
including the creation of 
the Public Service 
Commission  

The Right to Information reforms, which 
responded to the independent Solomon 
Report on the operation of Freedom of 
Information legislation 

Publication of the Toward Q2: 
Tomorrow’s Queensland 
ambitions and targets and a 
new performance management 
framework 

Significant Machinery of Government 
reforms, which streamlined the number of 
Departments from 23 to 13 

The publication of Brokering Balance: 
A Public Interest Map for Queensland 
Government Bodies, the results of the 
Review of Government Boards initiated 
in March 2008, and the Queensland 
Government’s response 

Delivering the Integrity and 
Accountability Green and White 
Papers to deliver more robust 
governance of the QPS and its 
decision-making processes 

Mar 09 

Source: The State of Queensland (Department of the Premier and Cabinet) 2010

Signifi cant f GMachinery of Government
reforms, which streamlined the number of 
departments from 23 to 13departments from 23 to 13
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•  Getting results: administrative reforms to improve effi  ciency 
and performance

Savings and improved effi  ciency

The government announced two further initiatives in March 2008 designed to improve effi  ciency 
and create savings:

•  implementing a departmental productivity dividend of $60 million in 2008-09 and $80 
million in subsequent years ($300 million over four years). While front line service delivery
budgets were quarantined from the dividend, agencies were encouraged to identify
effi  ciencies and improvements across their business, and

•  establishing the Expenditure Review Committee of Cabinet (ERCC), to oversee the
achievement of the productivity dividend and identify further effi  ciencies.

The ERCC undertakes a rolling program of discussions with agencies to consider their fi nancial 
performance, opportunities for savings as well as imperatives for service delivery. This approach 
acknowledges that there are practical limits to universal savings targets, and that a more tailored 
agency-specifi c approach is required. It also refl ects that signifi cant savings have already been
identifi ed in whole-of-government information technology, procurement and fl eet management 
areas.

Taken collectively, these initiatives refl ect the priority placed on maintaining service delivery and 
the need for sustainable approaches to achieving savings and effi  ciencies.

The Queensland Government Performance Management Framework

The Performance Management Framework has been progressively introduced since 2008 to help 
agencies improve the way they plan for, monitor, manage and report on their performance. It 
encourages:

•  better use of performance information in agency decision making

•  improved quality and consistency of performance information and monitoring, and

•  improved alignment of performance information across the public sector planning, budgeting 
and reporting cycle.14

The framework provides the mechanisms for agencies to work together to achieve government
objectives, such as the ten targets set out in Toward Q2. It incorporates planning, budgeting and
reporting processes for agencies, as set out in Figure 3. It is designed to be fl exible to allow it to
take into account changing priorities for government and agencies, such as the establishment 
of new National Agreements and National Partnership Agreements under the Intergovernmental
Agreement on Federal Financial Relations. Agencies are encouraged to streamline performance 
measuring and reporting by making linkages between agency, Queensland Government and
national objectives, and performance information.

14  The State of Queensland 2009, A Guide to the Queensland Government Performance Management Framework, p. 8,
accessed on 18 May 2010 from http://www.premiers.qld.gov.au/publications/categories/guides.aspx
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figure 3: performance management framework and related documentation

Agency 
objectives & 
indicators 

Agency 
services 
& standards 

Government 
ambitions 
& targets 

Strategic 
Plans 

Operational 
Plans 

Service 
Delivery 

Statements 

Annual 
Reports 

Toward Q2: 
Tomorrow’s Qld 

Target Delivery 
Plans (x10) 

Annual WoG 
report on 

Toward Q2 

CE 
Performance 
Agreements 

Ministerial 
Charters of 

Goals 

Other 
commitments, 

agreements, etc. 

Source: The State of Queensland 2010

Documentation supporting the framework includes A Guide to the Queensland Government 
Performance Management Framework, Agency Planning Requirements and Annual Report 
Requirements. All of these are updated and published annually. Importantly, the Auditor-General 
concluded in 2009 that the governance arrangements and guidance material produced under the
framework address recommendations made in previous audit reports. These relate to the need
for agencies to improve the completeness of reporting and to set objectives that are aligned to
strategic plans and whole-of-government priorities.15

Implementing the framework is strengthened by the Financial and Performance Management 
Standard 2009, which supports the Financial Accountability Act 2009. The standard requires that 
each accountable offi  cer and statutory body must, in managing the performance of the offi  cer’s 
department or statutory body, comply with the framework and have systems in place for deciding 
whether the agency is achieving its strategic objectives and delivering its planned services.

This eff ectively gives the force of law to the planning and annual report requirements. These 
requirements refl ect the progressive implementation of the framework, which will be completed 
on preparation of 2010-11 annual reports. These reports will include actual end of year 
performance against agencies’ performance indicators (from agencies’ strategic plans) and
service standards (from Service Delivery Statements published as part of the State Budget). This 
will provide a clear line of sight between planned, budgeted and actual performance.

15  The State of Queensland (Queensland Audit Offi  ce) 2009, Report to Parliament No. 7 for 2009: Follow-up on government 
owned corporation and budget sector performance measurement and reporting: A Performance Management Systems
Audit, p. 3, http://www.qao.qld.gov.au
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DPC is currently working with the Queensland Government Chief Information Offi  ce (QGCIO), the 
PSC, and agency representatives to further refi ne the framework and ensure that it integrates with
other whole-of-government frameworks and methodologies.

Inclusive government: citizens having their say

The OECD notes that open and inclusive policy making not only increases government
accountability, but also improves the quality of policy and service delivery outcomes. Engaging
with a range of stakeholders allows government to identify people’s needs and concerns, draw 
on innovative ideas, galvanise people’s support and involvement, and develop and implement 
policies and services as effi  ciently as possible.16

Queensland has a number of new and well-established forums for citizens to have their say on
issues that are important to them. Some forums are issue-specifi c and time limited, while others 
are ongoing. Some of the forums in Queensland include:

•  Community Cabinet, which gives individuals and community groups the opportunity to meet 
ministers and, if desired, make formal or informal deputations. Community Cabinet meetings
are held in a variety of locations across the state, including regional areas, and vary in
number, with six held in 2009 and nine in 2008.

•  People’s Question Time, which is a series of one hour question-and-answer forums giving
people the chance to submit their questions and concerns to the government. Each forum 
is usually themed around a particular issue and features a panel typically comprising
the Premier, ministers and relevant issue experts, as well as a moderator to facilitate the 
discussion. Community members can submit questions online in the lead-up to or during
each forum. People’s Question Time is fi lmed in front of a studio audience and streamed live
online at www.qld.gov.au/questiontime.

•  Get Involved, a website which is the gateway to consultations being undertaken by
Queensland Government agencies. The ‘Have your say’ section lists current consultations,
and information on how to make a submission or provide feedback on particular matters. 
The website also provides information on how to participate in community activities, such
as volunteering, and provides links to information about Community Cabinet and People’s
Question Time. Further information is available from www.getinvolved.qld.gov.au. 

The MyQ2 website, discussed earlier in this chapter, is a new initiative that encourages
community participation in the ambitions and targets set out in Toward Q2. It also allows people
to provide feedback and ideas on how the targets can be achieved.

A recent example of Queenslanders getting actively involved in policy development is the two
day Growth Management Summit held in March 2010. The interactive nature of the summit, 
which included live streaming of the event over the internet, allowed people not in attendance to 
participate in real time. More traditional engagement options, such as making submissions and 
completing a survey, were also available.

16  Organization for Economic Co-operation and Development 2009, Focus on Citizens: Public Engagement for Better Policy 
and Services, OECD, Paris, pp. 13-14.



state of the service report 201022

Growth Management Summit
The Growth Management Summit brought together representatives from industry, the 
community and federal, state and local governments, to discuss strategies on managing 
Queensland’s population growth. The summit was supported by an independent expert
panel drawn from planning, development, infrastructure and sustainability areas.

The summit was interactive, with proceedings being streamed live across the internet, 
and opportunities to put questions forward prior to and during the summit. By the end of 
the summit:

• more than 10,000 people had visited the website

• almost 800 people had completed an online survey, and

•  1600 people had experimented with interactive scenarios to accommodate  fufututure growth.ure growthture grout 177

The government responded to the ideas generated at the summit inin tthe form of n the form f ot Shaping Shapingin
Tomorrow’s Queensland: a Response to the Queensland Growwthth Management Summith Management SummiumSManagh M . The The.
response includes 22 new initiatives and 25 new supportingng actions to manage growth g actions to manage growthgrowth gns to mg
across Queensland, in six priority areas: shaping the fuututure, strengthening our regiononss, ure, strengthening our regions,ioghening  st
promoting liveable and aff ordable communities, delivivering infrastructure, prototeecting our vering infrastructure, protecting oug ournure, proasterive
lifestyle and environment, and connecting communnities.nities.tiesit 181

Key initiatives, informed by community submissioions, contained in thehe response inclcludude ons, contained in the response include edse inespin thnedconta
establishing Growth Management Queensland wwithin the Departmment of Infrasttrructure within the Department of Infrastructure uctufrast of menepart
and Planning to guide future growth managemment, developing a QQueensland d ent, developing a Queenslandandnslanueennt, deve
Regionalisation Strategy and Queensland Infrrastructure Plan, aand establishshing an astructure Plan, and establishing an g aning aishinan, and 
Infrastructure Charges Taskforce.

Source: The State of Queensland (Department of the Premmier and Cabinet) 20100t) 2010mier and Cabinet) 2010

Importantly, public servants have also observed a willingness on the part of their agency to
encourage community participation in the policy process. Results from the State of the Service 
employee survey found that only about one-fi fth of respondents did not feel that their agency
encouraged the public to participate in shaping and administering policy. 

Public sector innovation: making good on good ideas

An innovative public service is essential if government is to provide policies and services that
meet the evolving needs of the community. The service delivery environment in areas such as
health, community services and education is increasingly complex and, while new technologies 
are enabling innovation, fresh ideas and creative approaches are needed. At the same time, the 
public sector’s accountability requirements, hierarchical structures and high levels of scrutiny 
tend to make the sector more risk averse and less tolerant of failure. Building an innovation 
culture in the public sector will therefore be a challenge.

17  The State of Queensland (Department of the Premier and Cabinet) 2010, Queensland Growth Management Summit 
Communiqué, http://growthsummit.premiers.qld.gov.au

18  The State of Queensland (Department of the Premier and Cabinet) 2010, Shaping Tomorrow’s Queensland: A Response to 
the Queensland Growth Management Summit, http://growthsummit.premiers.qld.gov.au



23state of the service report 2010

These and other issues are raised in the May 2010 report, Empowering Change: Fostering
Innovation in the Australian Public Service. The report, which sets out 12 recommendations to 
support and drive an innovation culture in the APS, notes that “an eff ective public sector must be 
one that recognises, rewards and nurtures innovation.” 19

The PSC recognised the importance of innovation when it developed its Principles for Developing 
Innovation in a Work Environment in 2009. The principles identify some common elements that
agencies require to support innovation.

Principles for Developing Innovation in a Work Environment
1.  Ideas come from anywhere – staff  input, ideas and suggestions are highly valued and

respected

2.  Leaders set clear vision – staff  know what is going on, what are the priorities and the 
future directions of the organisation

3.  Eff ective innovation may start small, it can be simple and focused and while it may
not be instant perfection, creativity, experimenting, risk taking and continuous 
improvement are fundamental features of the workplace

4.  Innovation comes from challenging the status quo and actively seeking out new ideas 
and information

5.  Staff  have faith and trust in the organisation, the leaders, managers and supervisors 
to be receptive to their suggestions and to action and take forward ideas ththatat aaddd at a d
value to the organisation

6.  Decision making is open and transparent – it is not necessararilily consensus decision ly consensus decisiodecisions donr
making. Honest feedback is actively and constructively pprovidedprovidedde

7.  Innovation is rewarded – staff  feel valued with achieevements recognised, celebrarateteddvements recognised, celebratebratedebogniseden
and valued

8.  Organisational culture is inclusive, solutions ffoocused and not blameme oriented with cused and not blame oriented withthentedmed noed acuoc
results owned by staff 

9.  Working in partnership and collaboration wwith stakeholders aare fundamentntal modes h stakeholders are fundamental modes smodntadamfundare fth swi
of operating

10.  Staff  at all levels strive for individual and collective excelleence in everrything theey doexcellence in everything thehg theverythlective excellecollectivc

Source: The State of Queensland (Public Service Commisssion)sion)2020

19  Management Advisory Committee 2010, Empowering Change: Fostering Innovation in the Australian Public Service, p. iii,
http://www.innovation.gov.au

20  The State of Queensland (Public Service Commission) 2009, Principles for Developing Innovation in a Work Environment, 
http://www.psc.qld.gov.au/page/corporate-publications/catalogue/organisational-management.shtml
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At a cross-agency level, the Business Improvement In Government (BIIG) network aims to
establish sustainable business improvement practices across the Queensland Public Sector. 
As part of its work agenda, BIIG has developed the BIIG Toolkit, comprising a suite of online 
tools, resources and information that supports business improvement and innovation within
government. The BIIG website can be accessed by Queensland Government employees.

Results from the State of the Service employee survey indicated mixed evidence of an innovation 
culture. While over half of SES respondents (54.8%) agreed that SES offi  cers in their agency
encouraged innovation and creativity, only 39.3 per cent of all survey respondents (senior leaders
and other respondents combined) agreed that senior leaders in their agency are receptive to
ideas put forward by other employees. Survey results for the latter group may be infl uenced by
respondents’ individual proximity to senior leaders. More positively, almost half (43.3%) of all
respondents agreed that senior leaders discuss with staff  how to respond to future challenges.

• Employee reform readiness 
The pace and magnitude of public sector reform is such that agencies require a certain level 
of agility and resilience to drive change at an organisational and whole-of-government level. 
The ability to manage change, and be open to the idea of change, is therefore critical for both 
agencies and individuals.

The State of the Service employee survey asked respondents about their views of how well they, 
and their organisation, deal with change. Survey responses clearly showed a high level of self-
belief by individuals in their ability to adapt to, and bring about, change. Over 90 per cent of 
respondents agreed that they were able to adapt/respond quickly to new challenges, and 58.9
per cent agreed with the statement that they had been infl uential in bringing about constructive 
change in their work area. Some 83.8 per cent felt they would be described by others as fl exible
and open to change. These results suggest a certain confi dence and resilience on the part of 
employees as they implement, and respond to, change.

However, the picture changes somewhat when survey results regarding the management of major 
change are considered. About one-third of respondents agreed that major organisational and 
workforce change is managed well in their agency. This response is understandable in light of the
magnitude of the changes in many agencies resulting from the implementation of new machinery 
of government arrangements, with some organisations still embedding new structural, reporting 
and leadership arrangements as a consequence. Future survey results will provide further insight 
into the issue and it is anticipated that in view of the other survey results above, the climate may 
well be more positive in the future.
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• Key themes and future directions
Since March 2008, the Queensland Government has embarked on a wide-ranging reform journey
that has involved setting new strategic directions, streamlining the structures of government for 
improved effi  ciency and service delivery, and implementing new administrative systems and 
processes to drive public sector performance. The fi rst phase of implementing these reforms is
complete, with future priorities now focusing on public sector effi  ciency and better quality, more
client-centred service delivery.

There is still progress to be made on the service delivery front. The government recognises the 
need for improved service delivery and that people’s needs for government services often do 
not fi t neatly within the boundaries of government departments. Queenslanders want integrated
and easy-to-fi nd government services. Simple enquiries and transactional services may be best 
suited to web access, whereas more complex matters may require phone access or face-to-face
communication.

As a result the government is pursuing a range of channel options including integrated web and 
phone portals to streamline access to services. SSQ has already improved access, and the No 
Wrong Door reforms being led by the Department of Communities provide a practical example 
of how revisiting the way services are designed and provided can make a positive diff erence to 
clients. The fi nancial, ICT and workforce challenges associated with such change are signifi cant 
and will take some time to deliver on the ground. Importantly, however, the way the public 
service conceptualises its relationship with the community has evolved, and ‘service’ will be a 
key priority for the future.

Delivering high-quality services to the community is made easier when the public sector has 
strong policy skills to inform the shape, implementation and evaluation of service delivery. The
importance of policy skills has been identifi ed in a number of jurisdictions, with the review of the 
APS recently identifying the need to strengthen its strategic policy capability.21 Queensland has 
already identifi ed the importance of high-quality advice to government as part of a more holistic 
approach to managing public sector performance.22 Strategies are currently being developed to 
build the policy capability of the QPS.

What distinguishes Queensland from the APS in terms of the focus of reforms is the state
government’s extensive role and experience in providing front line services in education, health, 
policing and other areas, and the consequent need for policy and service delivery to both
reinforce and inform one another. Improving the linkages between service delivery and policy is 
therefore an important focal point. 

Improving service delivery also requires greater collaboration with the community to inform 
government priorities and the policy development process. Community Cabinet and websites 
such as MyQ2 and the ‘Get Involved’ site provide a strong foundation. Another approach that
might be considered in the future is the use of citizen satisfaction surveys, which the Australian
Government plans to undertake as a result of its reform blueprint, and which both Canada and 
New Zealand already undertake. Citizen surveys provide a direct way of gathering information 

21  Advisory Group on Reform of Australian Government Administration 2010, Ahead of the Game: Blueprint for the Reform of 
Australian Government Administration, Commonwealth of Australia, Canberra, p. 42, http://www.dpmc.gov.au

22  Service Delivery and Performance Commission 2008, Report on Strengthening Performance in the Queensland 
Government, Queensland Government, Brisbane, p. 2.
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about front line service delivery and other matters that are important to people and could further 
enhance linkages between government and the community.

Agencies across the QPS recognise the future challenges associated with delivering high-quality, 
effi  cient services. The State of the Service agency survey asked agencies to rank the fi ve greatest 
challenges facing their organisation over the next fi ve years. A range of challenges was raised by 
agencies; however, there were four challenges that were raised most consistently. These were:

•  improving the quality of service delivery to clients/the community – this was the challenge 
raised most often as the number one challenge for agencies

•  improving the effi  ciency of service delivery to clients/the community – this was the second 
most regularly raised challenge (75.7%)

•  attracting and retaining appropriate skill sets for the workforce – this was raised by the 
majority of agencies (89.2%) as one of their top fi ve challenges, and

•  managing an ageing workforce – nearly half of the agencies (18, or 48.6%) identifi ed an
ageing workforce as one of their top fi ve challenges.

These survey results clearly show that agencies recognise the challenges associated with
implementing major public sector reform and that, ultimately, the public service delivers on this
agenda through its people. Attracting and retaining appropriately skilled employees and putting
in place strategies to address the ageing workforce will therefore be a high priority if public
sector reform objectives are to be achieved. The QPS approach to building workforce capability is 
explored in more detail in Chapter 8.
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Current forecasts predict Queensland’s population of four million people 

could double in less than 50 years through overseas and interstate migration 

and natural increases. These are not things the Queensland Government 

can control. But we can manage the impacts of this growth, harness the 

opportunities it brings, and mitigate the risks that can come with it.

Source: Anna Bligh MP, Premier of Queensland, 201023

This chapter provides an overview of the QPS, including its service delivery responsibilities, 
the size and scale of QPS agencies, employment trends in the QPS and employment profi les in 
regional areas. This chapter, and the one following, include a range of workforce information
drawn from the MOHRI system. The MOHRI system is managed by the PSC, with the workforce
information provided to it by QPS agencies on a quarterly basis. The information contained in 
these two chapters provides trend data, where possible for various issues, and snapshot data as 
at June 2009.

• Introduction
While the other levels of government have key roles to play, the Queensland Government is 
responsible for the delivery of the most signifi cant public services in Queensland. This includes 
responsibility for services including education and training, child safety, policing, health care and
some public transport. There are also increasing community expectations of the role that government
will play in shaping our economy, protecting the environment and ensuring that communities are
fair, safe and sustainable. The ability of the Queensland Government to deliver public services 

23  The State of Queensland (Department of the Premier and Cabinet) 2010, Shaping Tomorrow’s Queensland: A Response to 
the Queensland Growth Management Summit, p. 2, http://growthsummit.premiers.qld.gov.au
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and implement new programs has a major infl uence on community perceptions of the quality and 
reliability of those services.

Queensland is unique in terms of its vast geographic diversity and the extent of decentralisation. This
creates signifi cant challenges both in terms of allowing the community access to eff ective services 
across the state, as well as in the provision of appropriate infrastructure to support the growing
population and its transport needs. Added to this challenge is the ageing population. While the 
prediction that the Queensland population could double by the year 2050 is a huge issue, it is also 
the composition of the population that creates a particular challenge for Queensland. The proportion 
of the population that is aged 65 years or older is currently around 13 per cent. However by 2050, this 
cohort is expected to make up one quarter of the state’s population.24 This will have an eff ect on both 
the proportion of the working age population and the demands for health and other services.

As Queensland’s population continues to grow, greater pressure will be placed on the capacity
and sustainability of existing infrastructure, and there will be a rising demand for new investment 
in this area. There will be a need for a well-developed integrated transport system to support
the continued population growth and maintenance of a healthy robust economy. There will be 
pressures placed on urban development, community services, green space and the quality of life 
and these will all require a long-term, planned approach to ensure growth is eff ectively managed.
At the same time, there are rising community expectations of the quality and extent of services
that Queenslanders will receive from government.

As the state evolves, so too must the QPS and its workforce. Queensland requires a public sector 
that can deliver services across the vast expanses of the state and which is suffi  ciently skilled and 
agile to respond to changing demographics and service demand.

• The data source

Minimum Obligatory Human Resource Information (MOHRI)
Details about the QPS workforce are gleaned from the MOHRI system, which holds dattaa
submitted by agencies on a quarterly basis. The fi le specifi cations for the dadatata collectionlectionc
are detailed in Directive No. 02/06 Minimum Obligatory Human Ressouource Informatione Informatioormationorfnf
(MOHRI)(MOHRI Directive). Agencies are individually responsibblele for providing the PSC providing the PSC the PSCngr 
with accurate and quality data in terms of the MOHRI systemm.

Data is validated at the agency level via the Workforce Annaalysis and Collecttioion Appplplicic tation s and Collection ApplicatiocationpliCollectiosiys
(WACA). The WACA is a national database used by six sstates to validatete and sstotore information tes to validate and store informationormatifo and stva
about each jurisdiction’s workforce. The downloadeedd data consists s of infnformation pprorovided data consists of information providedvided ovormatios ota ct
in 79 fi elds, including demographic, salary, leave aand equal empmploymyment infoormrmatioonn.d equal employment information.ormatenempequa

The MOHRI system was developed to ensure ggoovernment haas acccess too hhumaman reesosource ernment has access to human resourceecen resohumesss acent h
information which is required for strategic maanagement isssuees withinin thehe QPSS. Theeagement issues within the QPS. TheThePS thethines w
information is used to develop a profi le and understandiing oof the QQPS,S, ideenntify y vvariioous nderstanding of the QPS, identify various riousy vaenti, ideQPS,erstand
trends and develop and evaluate sector-widde human reesouurce pololiciees. WWorkfkforcece detetaails human resource policies. Workforce detdeorcekforWorkfrce poli
of all agencies are reported to government and includeed inn otherr staatistiical reppoortss. d in other statistical reportstsortistical rncluded in otd includnd

Source: Public Service Commission

24  The State of Queensland (Department of the Premier and Cabinet) 2010, Queensland Youth Summit Communique, p. 3,
http://growthsummit.premiers.qld.gov.au
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• The context: a focus on service delivery
The QPS is strongly focused on the delivery of services, with much of its workforce devoted 
to the provision of health, education and policing services, as well as a range of community
services including housing, child safety and family support services. These and other services 
are delivered through 13 Queensland Government departments and a number of public service
offi  ces. These services are delivered within the strategic framework provided by the Toward Q2
ambitions and targets. 

The QPS is the largest single employer in Queensland, employing almost 230 000 people with 
almost two-thirds of these employees working in the areas of education and health. QPS staff  
are employed under a number of diff erent acts with some 140 000 staff , including teachers, 
being employed under the PS Act. However, many staff  in front line service delivery roles are 
employed under diff erent legislation. This includes police offi  cers, health professionals, and fi re 
and ambulance offi  cers. Unless stated otherwise, this chapter deals with the broader group of 
employees, not just those employed under the PS Act.

Table 1 sets out a list of QPS agencies and the number of their full-time equivalent (FTE)
employees as at June 2009. FTEs are a standardised measure of normal full-time working hours 
and take into account the partial contribution of workers who work less than full-time. For 
example, one FTE could be comprised of two people working part-time where the total hours
worked by the two employees would add to the hours of a full-time position. It is not a count 
of the total number of employees; this measure is classifi ed as headcount. In the case of total
QPS agencies there are 230 000 employees (headcount) and 196 000 FTE employees. The table 
displays the total number of FTEs for each agency and the number who are employed under the
PS Act.

Employee numbers published by individual agencies in their own publications or on websites 
may vary from those in Table 1. This is the result of diff ering dates of data capture and defi nitional 
issues relating to employee status.

Government owned corporations are not included in the collection of public service workforce 
data and therefore some large agencies such as Queensland Rail are not included.25

25  The agencies that do not contribute to the MOHRI collection and that are excluded from the data provided in this report
are listed in Appendix 1.
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table 1: fte equivalent staff in qps agencies as at june 2009

Agency All of QPS
FTE staff 

PS Act only 
FTE staff 

Anti-Discrimination Commission Queensland 35.15 35.15

Commission for Children and Young People
and Child Guardian

365.18 365.18

Communities 9,596.76 9,595.97

Community Safety 10,458.58 4,947.63

Education and Training
(including its shared service provider)

64,782.24 64,773.64

Employment, Economic Development and Innovation 5,221.15 5,217.45

Environment and Resource Management 5,434.23 5,434.23

Forestry Plantations Queensland Offi  ce 425.24 425.24

Health (including its shared service provider) 60,769.53 894.03

Infrastructure and Planning 765.14 753.76

Justice and Attorney-General 3,390.48 3,381.22

Legal Aid 423.84 14.43

Museum 217.84 217.84

Queensland Police Service 13,894.43 3,611.50

Premier and Cabinet 571.99 571.99

Public Service Commission 71.47 71.07

Public Trust Offi  ce 502.74 502.74

Public Works 7,574.83 7,568.63

Queensland Art Gallery 256.31 256.31

Queensland Audit Offi  ce 229.15 229.15

Queensland Water Commission 81.00 81.00

Corporate Administration Agency 120.67 120.67

State Library of Queensland 269.14 269.14

TransLink 224.12 224.12

Transport and Main Roads 8,853.52 8,847.52

Treasury 1,332.77 1,331.57

Total 195,923.96 119,797.64

Source: MOHRI

Employees from the Departments of Education and Training, Health, Communities, Community
Safety and Police make up 81.4 per cent of the QPS workforce. These are the agencies that
predominantly provide front line service delivery to the community.
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• Trends in QPS employment
Queensland has enjoyed consistently high population growth, with its ERP rising from 3 561 537 
in June 2000 to 4 425 200 in June 200926, a 24.3 per cent increase. As the state’s population has 
grown, so too has the size of the QPS. In the nine year period to June 2009, the number of FTEs in the 
QPS has risen by 33.9 per cent, from 146 323 to 195 924. This growth is depicted in the fi gure below.

figure 4: fte growth in the qps
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At the same time the proportion of QPS employees to the ERP has also been increasing, rising from
4.1 in 2000 to 4.4 in 2009. This growth in the proportion of QPS employees to population is not 
unexpected given the context discussed previously of a growing Queensland population, which is 
also ageing, and the associated increase in demand for public services resulting from this. 

figure 5: proportion of qps ftes to estimated resident population
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26 Australian Bureau of Statistics 2010, Queensland Statistics, Cat. No. 1318.3.
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This rationale is supported by the trends relating to employment in those agencies responsible
for the delivery of the majority of front line services. In the nine year period between 2000 and
2009, there has been signifi cant growth in the number of FTEs employed in agencies responsible 
for front line service delivery.

Queensland Health (43.1%) and the Education Queensland part of the Department of Education 
and Training (22.2%) had the largest percentage increases. The fi gure below displays this growth
for Queensland Health, Education Queensland, the Queensland Police Service and the remainder 
of the QPS. Clearly there are a number of occupational groups included in the ‘rest of the QPS’ 
such as ambulance offi  cers, fi re offi  cers, child safety offi  cers and therapists that undertake front 
line service delivery roles as well.

figure 6: fte growth in major front line service delivery agencies, 2000 to 2009
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The proportion of front line employees who provide services which are directly used by the 
community of Queensland has remained relatively consistent over the past three years at around 
80 per cent. The proportion was 79.9 per cent in 2007, dipping to 78.5 per cent in 2008 and rising
again to 79.2 per cent in 2009. 

It is anticipated that this trend will continue upwards in the coming years as the machinery of 
government reforms are further embedded and with a further injection of funding for front line 
service delivery by the government in the 2010-11 budget. The current trends are displayed in
Figure 7.
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figure 7: proportion of qps workforce that delivers front line services
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The work locations of QPS employees also refl ect the broader geographic spread of Queensland’s 
population. As at 30 June 2009, about two-thirds of QPS employees worked in the south-east 
corner of the state. This mirrors the proportion of the ERP (as at June 2009) that is also located in
South East Queensland.27

This suggests that despite the geographic diversity of the state, the QPS workforce, with its strong 
focus on service delivery, is located where the population resides across the state. In this way the
delivery of services and infrastructure is able to more accurately match community needs.

figure 8: qps ftes to estimated resident population
(south east queensland and outside south east queensland)
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As a proportion of the Queensland labour force the QPS has remained around the 10 per cent
mark since June 2000.28 This proportion is similar to those proportions reported in 2009 for other 
jurisdictions,29 with Victoria reporting that its public sector workforce comprised approximately 

27 Australian Bureau of Statistics 2010, Queensland Statistics, Cat. No. 1318.3.

28 Australian Bureau of Statistics 2010, Labour Force Australia, Cat. No. 6202.0.

29  Care should be taken when making comparisons between jurisdictions due to the diff erent methodologies used by
various jurisdictions.
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9 per cent of the total labour force30, New South Wales approximately 10 per cent31, Western 
Australia almost 13 per cent32 and the Northern Territory approximately 14 per cent33. The 
Queensland trend is displayed in the fi gure below.

figure 9: qps as a proportion of the queensland labour force
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• Regional perspectives
This section provides a brief overview of where public service employees work throughout the
state. As departments do not all operate under the same regional boundaries, the regional profi les
are based on the 13 Australian Bureau of Statistics statistical divisions for Queensland:

• Brisbane • Fitzroy

• Gold Coast • Central West

• Sunshine Coast • Mackay

• West Moreton • Northern

• Wide Bay-Burnett • Far North

• Darling Downs • North West

• South West 

There are QPS employees working in all 13 statistical divisions. There are also some QPS
employees who work interstate or overseas; however, the fi gures provided in this section exclude
those employees whose work headquarters are outside of Queensland.

Six statistical divisions had a higher proportion of public service employees to the ERP than the
state average. Five of these are located in the northern and western parts of the state, with the

30 State Services Authority 2010, The State of the Public Sector in Victoria 2008-09, Victorian Government, Melbourne p. 15.

31  New South Wales Government (Department of Premier and Cabinet) 2010, ‘Labour Force Statistics’ viewed 1 July 2010, 
http://www.dpc.nsw.gov.au/public_employment.

32 Offi  ce of the Public Sector Standards Commissioner (OPSSC) 2009, State of the Service Report 2009, OPSSC, Perth, p. 14.

33  Northern Territory Government of Australia 2009, State of the Service Report 2008-09, Offi  ce of the Commissioner for 
Public Employment, Darwin, p. 54.
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other being the Brisbane statistical division. The fi gure below displays the proportion of QPS
employees to the ERP for each statistical division. 

figure 10: proportion of qps employees to erp by statistical division
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What follows on the next pages is an individual snapshot of the public service workforce within
each of the 13 statistical divisions. The data reports the workforce number in terms of FTE
positions, except for employment across equal employment opportunity (EEO) groups, which
reports the number by headcount. The regional snapshots also include, for each division, data on:

• the total number of QPS employees (all employees)

•  the number of QPS employees employed under the PS Act (this includes teachers, but
excludes police offi  cers, doctors, nurses, health professionals/practitioners, and fi re and 
ambulance offi  cers)

•  employment across EEO groups, including Indigenous people, people with a disability and
people from a non-English speaking background (NESB)

•  a gender breakdown for employees

•  the number of employees by age group

•  the average age of employees

•  annual separation rate for permanent employees

•  absenteeism (which includes absence caused by industrial disputes, sick leave, workers’
compensation, carer’s leave, and miscellaneous special leave)

•  annual rate of sick leave

•  annual salary groupings and a measure of the average annual salary of employees

•  appointment type (permanent, temporary, casual, contract)

•  a role breakdown into corporate services, front line service delivery and support, and

•  the number of staff  in front line occupations for each occupation group.

A short summary of key themes from the regional snapshot is included at the end of the chapter. 
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brisbane statistical division
ERP – 2,004,300

QPS (FTE) – 105,537

Public Service Act (FTE) – 65,252

Ratio of QPS to ERP – 5.27%

Indigenous (headcount) – 1,596

NESB (headcount) – 14,174

Disability (headcount) – 7,239

Gender (FTE) 

Female – 65,562
Male – 39,974

Age groups (FTE)

Generation Y – 18,181
Generation X – 39,812
Baby Boomers – 45,313
Pre Baby Boomers – 2,229
Post Gen Y – 1

Average age – 42.56

QPS separations
(Annual rate – permanents only) – 5.35%

Service delivery (FTE)

Corporate services – 10,577
Front line – 74,817
Support – 20,142

Front line occupations (FTE)

Ambulance operational – 1,243
Fire fi ghter operational – 1,200
Education teachers – 16,092
Nurses – 11,616
Doctors – 3,311
Health professionals/practitioners – 5,208
Police – 5,639

Appointment type (FTE)

Permanent – 85,107
Temporary – 16,573
Casual – 2,829
Contract – 1,028

Annual salary (FTE)

$49,999 and less – 31,799
$50,000 – $69,999 – 38,209
$70,000 – $89,999 – 27,009
$90,000 – $109,999 – 5,682
$110,000 and over – 2,837

Average annual salary (FTE) – $63,221

Absenteeism 
(Annual rate – excluding casuals) – 3.91%

Sick leave 
(Annual rate – excluding casuals) – 3.17%
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gold coast statistical division
ERP – 515,200

QPS (FTE) – 14,492

Public Service Act (FTE) – 8,678

Ratio of QPS to ERP – 2.81%

Indigenous (headcount) – 177

NESB (headcount) – 1,644

Disability (headcount) – 801

Gender (FTE) 

Female – 9,521
Male – 4,971

Age groups (FTE)

Generation Y – 2,290
Generation X – 5,543
Baby Boomers – 6,337
Pre Baby Boomers – 322

Average age – 43.08

QPS separations
(Annual rate – permanents only) – 4.89%

Service delivery (FTE)

Corporate services – 163
Front line – 13,249
Support – 1,079

Front line occupations (FTE)

Ambulance operational – 341
Fire fi ghter operational – 338
Education teachers – 4,258
Nurses – 1,892
Doctors – 578
Health professionals/practitioners – 607
Police – 753

Appointment type (FTE)

Permanent – 11,661
Temporary – 2,264
Casual – 552
Contract – 16

Annual salary (FTE)

$49,999 and less – 4,862
$50,000 – $69,999 – 5,499
$70,000 – $89,999 – 3,507
$90,000 – $109,999 – 339
$110,000 and over – 285

Average annual salary (FTE) – $60,416

Absenteeism 
(Annual rate – excluding casuals) – 4.01%

Sick leave 
(Annual rate – excluding casuals) – 3.20%
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sunshine coast statistical division
ERP – 323,400

QPS (FTE) – 9,175

Public Service Act (FTE) – 5,488

Ratio of QPS to ERP – 2.84%

Indigenous (headcount) – 130

NESB (headcount) – 859

Disability (headcount) – 587

Gender (FTE) 

Female – 5,709
Male – 3,466

Age groups (FTE)

Generation Y – 881
Generation X – 3,388
Baby Boomers – 4,750
Pre Baby Boomers – 156 

Average age – 44.8

QPS separations
(Annual rate – permanents only) – 4.35%

Service delivery (FTE)

Corporate services – 215
Front line – 8,218
Support – 742

Front line occupations (FTE)

Ambulance operational – 270
Fire fi ghter operational – 117
Education teachers – 2,608
Nurses – 1,196
Doctors – 306
Health professionals/practitioners – 359
Police – 499

Appointment type (FTE)

Permanent – 7,376
Temporary – 1,419
Casual – 332
Contract – 48

Annual salary (FTE)

$49,999 and less – 2,979
$50,000 – $69,999 – 3,081
$70,000 – $89,999 – 2,661
$90,000 – $109,999 – 268
$110,000 and over – 186

Average annual salary (FTE) – $61,094

Absenteeism 
(Annual rate – excluding casuals) – 4.17%

Sick Leave 
(Annual rate – excluding casuals) – 3.24%



39state of the service report 2010

west moreton statistical division
ERP – 94,700

QPS (FTE) – 1,905

Public Service Act (FTE) – 1,532

Ratio of QPS to ERP – 2.01%

Indigenous (headcount) – 30

NESB (headcount) – 179

Disability (headcount) – 179

Gender (FTE) 

Female – 1,287
Male – 618

Age groups (FTE)

Generation Y – 210
Generation X – 620
Baby Boomers – 1,029
Pre Baby Boomers – 46

Average age – 45.64

QPS separations
(Annual rate – permanents only) – 5.05%

Service delivery (FTE)

Corporate services – 4
Front line – 1,834
Support – 67

Front line occupations (FTE)

Ambulance operational – 57
Fire fi ghter operational – 1
Education teachers – 905
Nurses – 117
Doctors – 15
Health professionals/practitioners – 22
Police – 62

Appointment type (FTE)
Permanent – 1,640
Temporary – 205
Casual – 59
Contract – 1

Annual salary (FTE)
$49,999 and less – 749

$50,000 – $69,999 – 519
$70,000 – $89,999 – 563
$90,000 – $109,999 – 66
$110,000 and over – 9

Average annual salary (FTE) – $56,786

Absenteeism 
(Annual rate – excluding casuals) – 3.97%

Sick leave 
(Annual rate – excluding casuals) – 3.16%
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wide bay-burnett statistical division
ERP – 287,400

QPS (FTE) – 11,133

Public Service Act (FTE) – 7,148

Ratio of QPS to ERP – 3.87%

Indigenous (headcount) – 316

NESB (headcount) – 937

Disability (headcount) – 848

Gender (FTE) 

Female – 6,971
Male – 4,162

Age groups (FTE)

Generation Y – 1,259
Generation X – 3,893
Baby Boomers – 5,750
Pre Baby Boomers – 231

Average age – 44.83

QPS separations
(Annual rate – permanents only) – 4.76%

Service delivery (FTE)

Corporate services – 152
Front line – 9,967
Support – 1,014

Front line occupations (FTE)

Ambulance operational – 211
Fire fi ghter operational – 98
Education teachers – 3,023
Nurses – 1,379
Doctors – 240
Health professionals/practitioners – 324
Police – 494

Appointment type (FTE)
Permanent – 9,473
Temporary – 1,303
Casual – 341
Contract – 16

Annual salary (FTE)
$49,999 and less – 4,381
$50,000 – $69,999 – 3,641
$70,000 – $89,999 – 2,683
$90,000 – $109,999 – 273
$110,000 and over – 155

Average annual salary (FTE) – $57,329

Absenteeism 
(Annual rate – excluding casuals) – 4.11%

Sick leave 
(Annual rate – excluding casuals) – 3.21%
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darling downs statistical division
ERP – 237,200

QPS (FTE) – 10,103

Public Service Act (FTE) – 5,943

Ratio of QPS to ERP – 4.26%

Indigenous (headcount) – 228

NESB (headcount) – 648

Disability (headcount) – 764

Gender (FTE) 

Female – 6,411
Male – 3,692

Age groups (FTE)

Generation Y – 1,353
Generation X – 3,364
Baby Boomers – 5,103
Pre Baby Boomers – 283

Average age – 44.68

QPS separations
(Annual rate – permanents only) – 5.65%

Service delivery (FTE)

Corporate services – 240
Front line – 8,810
Support – 1,053

Front line occupations (FTE)
Ambulance operational – 203
Fire fi ghter operational – 95
Education teachers – 2,223
Nurses – 1,475
Doctors – 211
Health professionals/practitioners – 367
Police – 434

Appointment type (FTE)

Permanent – 8,528
Temporary – 1,211
Casual – 343
Contract – 22

Annual salary (FTE)

$49,999 and less – 3,829
$50,000 – $69,999 – 3,347
$70,000 – $89,999 – 2,499
$90,000 – $109,999 – 282
$110,000 and over – 146

Average annual salary (FTE) – $58,145

Absenteeism 
(Annual rate – excluding casuals) – 3.91%

Sick leave 
(Annual rate – excluding casuals) – 3.12%
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south west statistical division
ERP – 26,300

QPS (FTE) – 1,756

Public Service Act (FTE) – 975

Ratio of QPS to ERP – 6.68%

Indigenous (headcount) – 105

NESB (headcount) – 90

Disability (headcount) – 105

Gender (FTE) 

Female – 1,157
Male – 599

Age groups (FTE)

Generation Y – 361
Generation X – 620
Baby Boomers – 723
Pre Baby Boomers – 52

Average age – 42.27

QPS separations
(Annual rate – permanents only) – 6.30%

Service delivery (FTE)

Corporate services – 17
Front line – 1,545
Support – 193

Front line occupations (FTE)

Ambulance operational – 31
Fire fi ghter operational – 3
Education teachers – 340
Nurses – 254
Doctors – 23
Health professionals/practitioners – 56
Police – 108

Appointment type (FTE)

Permanent – 1,482
Temporary – 228
Casual – 45
Contract – 1

Annual salary (FTE)

$49,999 and less – 811
$50,000 – $69,999 – 625
$70,000 – $89,999 – 240
$90,000 – $109,999 – 58
$110,000 and over – 21 

Average annual salary (FTE) – $54,110

Absenteeism 
(Annual rate – excluding casuals) – 3.21%

Sick leave 
(Annual rate – excluding casuals) – 2.53%



43state of the service report 2010

fitzroy downs statistical division
ERP – 220,700

QPS (FTE) – 9,474

Public Service Act (FTE) – 5,837

Ratio of QPS to ERP – 4.29%

Indigenous (headcount) – 361

NESB (headcount) – 669

Disability (headcount) – 689

Gender (FTE) 
Female – 6,242
Male – 3,232

Age groups (FTE)
Generation Y – 1,794
Generation X – 3,283
Baby Boomers – 4,204
Pre Baby Boomers – 194

Average age – 42.59

QPS separations
(Annual rate – permanents only) – 6.55%

Service delivery (FTE)
Corporate services – 243
Front line – 8,184
Support – 1,047

Front line occupations (FTE)

Ambulance operational – 222
Fire fi ghter operational – 124
Education teachers – 2,107
Nurses – 1,124
Doctors – 192
Health professionals/practitioners – 351
Police – 464

Appointment type (FTE)
Permanent – 8,047
Temporary – 1,066
Casual – 330
Contract – 31

Annual salary (FTE)
$49,999 and less – 3,795
$50,000 – $69,999 – 3,313
$70,000 – $89,999 – 1,977
$90,000 – $109,999 – 242
$110,000 and over – 148

Average annual salary (FTE) – $57,685

Absenteeism 
(Annual rate – excluding casuals) – 3.87%

Sick leave 
(Annual rate – excluding casuals) – 3.05%
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central west statistical division
ERP – 12,300

QPS (FTE) – 792

Public Service Act (FTE) – 482

Ratio of QPS to ERP – 6.44%

Indigenous (headcount) – 36

NESB (headcount) – 45

Disability (headcount) – 55

Gender (FTE) 

Female – 514
Male – 278

Age groups (FTE)

Generation Y – 179
Generation X – 285
Baby Boomers – 309
Pre Baby Boomers – 19

Average age – 41.43

QPS separations
(Annual rate – permanents only) – 8.58%

Service delivery (FTE)

Corporate services – 17
Front line – 1,545
Support – 193

Front line occupations (FTE)

Ambulance operational – 12
Fire fi ghter operational – 1
Education teachers – 171
Nurses – 97
Doctors – 5
Health professionals/practitioners – 18
Police – 50

Appointment type (FTE)

Permanent – 687
Temporary – 86
Casual – 18
Contract – 1

Annual salary (FTE)

$49,999 and less – 335
$50,000 – $69,999 – 290
$70,000 – $89,999 – 129
$90,000 – $109,999 – 33
$110,000 and over – 6

Average annual salary (FTE) – $55,158

Absenteeism 
(Annual rate – excluding casuals) – 3.35%

Sick leave 
(Annual rate – excluding casuals) – 2.60%
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mackay statistical division
ERP – 172,700

QPS (FTE) – 5,564

Public Service Act (FTE) – 3,540

Ratio of QPS to ERP – 3.22%

Indigenous (headcount) – 138

NESB (headcount) – 545

Disability (headcount) – 368

Gender (FTE) 

Female – 3,941
Male – 1,623

Age groups (FTE)

Generation Y – 936
Generation X – 2,032
Baby Boomers – 2,494
Pre Baby Boomers – 103

Average age – 42.92

QPS separations
(Annual rate – permanents only) – 7.45%

Service delivery (FTE)

Corporate services – 58
Front line – 5,018
Support – 488

Front line occupations (FTE)

Ambulance operational – 114
Fire fi ghter operational – 57
Education teachers – 1,649
Nurses – 654
Doctors – 144
Health professionals/practitioners – 190
Police – 298

Appointment type (FTE)

Permanent – 4,702
Temporary – 645
Casual – 192
Contract – 24

Annual salary (FTE)

$49,999 and less – 1,954
$50,000 – $69,999 – 2,001
$70,000 – $89,999 – 1,366
$90,000 – $109,999 – 161
$110,000 and over – 82

Average annual salary (FTE) – $58,419

Absenteeism 
(Annual rate – excluding casuals) – 3.43%

Sick leave 
(Annual rate – excluding casuals) – 2.76%
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northern statistical division
ERP – 227,300

QPS (FTE) – 11,050

Public Service Act (FTE) – 5,986

Ratio of QPS to ERP – 4.86%

Indigenous (headcount) – 472

NESB (headcount) – 1,297

Disability (headcount) – 779

Gender (FTE) 

Female – 7,241
Male – 3,809

Age groups (FTE)
Generation Y – 1,958
Generation X – 4,130
Baby Boomers – 4,728
Pre Baby Boomers – 234

Average age – 42.59

QPS separations
(Annual rate – permanents only) – 6.74%

Service delivery (FTE)

Corporate services – 299
Front line – 9,587
Support – 1,164

Front line occupations (FTE)

Ambulance operational – 196
Fire fi ghter operational – 147
Education teachers – 1,977
Nurses – 1,743
Doctors – 408
Health professionals/practitioners – 499
Police – 602

Appointment type (FTE)

Permanent – 9,342
Temporary – 1,262
Casual – 349
Contract – 97

Annual salary (FTE)

$49,999 and less – 4,298
$50,000 – $69,999 – 3,956
$70,000 – $89,999 – 2,260
$90,000 – $109,999 – 321
$110,000 and over – 215

Average annual salary (FTE) – $59,042

Absenteeism 
(Annual rate – excluding casuals) – 3.77%

Sick leave 
(Annual rate – excluding casuals) – 3.04%
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far north statistical division
ERP – 269,700

QPS (FTE) – 12,891

Public Service Act (FTE) – 7,698

Ratio of QPS to ERP – 4.78%

Indigenous (headcount) – 1,174

NESB (headcount) – 1,723

Disability (headcount) – 870

Gender (FTE) 

Female – 8,191
Male – 4,700

Age groups (FTE)

Generation Y – 1,872
Generation X – 4,798
Baby Boomers – 5,903
Pre Baby Boomers – 319

Average age – 43.50

QPS separations
(Annual rate – permanents only) – 5.91%

Service delivery (FTE)

Corporate services – 290
Front line – 11,420
Support – 1,182

Front line occupations (FTE)

Ambulance operational – 227
Fire fi ghter operational – 148
Education teachers – 2,827
Nurses – 1,668
Doctors – 317
Health professionals/practitioners – 432
Police – 697

Appointment type (FTE)

Permanent – 10,510
Temporary – 1,855
Casual – 493
Contract – 32

Annual salary (FTE)

$49,999 and less – 4,740
$50,000 – $69,999 – 4,722
$70,000 – $89,999 – 2,848
$90,000 – $109,999 – 352
$110,000 and over – 228

Average annual salary (FTE) – $58,537

Absenteeism 
(Annual rate – excluding casuals) – 3.67%

Sick leave 
(Annual rate – excluding casuals) – 2.89%
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north west statistical division
ERP – 34,000

QPS (FTE) – 2,011

Public Service Act (FTE) – 1,198

Ratio of QPS to ERP – 5.92%

Indigenous (headcount) – 206

NESB (headcount) – 200

Disability (headcount) – 112

Gender (FTE) 

Female – 1,398
Male – 614

Age groups (FTE)

Generation Y – 568
Generation X – 717
Baby Boomers – 675
Pre Baby Boomers – 52

Average age – 39.76

QPS separations
(Annual rate – permanents only) – 10.23%

Service delivery (FTE)

Corporate services – 15
Front line – 1,768
Support – 229

Front line occupations (FTE)

Ambulance operational – 33
Fire fi ghter operational – 22
Education teachers – 397
Nurses – 237
Doctors – 34
Health professionals/practitioners – 36
Police – 166

Appointment type (FTE)

Permanent – 1,666
Temporary – 278
Casual – 58
Contract – 10

Annual salary (FTE)

$49,999 and less – 884
$50,000 – $69,999 – 770
$70,000 – $89,999 – 257
$90,000 – $109,999 – 70
$110,000 and over – 30

Average annual salary (FTE) – $55,528

Absenteeism 
(Annual rate – excluding casuals) – 3.18%

Sick leave 
(Annual rate – excluding casuals) – 2.52%
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• Summary of regional perspectives
There are no outstanding diff erences when comparing workforce profi les for each of the statistical
divisions, other than that the Brisbane statistical division has a higher proportion of employees
in the corporate support function. In Brisbane, this comprises about 10 per cent of the workforce,
whereas in the other statistical divisions it sits around one or two per cent. This is not unexpected 
given that most agencies would have their headquarters located in the Brisbane area and this is 
where many of the large transactional functions are currently located.

In addition, three statistical divisions have a ratio of staff  to the ERP which is somewhat higher 
than the QPS overall rate of 4.4 per cent. These are the North West statistical division (5.9%), 
the South West statistical division (6.7%) and the Central West statistical division (6.4%).

More interesting observations occur when the data is aggregated into the south-east corner of 
the state and the rest of the state. When comparing employees working outside of the south-east 
corner of the state to those in the south-east, they are more likely to be older (average age of 
43.4 years compared to 42.8 years in the south-east), a greater proportion will be permanent
(84.0% to 80.7%) and more of them work on a part-time basis (27.2% to 24.0%). 

Employees outside the south-east corner on average also earn less annual salary ($57 960 as 
compared to $62 639 in the south-east) and they take fewer average full-time sick days 
(6.6 days to 7.2 days).
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People are more than a ‘resource’ in organisations. Organisations exist because 

of and for people. Whereas resources such as buildings, equipment and fi nance 

are fi nite or limited, it is people who can provide unlimited intangibles to their 

organisation, such as passion, drive, commitment, initiative and creativity.

Source: Rod Jones, Human Resource Management author, 2010.34

This chapter discusses QPS employment trends over the past decade, workforce demographics 
such as age, gender and diversity, and workforce movements, including separations and 
retirements. It draws predominantly on MOHRI trend data for up to 2008-09, but also reports on 
results from the State of the Service employee survey.  

• Introduction
The chapter provides a selection of workforce information about Queensland public servants who 
are employed under the PS Act. While this information does not include data relating to a number 
of occupational groups such as police offi  cers, health professionals, and fi re and ambulance
offi  cers, as was contained in the previous chapter, it does still include information on a range 
of employees who provide front line service delivery to the community. These front line service
delivery public servants include teachers, child safety offi  cers, psychologists, other allied health 
professionals, engineers and road workers.

34 Jones, R. 2010, Managing Human Resource Systems, 2nd edition, Pearson Australia, Frenchs Forest, NSW, p. xiii.

5

the qps workforce: 
a snapshot
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It should be noted that not all agencies who employ staff  under the PS Act contribute to the 
MOHRI data collection system.35 As a result, unless otherwise stated, data in this chapter is
limited to those agencies that do provide data to the MOHRI system.

• Employee profi les: who we are and the way we work
There were 119 797.64 FTEs employed under the PS Act at 30 June 2009. This is just over 
60 per cent of the total number of staff  employed in all QPS agencies.

Just as there has been sustained growth in the Queensland population over the past nine years, 
there has also been a 21 per cent increase in the number of staff  employed under the PS Act, with
the number of FTEs increasing by 20 685.50 from 99 112.14 in June 2000.

As is the case in a number of organisations, QPS employees can be employed on a permanent, 
temporary or casual basis, or contracted for a period of time under the PS Act. However, the
majority of these staff  (80.8%) are employed as permanent employees. The proportion of staff  
who are employed on a permanent basis within the QPS has remained stable at around the 80
per cent mark for almost a decade. The fi gure below displays the trend between June 2000 and 
June 2009.

figure 11: permanent fte employment in the qps
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35  Government owned corporations and a number of public service offi  ces are not included in the MOHRI collection. 
These are listed in Appendix 1.
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Gender

The proportion of women employed in the QPS continues to increase, with women now
comprising some 63.8 per cent of the permanent workforce (Figure 12). This level has risen from 
56.1 per cent in 2000. This level is similar to that of other jurisdictions with Victoria reporting 
two thirds of its public sector workforce being female36, Northern Territory being at around 63 per 
cent37 and Western Australia having 68 per cent.38 It also compares quite favourably with the APS 
where females comprise 57.8 per cent of total employment.39

figure 12: proportion of qps by gender fte

■ Female     ■ Male

june

pe
r 

ce
nt

0

10

20

30

40

50

60

70

80

90

100

20
09

20
08

20
07

20
06

20
05

20
04

20
03

20
02

20
01

20
00

Source: MOHRI

The mix of employee appointment types by gender is shown in the fi gure below. While the 
majority of both male and female employees hold permanent appointments, there is a higher 
proportion of women than men in temporary and casual employment. This may refl ect lifestyle 
choice and/or may be an indication of the need to balance working arrangements with carer 
responsibilities. The results of the State of the Service employee survey may shed some light on 
this as 18.7 per cent of women and 16.9 per cent of men responding to the survey stated that they 
had carer responsibilities. 

While the numbers are very small, men are four times more likely to be in contract employment 
than women. This refl ects the higher number of males in SES and CES positions, and a large
number of males on contracts of employment for specialised roles under section 122 of the PS 
Act. Trends in the senior executive workforce are discussed in further detail in Chapter 7.

36 State Services Authority (SSA) 2009, The State of the Public Service in Victoria 2008-09, p. 20, SSA, Melbourne.

37 Offi  ce of the Commissioner for Public Employment (OCPE) 2009, State of the Service Report 2008-09, p. 61, OCPE, Darwin.

38 Offi  ce of the Public Sector Standards Commissioner (OPSSC) 2009, State of the Service Report 2009, p. 15, OPSSC, Perth.

39 Australian Public Service Commission 2009, State of the Service Report 2008-09, p. 4, Commonwealth of Australia, Canberra.
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figure 13: appointment types by gender as at june 2009
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There has been an upward trend in the number and proportion of female employees within 
the AO7 to SO equivalent range in the past nine years. This would suggest that women are now 
moving into supervisory and management positions and into positions where their natural career 
progression will be to the SES.

figure 14: employment trend for women employed in the ao7 to so range
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Despite the growth in the proportion of female employees over time, many women remain at 
the lower and middle salary levels, earning between $30 000 and $89 000 per year. There
is a greater proportion of men than women in the lowest salary band. These male employees
are predominantly trade persons and related workers, whereas the females in this band are
predominantly administrative staff . The fi gure below shows that the ‘cross-over’ salary point, 
where there is a greater proportion of men than women, is in the $90 000 – $99 000 salary band.
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figure 15: annual salaries (fte) by gender as at june 2009
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In view of the trend indicated in the fi gure above, it is anticipated that this ‘cross-over’ salary
point for gender will change over time and women will be represented in greater numbers in the 
higher salary bands.

When examining the average annual salary as at 30 June 2009 by appointment type and gender, 
it is clear that there is also a pay gap between male and female employees for all appointment 
types (Figure 16). For permanent employees, there is a $5574 pay gap between men and women. 
While the largest gap occurs for casual employees, where the average annual salary for males 
is $9608 more than that for female employees, this is more complex as it is infl uenced by the 
nature of casual employment and the number of hours worked by each casual employee. 

figure 16: average annual salary (fte) by appointment type and gender as at june 2009
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Despite this pay gap, State of the Service employee survey results indicated that women were 
more satisfi ed with their remuneration than men. Just less than half of women agreed with the 
statement that they were fairly remunerated for the work that they do, in comparison to 40.4 per 
cent of men. Conversely, 33.6 per cent of women and 38.5 per cent of men disagreed with the 
statement.

While the factors that might contribute to this survey result are diffi  cult to identify with certainty, 
research undertaken by the Equal Opportunity for Women in the Workplace Agency (EOWA) may
provide some insight. EOWA’s 2006 online survey found that only 15 per cent of women and 21 
per cent of men are most likely to consider good pay and bonuses as the single most important
consideration when choosing employment. 

However, female respondents also tended to place signifi cantly more value than men on the 
following employer characteristics: a good organisational record of promoting and supporting
women; fl exible work conditions; an organisation with a large number of women in senior 
positions; a position that does not involve long hours or overtime; and the provision of paid 
maternity leave.40

When making decisions about prospective employment, and their satisfaction with current 
employment, women may therefore make some trade-off s in relation to their remuneration.

Employment status: full-time, part-time and casual work

More than two-thirds of QPS employees (67.5%) are employed on a full-time basis. However, this 
way of working has changed over the years with almost a quarter of QPS employees now working 
on a part-time basis. Figure 17 below displays how the percentage of employees working part-
time has increased signifi cantly, from 16.4 per cent in 2000 to 24.1 per cent in 2009.

figure 17: qps part-time workers (headcount)
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40  Equal Opportunity for Women in the Workplace Agency 2008, Generation F: Attract, Engage, Retain, p. 6,
http://www.eowa.gov.au
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Part-time work is more prevalent among women (Figure 18), with 90.6 per cent of part-time workers 
being women. Women who work part-time are most likely to be employed at the AO2-AO6 and 
equivalent salary levels (97.1%), with 56.1 per cent working at the AO2 equivalent salary level.

Part-time work is most prevalent for women aged 35 or more, with 37.7 per cent of the total 
female workforce working part-time after that age. Males tend to work more on a part-time basis 
when they are aged 24 years and under or once they have reached the age of 55.

figure 18: proportion of males and females who work part-time by age, as at june 2009
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Part-time work becomes just as prevalent for all employees as they grow older. Some 28.7 per 
cent of the total workforce aged 60 and over works on a part-time basis.

Types of work

Almost half the employee survey respondents (44.7%) indicated they were involved in direct 
service delivery to the public (Table 2). A further 14.0 per cent were in administrative and clerical 
roles, 12.5 per cent were in corporate services, 6.3 per cent were in program design/management
roles, and 3.7 per cent worked in policy.

While at fi rst glance it may appear that the proportion of employees indicating that they worked 
in service delivery roles is low, it needs to be remembered that the respondents to the State 
of the Service employee survey are staff  employed under the PS Act. Police offi  cers, health
professionals, fi re and ambulance offi  cers and a range of other front line service delivery 
employees are not included in this data. 

As reported in Chapter 4, when these employees are included in the QPS data the proportion of 
employees in service delivery roles is around 80 per cent. However, what these fi gures refl ect, 
even without those very visible front line employees, is the state’s strong focus on service 
delivery.
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table 2: type of work undertaken in the qps

Type of work Total %

Service delivery to the general public 44.7

Administrative support / clerical 14.0

Corporate services 12.5

Program design and/or management 6.3

Policy 3.7

Exercising regulatory authority 2.3

Research 1.8

Legal 0.8

Other 13.9

Source: Employee Survey 2010

There are some notable gender trends in the types of work undertaken in the QPS. Women feature 
most predominantly in service delivery roles (48.0%) and administrative support and clerical
roles (18.3%). Men feature most predominantly in service delivery roles and corporate services 
roles. The men outnumber their female colleagues in corporate services roles and program design
and/or management.

figure 19: types of work by gender
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Educational qualifi cations

Data collected through the State of the Service employee survey indicated that 57.7 per cent of 
respondents held a bachelor degree or higher qualifi cation. Only 8.9 per cent had less than a 
year 12 or equivalent qualifi cation.
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Males had a slightly higher qualifi cation profi le than that of females, with 61.6 per cent of men 
holding a bachelor degree or higher qualifi cation, in comparison with 55.9 per cent of women. 
The percentage of women whose highest qualifi cation was a vocational qualifi cation or year 12 or 
equivalent qualifi cation was marginally higher than that of men. The percentage of women who 
had less than year 12 or equivalent (10.6%) was double that of men (5.3%).

The qualifi cations profi le is likely to change over time; fi rstly as the Toward Q2 target of having
three out of four Queenslanders holding trade, training or tertiary qualifi cations is progressed,
and secondly as women’s educational attainment improves. Research published in 2009 showed
that there are now more women than men enrolled in bachelor degree courses or higher. Further,
the research indicated that over 50 per cent of Australian women aged 25 to 34 years with post-
school qualifi cations hold a bachelor degree or higher, compared with around 43 per cent of men 
in the same group.41

Diversity in the QPS

Under section 30(4) of the PS Act, the following groups are EEO target groups:
• Aboriginal or Torres Strait Islander people
• people from a non-English speaking background
• people with a disability, and

• women.

The QPS generally performs well in the employment of EEO groups, with women now comprising
63.8 per cent of the workforce.

Figure 20 below shows the representation of two of the EEO groups (people with a disability and 
people from a non-English speaking background) among two of the employees over a nine year period.

figure 20: representation of eeo groups among employees (headcount)
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The EEO trend data reported in the above fi gure is based on self-identifi cation and therefore
carries some limitations in terms of its completeness. The data represents those employees that
chose to respond to agency EEO census forms and identify themselves as a member of one or 
more of those groups. As the response rate across the sector to the EEO census is approximately 

41  Cassells, R., Miranti, R. I., Nepal, B. and Tanton, R. 2009, ‘She works hard for the money: Australian women and the
gender divide’, AMP.NATSEM Income and Wealth Report, Issue 22, April, p. 8.
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80 per cent, it is likely that the EEO fi gures are understated on the basis that some employees 
have chosen not to respond to the census. The methods for calculating the proportional
employment of EEO groups is summarised in the footnote below.42

The number of PS Act employees from a non-English speaking background has increased, rising
from 8241 in 2000 to 12 596 in 2009. Proportionally, this equates to 8.9 to 12.2 per cent of the PS
Act workforce, depending on the method used to calculate the data.

The number of employees with a disability increased from 7166 in 2000 to 10 281 in 2009. 
While this increase may seem signifi cant, the overall trend is downwards, with the number 
of employees with a disability peaking at 11 072 employees in 2002. This downward trend is 
similar to that experienced in the APS, where there has been a decline for the fi fth consecutive
year in the absolute number of employees with a disability.43 In Queensland, the percentage of 
people with a disability employed in 2009 under the PS Act is in the range of 7.3 to 10.1 per cent, 
depending on the method used to calculate the data.

While this downward trend is counter intuitive given the ageing of the QPS workforce, there may
be a range of reasons for it occurring. While some employees may be choosing not to disclose 
their status, the most likely reason is that there has been decreasing representation at the AO1 to 
AO4 level where many people with a disability have traditionally been employed. Between 2000
and 2009 the proportion of employees with a disability in the AO1 to AO4 range decreased from
63.2 per cent to 55.0 per cent for all QPS employees and from 60.7 per cent to 55.5 per cent for 
those staff  employed under the PS Act. 

As would be expected with the ageing workforce, the proportion of employees with a disability 
increased in both the AO5 to AO8 and the SO and above ranges. For the AO5 to AO8 range this 
increase was from 33.5 to 40.8 per cent for all QPS employees and from 36.8 to 41.5 per cent for 
those employed under the PS Act.

Similarly, for the SO and above range the increases have been from 3.3 to 4.2 per cent for all QPS 
employees and from 2.5 to 3.1 per cent for those employed under the PS Act.

The Queensland Government has continued its strong commitment to increasing the 
representation of Indigenous employees. This commitment is delivered through the signing of 
the COAG National Partnership Agreement on Indigenous Economic Participation in 2009, setting
a target of at least 2.6 per cent Indigenous representation by 2013 and the more recent signing 
of the Australian Employment Covenant in February 2010, off ering 2800 Indigenous employment
opportunities by June 2013.44

The Indigenous employment targets under both these agreements are sector-wide targets. On 
this basis, the information detailed in Figure 21 represents the number of Indigenous employees 
across the Queensland Public Sector. The number of Indigenous people employed across the 

42   A number of diff erent methods are used to calculate the percentage of EEO employment. For example, the EEO 
Statistical Bulletin prepared annually on the Queensland Public Sector uses a percentage calculation that includes non-
respondents (including those who chose not to respond on agency EEO census forms) in the total census population. 
The PSC Annual Report includes percentage calculations for EEO groups which include and exclude non-respondents. 
Percentage calculations that include non-respondents are likely to understate EEO representation, while methods which 
exclude non-respondents from the calculation may result in a higher EEO percentage. While both methods are used in 
this section of the report, each approach has its limitations.

43  Australian Public Service Commission 2009, State of the Service Report 2008-09, p. 22, Commonwealth of Australia, Canberra.  

44  Council of Australian Governments 2009, National Partnership Agreement on Indigenous Economic Participation, p.7,
http://www.coag.gov.au/intergov_agreements/federal_fi nancial_relations/index.cfm. See also the Department of 
Justice and Attorney-General 2009, Aboriginal and Torres Strait Islander Employment Action Plan 2009-2012 at 
http://www.justice.qld.gov.au
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sector has more than doubled over the past nine years, rising from 2,696 in 2000 to 5,445 in 
2009. Indigenous employment has continued to rise each year during this period.  

figure 21: indigenous representation among employees in queensland public sector (headcount)
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Overall, the percentage of Indigenous people employed across the Queensland Public Sector in 
2009 is in the range of 2.1 to 2.8 per cent, depending on the methodology used to calculate the data.
Achieving the 2013 targets will require an ongoing, concerted eff ort in the retention of our Indigenous
employees and the attraction of new Indigenous people to the Queensland Public Sector.

Sick leave

The use of sick leave has not changed a great deal over the past six years. The average full-time 
sick days taken per employee rose only slightly from 6.5 days in 2003-04 to 6.7 days in 2008-09. 
The average number of full-time sick days taken per employee, at 7 days, is higher for the broader 
QPS, the group which includes a far greater number of people in front line service delivery roles.

Figure 22 compares average full-time sick days taken per employee employed under the PS Act, 
with the average full-time sick days taken per employee by the QPS as a whole.

figure 22: average full-time sick days taken per employee
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• The changing of the generational guard: age and separations

An ageing workforce

The permanent QPS workforce is ageing (Figure 23). In 2000, the average age of a permanent QPS 
employee was 42.1 years, while in 2009 the average is up to 44.4 years. As a consequence of 
the average age of employees increasing, the percentage of the workforce aged over 50 has also
grown and was signifi cantly higher in 2009 than in 2000. 

figure 23: age distribution of the permanent qps workforce
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The trend of the ageing QPS workforce means that it is important that strategies are put into 
place to encourage the continued participation of older workers in the workforce and that, when 
they have made their decision to leave, their departure is managed well. This is vital to ensure
that there is not a signifi cant loss of corporate or operational knowledge to the QPS, a loss of 
managerial/executive experience, and that there are suffi  ciently skilled employees available to 
take over the roles being vacated.

In early 2007 the Queensland Government launched the Experience Pays Awareness Strategy to 
address this issue. This strategy aims to encourage age-friendly work practices and the continued 
participation of older workers in the workforce. The strategy is not just for government: it is also 
being implemented in the private and non-government sectors.

The use in the QPS of other workplace strategies to support the continued participation of 
mature-aged people in the workplace, such as fl exible working conditions, is discussed in more 
detail in Chapter 6.

Separations in the QPS

Separations from the QPS are measured by the ‘separation rate’. This is the percentage of QPS 
permanent employees who leave their jobs as a proportion of the total permanent workforce.
It does not include transfers, mobility programs or promotions within the QPS. The proportion
of permanent employees exiting the QPS increased marginally over the past six years from
4.9 per cent to 5.6 per cent (Figure 24).
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figure 24: separation rates by gender
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The separation rate for male employees is consistently higher than that for female employees, 
although there is not a great diff erence between the two. While separation rates for men and
women are fairly similar, there are signifi cant diff erences between diff erent demographic groups. 
The fi gure below shows that Generation Y employees are more likely to leave the QPS than Baby 
Boomers or Generation X.45

figure 25: separation rates by age groups as a proportion of their demographic groups

0

5

10

15

20

25

 Generation Y     Generation X      Baby Boomers      Pre Baby Boomers

20
08

-0
9

20
07

-0
8

20
06

-0
7

20
05

-0
6

20
04

-0
5

20
03

-0
4pe

r 
ce

nt

Source: MOHRI

45 The defi nition of who are included in these groups is contained in Appendix 3.
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Separation patterns are also infl uenced by an employee’s length of service. The fi gure below
displays the trends for employees who have worked less than fi ve years, between fi ve and 10 
years, 10 to 20 years and 20 years and more. The data indicates that people who have worked for 
less than fi ve years in the QPS are consistently more likely to leave.

figure 26: separation rates by length of service
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Despite adverse global economic conditions, and ongoing public policy discussions about the 
adequacy of retirement savings, the average age of retirement for QPS employees has remained
at 60 years for the past six years to June 2009. The average age of retirement is calculated as the 
mean age of permanent employees aged 55 years or older who exited from the QPS.

• Key themes and future directions
The QPS workforce profi le has changed signifi cantly over the past decade, with increases in the
proportion of women, older workers and part-time workers. The proportion of employees with 
an Indigenous or non-English speaking background has also increased, but the percentage of 
staff  with a disability has declined over time. The average age of retirement remains steady at
60 years. Separations are more common among Generation Y employees and those who have 
worked in the QPS for less than fi ve years.
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One of the key challenges facing the QPS is the demographics of an ageing workforce. When 
asked to list their top fi ve workforce challenges, agencies listed an ageing workforce as the
second highest challenge. The top fi ve workforce challenges raised by agencies in order of 
greatest challenge were:

•  Attracting and retaining skilled staff . This was particularly relevant where there were skill
shortages in some technical or specialist areas, and where there was competition with the 
market place and pay and conditions were not always competitive with the external market

•  Ageing workforce. Agencies raised the potential loss of managerial/executive, corporate and
operational knowledge as an issue, particularly as a high proportion of older employees are 
due to retire in the next few years

•  Capability development. This related to all staff  and also for a range of more specifi c
occupations/staff  groups, including managers/leaders, young inexperienced employees and
staff  in technical areas

•  Workload/demand management. Agencies raised the issue of increasing community
expectations and growth in demand for services that could be accentuated by limited
resources, and a desire to avoid staff  burnout in trying to meet this demand, and

•  Balancing fl exible arrangements and workload management. This issue was raised 
predominantly by the smaller agencies with less than 300 staff .

Not only was the ageing workforce listed as a signifi cant workforce challenge, it was raised in the 
top fi ve organisational challenges for agencies by almost half (48.6%) of the agencies. These top
organisational challenges could include any signifi cant challenge to the organisation.46 Clearly, 
strategies that support the continued participation of older workers will be critical to ensure the
delivery of services. More fl exible work practices, such as part-time work and telecommuting, will 
continue to be utilised as a way of encouraging these highly experienced and skilled workers to 
remain in the QPS.

Conversely, if the workforce is to be refreshed and the best and the brightest attracted to and
retained by the QPS, there is a need to encourage younger employees to remain in the QPS. 
Generation Y plays a critical role in providing the QPS with the skills and agility it needs, and 
strategies which reverse their higher separation rates will be critical. These strategies will need 
to be balanced against the benefi t of young people gaining experience and skills in other sectors 
and bringing these to the QPS at a later stage. Strategies to engage and retain employees are
discussed in further detail in Chapter 6.

Improving workforce diversity will also be high on the agenda, with the need to increase the
representation of Indigenous employees in the QPS and in particular in meeting the 2013 
Indigenous employment target set by COAG. In addition, while the participation of women in the 
QPS workforce is quite high, there may need to be strategies developed to bridge or at the very
least monitor the apparent gender pay gap. Women’s representation in senior executive roles is 
discussed in more detail in Chapter 7.

46 These organisational challenges are listed in Chapter 3: Public Sector Reform.
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In order to reach our business objectives, we must consistently compete for 

talent and win, not just win in terms of attracting talent, but engaging and 

retaining it as well, knowing that current employees, especially the best, 

will always have choices to move elsewhere. 

Source: Leigh Branham, Organisational Performance author, 200847

This chapter explores the concept of the QPS as an employer of choice and draws on employee 
survey results to explore job satisfaction, how well the QPS delivers on the attributes that fi rst
attracted people, and the level of employee engagement. The chapter will also highlight the
approaches of selected agencies that have made signifi cant and innovative investments in the 
attraction and retention of a highly skilled workforce. Finally, the chapter identifi es possible 
future directions and priorities for the QPS, based on the survey fi ndings.

• Introduction
Being an employer of choice is about attracting, engaging and retaining a skilled and motivated 
workforce that contributes to business outcomes. Organisations are acutely aware that highly 
skilled people make informed choices about where and how they work, and that organisations
must compete for their services. The QPS is no diff erent, competing as it does with other 
government agencies and the private and non-government sectors for its workforce.

The QPS is committed to being an employer of choice. One of the Management and Employment 
Principles set out under section 25 of the PS Act requires that public service management be 
directed towards this goal.

47 Branham, L. 2005, ‘Planning to Become an Employer of Choice’, Journal of Organizational Excellence, Summer, pp. 57-68.

6

making the qps
an employer of choice
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Research indicates that being an employer of choice off ers clear business benefi ts. Those 
organisations who are recognised in this way typically exhibit higher levels of employee
attraction, improved productivity, greater workforce stability and stronger levels of employee 
satisfaction and loyalty.48

As in the private sector, agencies must be able to eff ectively communicate what it means to work 
in their organisation. This is generally known as the employment value proposition and is the 
“collection of attributes or features that people value in an employment relationship”.49

An organisation’s employment value proposition must resonate in the market place of potential
employees and forms the critical ‘attraction’ component of becoming an employer of choice.

Yet attracting talented employees is only one part of the equation. Organisations must also
retain their workforce. One of the key components in retaining staff  and achieving strong
business outcomes is the level of employee engagement. Research undertaken by the Corporate
Leadership Council shows that an engaged workforce results in higher levels of discretionary 
eff ort, improved individual performance, and an increase in an employee’s intention to stay.50

These results are driven by attraction, engagement and retention strategies that support and
ultimately reinforce an organisation’s claim to being an employer of choice.

• Overall impressions: job satisfaction in the QPS
Job satisfaction is important to both employees and organisations. Enjoying work and having a 
sense of achievement leads to more engaged employees who are then better placed to deliver on 
agency outcomes. Employee survey results indicate there is a high level of job satisfaction within 
the QPS, especially in relation to a number of key attributes.

The employee survey asked respondents to select the fi ve most important workplace attributes
that impact on how satisfi ed they are with their job, and then indicate their level of satisfaction 
with these attributes in their current job. The most important attributes identifi ed by employees 
are set out in descending order in the Table 3. 

48 Bowes, B. J. 2008, ‘Being an employer of choice has bottom-line benefi ts’, CMA Management, November, pp. 14-15.

49 Jones, R. 2010, Managing Human Resource Systems, 2nd edition, Pearson Australia, Frenchs Forest, NSW, p. 288.

50  Corporate Leadership Council, 2004, Engaging the Workforce: Focusing on Critical Leverage Points to Drive Employee
Engagement, Corporate Executive Board, Washington DC, p. vii.
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table 3: most important workplace attributes

Workplace attribute that impacts on job satisfaction One of fi ve most important %

Good working relationships 59.8

Opportunities to utilise my skills 38.2

Good manager 36.7

Duties/expectations made clear 35.0

Chance to make a useful contribution to society 34.6

Flexible working arrangements 34.2

Seeing tangible results from my work 32.8

Opportunities to develop my skills 31.2

Regular feedback/recognition for eff ort 29.8

Appropriate level of autonomy in my job 29.7

Appropriate workload 29.3

Chance to be creative/innovative 26.0

Interesting work provided 21.3

Opportunities for career development 20.0

Source: Employee Survey 2010

Almost 60 per cent of respondents indicated that one of the fi ve most important attributes 
aff ecting job satisfaction was having good working relationships, and satisfaction with this 
attribute, at 86.5 per cent, was the highest of all the attributes. Other attributes that were 
considered most important by over 30 per cent of employees were opportunities to use their skills, 
having a good manager, expectations being made clear, making a useful contribution, fl exible
working arrangements, being able to see tangible results and having the opportunity to develop
skills.

Again, satisfaction rates for these attributes were high with over two-thirds of employees being
satisfi ed for all these attributes and some, such as having a chance to make a useful contribution 
to society, fl exible working arrangements and seeking tangible results from their work, being 
particularly high. Table 4 displays each of the attributes impacting on job satisfaction and the 
percentage of respondents satisfi ed with them.
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table 4: most important workplace attributes and level of satisfaction

Workplace attribute that impacts on job satisfaction % satisfaction with attribute

Good working relationships 86.5

Chance to make a useful contribution to society 84.5

Flexible working arrangements 82.9

Appropriate level of autonomy in my job 79.9

Seeing tangible results from my work 79.8

Interesting work provided 79.7

Opportunities to utilise my skills 76.0

Chance to be creative/innovative 75.2

Duties/expectations made clear 72.2

Good manager 68.4

Opportunities to develop my skills 65.5

Regular feedback/recognition for eff ort 47.8

Appropriate workload 40.6

Opportunities for career development 40.5

Source: Employee Survey 2010

Interestingly, only 21.3 per cent of respondents nominated interesting work as one of the top fi ve
attributes that impact on their satisfaction. However, of those who did nominate this attribute,
almost 80 per cent were satisfi ed. The least nominated attribute, opportunities for career 
development, also attracted the lowest satisfaction rating (40.5%). The fi gure below displays the
importance placed on each attribute and whether employees were satisfi ed with them.

figure 27: satisfaction with workplace attributes
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These results suggest that overall there is a high level of job satisfaction within the QPS, 
with high levels of satisfaction on those attributes that are the most important to employees. 
However, there are some areas that will need attention and these are around those attributes
such as receiving regular feedback or recognition, appropriate workload, and opportunities for 
career development. Issues around feedback/recognition and career development opportunities
are discussed in more detail in Chapter 8.

• Great expectations: delivering on the QPS employment promise
Fundamental to the issue of the QPS being an employer of choice are the attributes which drew 
potential employees towards the public sector in the fi rst place, and the extent to which agencies 
deliver on that ‘employment promise’. The State of the Service employee survey explored these 
questions when it asked respondents to identify the attributes which most attracted them to their 
current job, and the extent to which their expectations had been met in relation to those attributes.

The survey results, set out in the fi gure below in descending order, indicate that employees were 
most attracted to their current QPS job because of job security (83.4%), a good match betwen their 
interests and the requirements of the job (74.2%) and the ability to contribute to making a diff erence 
(70.0%). The geographical location of the job was also important (69.5%), as was an agency’s
reputation for good work practices (61.9%), an agency’s reputation for doing important work (61.0%)
and the remuneration package (60.2%). 

figure 28: expectations met against attraction attributes
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For those staff  who indicated that an attribute was important or very important, the fi gure above
displays the proportion who felt that their expectations had been either well or very well met. As 
can be seen, the results are varied. Employee expectations regarding job security, interests-job 
match and location of the job are quite well met. Each of these had over 70 per cent of staff , who 
thought the attributes were important, stating that they are well or very well satisfi ed. Survey 
results were also positive for those respondents who valued an agency’s reputation for important 
work, with 64.2 per cent indicating their expectations had been met or well met.
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It was of interest to note that many employees felt that their role did not suffi  ciently meet 
expectations in allowing them to ‘make a diff erence’, with only 55.3 per cent of respondents
indicating this expectation had been well met. The opportunity to make a diff erence is a key
element in the employer branding of many QPS agencies. Any gap between the ‘promise’ and
actual practice in this area may be attributed in part to the inherent complexity of some public 
sector work, with issues such as social disadvantage not easily addressed and subject to 
factors outside the control of agencies. There may also be opportunities for agencies to better 
communicate their tangible achievements to staff . The survey results do, however, show a strong 
idealism about service to the Queensland community that is worth preserving and upholding.

While a comparatively small percentage of respondents (39.4%) were attracted to their role
because of the opportunity to work on leading edge projects, more than half (50.3%) of those that 
placed great value on this attribute felt their expectations had been met.

An agency’s reputation for good work practices, such as work-life balance and people
management, was clearly an important attribute for many (61.9%), with just over half the
respondents who valued it (50.5%) indicating their expectations had been met. While many 
agencies list work-life balance as an employment benefi t, and there are a range of strategies in 
place across the QPS which support a fl exible and healthy workplace, there is room for agencies 
to improve their practical commitment to this goal. Skills in people management have also been 
identifi ed as an issue and this is explored later in this chapter.

• Work horizons: career intentions and recommendations
Overwhelmingly, employees expressed a strong commitment to working in their agency and the
QPS. When asked to indicate where they thought their career would take them in two years time 
and in fi ve years time, employees clearly demonstrated their intention to stay in the QPS in the 
medium term. Career intentions are listed in the table below.

table 5: career intentions in two and five years

Career % In two years % In fi ve years

Working in the same position and same agency as now 43.1 19.8

Working in a diff erent position in the same agency as now 24.4 25.4

Working in a diff erent QPS agency 7.4 10.4

Working in another public sector 1.2 1.6

Working in the private sector 3.2 5.3

Working in a non-government organisation 1.0 1.5

Owning their own business 1.0 3.4

Studying 1.3 0.7

Retired 4.1 13.5

Other 2.2 2.4

Not sure 8.0 12.8

Not stated 3.2 3.2

Source: Employee Survey 2010
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Many employees indicated that, in the short term, they are likely to stay in their current agency 
in either the same role (43.1%) or a diff erent position (24.4%). Even with a fi ve year planning
horizon, almost one-fi fth (19.8%) indicated they see themselves in the same position and 
over one-quarter (25.4%) in a diff erent role within their current agency. Only ten per cent saw
themselves moving to a diff erent agency in the next fi ve years and half that (5.3%) intended to 
move to the private sector in the same period.

Employees’ intention to stay in their current role might partly refl ect limited opportunities for 
advancement. Alternatively, employees indicated a level of satisfaction with a range of workplace 
attributes that make their continued employment in their agency a worthwhile undertaking. Either 
way, it seems that most respondents foresee staying in the QPS in the medium term.

The survey also explored whether staff  were prepared to recommend their agency or the QPS as 
a whole as a potential employer. The results are encouraging, with over half the respondents 
(57.8%) indicating they would recommend their current agency as a good place to work, and 
almost two-thirds (63.3%) prepared to recommend the QPS as a good place to work. These are 
solid foundations on which the QPS can further build on its commitment to being an employer of 
choice.

• Reaffi  rming the choice: employee engagement in the QPS
Having an engaged workforce is one of the most critical components of being an employer of 
choice. Organisations must maintain a positive employment experience with staff  on an ongoing 
basis, to both reaffi  rm employees’ original choice of QPS as an employer, and reconnect with 
staff  who are at risk of disengaging.51 Building a high level of employee engagement is critical to
maintaining a workforce that is productive, committed and contributing towards organisational 
goals.

OESR used statistical analysis of employee survey results to identify the factors which contribute
to employee engagement and, by extension, the QPS being an employer of choice. Eight factors
were identifi ed:

1. day to day work

2. immediate manager

3. work group culture and practices

4. professional development and progression

5. work-life balance

6. organisational culture and senior leaders

7. remuneration, and

8. performance feedback.

These factors, and how they support the QPS being an employer of choice, are shown in
Figure 29.

51 Benest, F. 2008, ‘The Role of Benefi ts in Winning the War for Talent’, Benefi ts and Compensation Digest, June, p. 44
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figure 29: being an employer of choice – attracting, engaging and retaining employees
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Source: Public Service Commission 2010

The factor analysis undertaken by OESR allowed questions which elicited similar responses to be
grouped together. These factors, and the patterns they represent, help to identify the relationship 
between diff erent variables. Higher scores therefore indicate a higher level of satisfaction. Further 
information on the methodology used by OESR for the factor analysis is included in Appendix 4.

Factor summary

Table 6 summarises responses to items across each of the specifi ed factors. Values represent the 
average proportion of responses by each person who was in the nominated category.

For example, the factor ‘day to day work’ comprised ten items. On average:

•  75.8 per cent of each person’s responses to these 10 items were in the positive two categories 
(‘agree’ or ‘strongly agree’ and ‘well’ or ‘very well’)

•  13.9 per cent of each person’s responses were in the neutral category (‘neither agree nor 
disagree’ and ‘moderately well’)

•  9.8 per cent of each person’s responses were in the negative two categories (‘disagree’ or 
‘strongly disagree’ and ‘not well’ or ‘not at all’), and

•  0.4 per cent of each person’s responses were in another category (‘not sure’) or were missing 
altogether.
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table 6: factor summary

Factor High Moderate Low Other

Day to day work 75.8 13.9 9.8 0.4

Immediate manager 57.0 22.0 19.5 1.5

Remuneration 40.5 28.8 28.6 2.2

Organisational culture and senior leaders 46.2 24.9 26.8 2.1

Work group culture and practices 75.6 14.2 9.6 0.5

Work-life balance 49.0 24.5 23.7 2.8

Professional development and progression 39.2 32.3 23.1 5.4

Performance feedback* 70.5 18.9 9.7 1.0
*  Only a subset of respondents were asked questions relating to this factor (N=15,385). 

For other factors, responses were sought from all respondents.

Source: Employee Survey 2010

These employee engagement factors are now considered against the survey results for the 
questions making up those factors.

Day to day work

Questions comprising the ‘day to day work’ factor are set out in Table 7. Survey results for 
individual questions show that most employees had positive experiences regarding their 
daily working lives, with some 81.0 per cent of employees indicating they enjoyed the work 
in their current job, and 70.5 per cent reporting that their job gave them a feeling of personal 
accomplishment.

Respondents expressed high levels of motivation, with 84.4 per cent of respondents indicating
they were motivated to do the best possible work that they could, and almost all respondents 
(96.3%) indicating that, when needed, they were willing do put in the extra eff ort to get a job
done. Employees are less convinced about their career prospects, however, with only just over 
half (50.6%) agreeing that their current job will help in their career aspirations.
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table 7: employee satisfaction/agreement with questions
comprising the day to day work factor

Day to day work factor questions % satisfi ed/agreed

When needed, I am willing to put in the extra eff ort to get a job done 96.3

I have a clear understanding of how my own job contributes to my 
work team’s role

86.0

I am motivated to do the best possible work that I can 84.4

I enjoy the work in my current job 81.0

I clearly understand what is expected of me in this job 81.0

My job allows me to utilise my skills, knowledge and abilities 77.5

My job gives me a feeling of personal accomplishment 70.5

I have the authority (e.g. the necessary delegation(s), autonomy, 
level of responsibility) to do my job eff ectively

69.9

How well have your expectations been met in … matching your 
interests/experience to the responsibilities of the job or the business 
of the agency

60.6

My current job will help my career aspirations 50.6

Source: Employee Survey 2010

Immediate manager

The satisfaction rates for individual questions set out in Table 8 indicate that managers 
demonstrate a high level of concern for employee welfare (72.2%) and take care to fairly
distribute access to developmental opportunities (69.3%). However, only 40.5 per cent of 
respondents perceived that their manager deals appropriately with poorly performing employees. 
While there may be a good argument for managers to improve their skills in this area, it also
needs to be acknowledged that managing poor performance is a complex issue where, for 
confi dentiality reasons, many performance management processes are not clearly visible to other 
employees.

Managing people is also an area for future focus, with 55.3 per cent agreeing that their immediate 
supervisor is eff ective in this area. By way of contrast, some 70 per cent of APS employees agreed 
that their immediate supervisor is eff ective in managing people.52 Chapter 8 provides more detail 
around the capability development opportunities already being off ered in the QPS.

There is also scope for managers to better acknowledge the work undertaken by staff , with less 
than half of all employees (46.8%) indicating they were satisfi ed with the recognition they receive 
for doing a good job. 

52  Australian Public Service Commission 2009, State of the Service Employee Survey Results 2008-09, Commonwealth of 
Australia, Canberra, p. 44, http://www.apsc.gov.au/stateoftheservice/index.html
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table 8: employee satisfaction/agreement with questions comprising
the immediate manager factor

Immediate manager factor questions % satisfi ed/agreed

My immediate supervisor shows concern for my welfare 72.2

My immediate supervisor ensures fair access to developmental
opportunities for me

69.3

My immediate supervisor stands up for me when necessary 64.0

My immediate supervisor is eff ective in managing people 55.3

My immediate supervisor draws the best out of me 54.2

I receive adequate feedback on my performance to enable me to 
deliver required results

53.6

I am satisfi ed with the recognition I receive for doing a good job 46.8

My immediate supervisor appropriately deals with employees that
perform poorly

40.5

Source: Employee Survey 2010

Work group culture and practices

Employees indicated a high level of satisfaction with a number of aspects of their work group, 
including the level of cooperation (84.3%), respect (82.3%) and knowledge-sharing (81.3%). 
The main area for attention is confl ict resolution, with only 61.8 per cent agreeing that confl ict is
resolved quickly in their work group. Confl ict resolution skills could be considered an important 
component of the managerial tool kit and it might be that this matter is best addressed in that
context. The questions which comprise the ‘work group culture and practices’ factor are set out in
the table below.

table 9: employee satisfaction/agreement with questions comprising
the work group culture and practices factor

Work group culture and practices factor questions % satisfi ed/agreed

People in my work group cooperate with me to get the job done 84.3

People in my work group treat me with respect 82.3

People in my work group share job knowledge with me 81.3

I feel I am valued for my contribution to my work group 72.4

People in my work group are honest, open and transparent in their 
dealings with me

71.7

My work group resolves confl ict quickly when it arises 61.8

Source: Employee Survey 2010
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Professional development and progression

The level of satisfaction/agreement with the questions which comprise the professional
development and progression factor are lower than other survey questions, suggesting that 
there are particular issues that require some attention. Almost half of employees (49.9%) were
satisfi ed overall with their access to learning and development opportunities in their organisation 
(Table 10). Over 70 per cent were satisfi ed with the learning and development they received 
in the past 12 months in terms of its ability to improve their performance. This suggests that 
while employees may have issues accessing learning and development opportunities, they are 
satisfi ed with the learning and development they have received. 

Results from the agency survey indicated that 43.2 per cent of agencies regularly review their 
leadership, learning and development off erings, with a further 27.0 per cent in the process of 
implementing regular reviews. These and other learning and development issues are explored in 
more detail in Chapter 8.

The survey results also suggest a gap between the attributes which attracted employees to 
their current role and the extent to which their expectations have been met, with only 27.8 
per cent of employees indicating that their expectations had been met regarding future career 
opportunities within their agency. Not surprisingly, perhaps, employees were more satisfi ed with
the opportunities for career progression in the broader QPS than in their own agency.

table 10: employee satisfaction/agreement with questions comprising
the professional development and progression factor

Professional development and progression factor questions % satisfi ed/agreed

Please rate the overall eff ectiveness of the learning and development 
you received in the last 12 months in helping you improve your 
performance

70.7*

Overall, how satisfi ed are you with your own access to learning and
development opportunities in your organisation

49.9

I am satisfi ed with the opportunities for career progression available
to me in the Queensland Public Service

45.8

I am satisfi ed with the opportunities available to me for career 
progression in my current agency

43.4

How well have your expectations been met in … gaining experience
or greater experience in the QPS

38.7

How well have your expectations been met in … developmental/
educational opportunities in the agency

36.6

How well have your expectations been met in … future career 
opportunities in the agency

27.8

Source: Employee Survey 2010

*  This proportion includes those respondents who rated the overall eff ectiveness of the learning and development 
received in the last 12 months in helping to improve performance as very high, high or moderate.
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Work-life balance

In the context of their work and life priorities, over half the respondents (54.6%) indicated they 
were satisfi ed with the work-life balance in their current job (Table 11). However, only 39.7 per 
cent of employees felt that their expectations had been met regarding their agency’s reputation
for good work practices, which commonly includes work-life balance. 

table 11: employee satisfaction/agreement with questions comprising the work-life 
balance factor

Work-life balance factor questions % satisfi ed/agreed

Considering your work and life priorities, how satisfi ed are you with
the work-life balance in your current job

54.6

My workplace culture supports people to achieve a good
work-life balance

53.0

How well have your expectations been met in … the agency’s
reputation for good work practices

39.7

Source: Employee Survey 2010

Closer examination of the work-life balance survey results shows that dissatisfaction with work-
life balance is highest, for both men and women, among more senior staff . This is to be expected
given the complexity and workload of employees at this level.

Despite the public sector having a strong reputation for fl exible work conditions, over half of 
the respondents (52.8%) did not use any fl exible work options, and of those who did, the most 
common arrangement was fl exible start and fi nish times (34.5%), followed by compressed
working hours (9.3%) and purchased leave (5.6%). Only 3.5 per cent of employees have 
telecommuting arrangements in place.53

There are a number of strategies in place and/or being progressed in the QPS that support
fl exible work practices and improved work-life balance. As such, it is expected that future 
employee surveys will measure the impact of these strategies and that some positive movement
in these fi gures will occur.

The Department of Justice and Attorney-General plays a key role in supporting the uptake of work-
life balance strategies in both the public and private sectors.

53 These fl exible work options are defi ned in Appendix 3.
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Making the balancing act easier: strategies to support work-life balance
The Department of Justice and Attorney-General (DJAG) has developed the Work-Life 
Balance Strategy to support the uptake of work-life balance policies in both the QPS as 
well as in the private sector.

The strategy aims to improve the attraction and retention of employees and is based on 
the premise that well-implemented work-life balance policies can result in:

• reduced staff  turnover

• reduced absenteeism and sick leave

• greater staff  loyalty, commitment, morale and satisfaction

• improved productivity

• improved return on investment in training, due to improved retention, and

•  being an employer of choice, with increased applicant pools for advertised jobs and
improved organisational image. 54

The strategy was informed by research undertaken by the then Department of Employment 
and Industrial Relations in partnership with the University of Queensland. The research
found that while many organisations had work-life balance policies in place, problems 
occurred with their implementation, including issues relating to communicatitionon, 
workplace culture, and education and training on policies. DJAG’s strateteggy seeks to 
address these issues in a way that acknowledges changing workforrcce demographics (such 
as an ageing workforce and staff  with family responsibilities) andnd the need for businesses 
to remain competitive.55

The Strategy off ers help to organisations to identify the fafactors that hinder the uptake of nder the uptake of  uptakehe
work-life balance policies. It also helps organisations toto develop initiatives to addrdresess initiatives to addresaddress aiap
those barriers and set targets to achieve their implemmentation.n.

To further support the uptake of work-life balance ppolicies, DJAG’s Offi  cee of Fair and Safe es, DJAG’s Offi  ce of Fair and Safe d Safenffi  ce of DJA
Work Queensland has developed resources desiggned for specifi c audidieences, includingg  for specifi c audiences, includingindences, fic aforfo
human resource managers, industrial relations mmanagers and line mmanagers, thatt ssupport nagers and line managers, that supportpporuers, thmaandagera
the implementation of more fl exible working arrrangements. The foocus is on pracactical ‘how ngements. The focus is on practical ‘howhow ‘hpractiis oe fots. Tgeme
to’ advice about making fl exibility work.

Additionally, employers can use a free questioonnaire, the Betteer Work-Life BBalance Sururvey, nnaire, the Better Work-Life Balance Survey, yeySurvnceBaLife ork-Laire, th
to help improve their fl exible working arrangeements. The surveey is supporrted by a mmanual ments. The survey is supported by a mamby a d byrted urvey is 
that provides information to employers abouut how to conduct the surveyy.nduct the survey.veyw to conduct how to ct

Source: Department of Justice and Attorney-General

54  The State of Queensland (Department of Justice and Attorney-General) 2010, Better work-life balance survey, accessed on 
30 May 2010, from http://www.justice.qld.gov.au/fair-and-safe-work/industrial-relations/
work-family-and-lifestyle/better-work-life-balance-survey2

55  The State of Queensland (Department of Justice and Attorney-General) 2010, Work-life balance: important for business, 
accessed on 30 May 2010 from http://www.justice.qld.gov.au/fair-and-safe-work/industrial-relations/work-family-and-
lifestyle/work-life-balance-strategy
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Organisational culture and senior leaders

The level of employee satisfaction for questions within this factor varies widely. Areas such 
as change management and communication may require attention, with only 31.5 per cent of 
employees agreeing that major organisational and workforce change is managed well in their 
agency and only 35.8 per cent indicating that communication between senior leaders and other 
employees is eff ective (Table 12). These results may well be the consequence of the diffi  culty in 
change processes of distinguishing between eff ective and inclusive processes and the eff ect of 
fi nal outcomes on individuals. The substantial change and reform that has been occurring over 
recent years may also contribute in some way to this result.

The other potential area for attention is employee performance, with less than one-quarter of 
employees (21.4%) agreeing that their agency deals with underperformance eff ectively. This is 
consistent with survey results relating to how well managers deal with underperformance and is 
clearly an area for further investigation. While this result appears less than positive, it is a similar 
result to that obtained by the APS. The APS has found that over the past two years, only about 
a quarter of their staff  have felt that their agency deals well with underperformance.56 However, 
this issue directly relates to the lack of visibility of performance management processes to other 
employees.

Capability building for managers in this skill area may be required but this should include a focus
on how to communicate to other employees when eff ective management action is actually taking 
place around poor performance, while at the same time not breaking confi dentiality requirements
for the individual whose poor performance is being addressed.

More encouragingly, 75.9 per cent of employees agree that their organisation actively encourages
ethical behaviour by all its employees, and 69.9 per cent agreed that their agency is a good place 
to work.

56  Australian Public Service Commission 2009, State of the Service Report 2008-09, p. 100, Commonwealth of Australia, 
Canberra.
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table 12: employee satisfaction/agreement with questions comprising the organisational 
culture and senior leaders factor

Organisational culture and senior leaders factor questions % satisfi ed/agreed

My organisation actively encourages ethical behaviour 
by all of its employees

75.9

My agency is a good place to work 69.9

My agency places a high priority on the learning 
and development of employees

54.6

I feel I am valued by my agency for my contribution 54.5

Senior managers in my organisation lead by example in ethical 
behaviour

51.4

Within my agency the most senior leaders are suffi  ciently visible 48.0

In my agency, the leadership is of a high quality 46.0

My input is adequately sought and considered about decisions that 
directly aff ect me

45.1

In my agency, senior leaders discuss with staff  how to respond to future
challenges

43.3

My agency is well managed 41.8

In my agency, senior leaders are receptive to ideas put forward by other 
employees

39.3

In my agency, communication between senior leaders and other 
employees is eff ective

35.8

I have confi dence in the processes that my organisation uses to resolve
employee grievances

34.1

I feel major organisational and workforce change is managed well in my 
agency

31.5

My agency deals with underperformance eff ectively 21.4

Source: Employee Survey 2010

Remuneration

An analysis of survey results by gender and classifi cation shows that, generally, employees at the
higher classifi cation levels (AO7((  and equivalent and above) are more likely to be satisfi ed with their 
remuneration than employees at lower levels. Satisfaction among employees at these higher levels 
was greater among women than men, with 64.5 per cent of female AO7-AO8s (49.8% of males),
61.5 per cent of female senior offi  cers (47.7% of males) and 67.6 per cent of female senior and chief 
executives (58.3% of males) being satisfi ed.

Conversely, the greatest dissatisfaction regarding remuneration was at the AO1-AO4 and
equivalent levels. A gender satisfaction ‘gap’ was also apparent, with males being more 
dissatisfi ed than females. Some 36.1 per cent of females at the AO1-AO2 level were dissatisfi ed
(43.9% for males) and 37.8 per cent of female AO3-AO4s were dissatisfi ed (44.5% for males).

This level of dissatisfaction by male employees, at all levels, is interesting considering the data 
provided in Chapter 5 which provides clear indication that there is a pay gap between men and 
women at all levels within the QPS with male employees earning higher average annual salaries.
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table 13: employee satisfaction/agreement with questions comprising
the remuneration factor

Remuneration factor questions % satisfi ed/agreed

43.7

How well have your expectations been met in …
your remuneration package

37.2

Source: Employee Survey 2010

Performance feedback

Employee survey results showed that fewer than half of employees (46.8%) currently have a 
performance agreement in place and that only a third (34.7%) have received formal individual
performance feedback in their current agency in the past 12 months. Such formal performance 
conversations are often the forum for discussing and agreeing on future professional
development priorities and exploring general performance, so it is important that they occur 
regularly.

These survey results broadly correspond with fi ndings from the agency survey. While 34 of the
37 agencies who completed the survey indicated that all staff  in their agency were required to 
have such an agreement, agency survey results showed that the proportion of staff  who had 
a current agreement in place was much lower. Coverage was highest among senior executive
and equivalent employees, with 51.3 per cent of agencies having 80 per cent or more of these
staff  with a performance agreement in place (57.8% of agencies had 50% or more staff  with an 
agreement). Coverage was lowest among AO1-AO4 employees, with only 43.2 per cent of agencies 
having 80 per cent or more of these staff  with an agreement in place (59.5% of agencies had 50% 
or more staff  with an agreement).

What is interesting is that when performance conversations do occur, employees see their 
value. Some 69 per cent of employee survey respondents indicated that the performance 
feedback session was conducted in a way that provided them with the guidance they needed,
and over two-thirds (66.9%) agreed that their learning and development needs were adequately
considered as part of the discussion (Table 14). Importantly, most employees also believed that
their performance review was fair. This suggests that when performance feedback sessions are
undertaken, they are typically undertaken quite well.

The performance agreement process is clearly important in terms of identifying learning 
and development needs and it may be that the low percentage of employees having regular 
performance conversations may contribute to the low levels of satisfaction for individual survey 
questions in the ‘professional development and progression’ factor. Learning and development 
issues are considered in more detail in Chapter 8.
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table 14: employee satisfaction/agreement with questions comprising the performance 
feedback factor

Performance feedback factor questions % satisfi ed/agreed

The performance review provided a fair assessment of my
performance

75.5

The way in which the performance feedback session was conducted 
provided me with the assistance/guidance I needed

69.0

My learning and development needs were adequately considered as 
part of the performance feedback discussion

66.9

Source: Employee Survey 2010

• Attracting, engaging and retaining a talented workforce
Attracting, engaging and retaining talented employees does not occur in a vacuum. It is best
undertaken as part of a strategic, coordinated approach to workforce planning and management,
that is closely linked to the business needs of an organisation and informed by analysis of 
demographic and employment trends. Ultimately, organisations should manage their human 
resources so that they “have the right number of competent people in the right jobs at the right 
time and within budgetary constraints to meet their goals and objectives”.57

This section explores QPS approaches to attraction and retention, and showcases some 
examples of the innovative ways agencies have sought to address human resource challenges, 
such as an ageing population, competition for talent, skills shortages and diffi  culty in recruiting 
in remote areas of the state.

The context: challenges in attraction and retention

Results of the State of the Service agency survey show that 70 per cent of agencies already had or 
were in the process of implementing a strategic approach to workforce planning and management 
to ensure their workforce will have the necessary skills and capabilities in the long term (in
two to fi ve years). Over half the agencies (54%) reported experiencing diffi  culty in recruiting
appropriately skilled people to certain areas, to the extent that this challenge had undermined
their ability to deliver particular business objectives.

Agencies advised that attracting and retaining skilled staff  was the greatest workforce challenge
facing them in the next two to fi ve years. This challenge was attributed to skill shortages in
technical and specialist areas, competition in the market place for skilled employees and 
diffi  culty in providing competitive pay and conditions.

57 Jones, R. 2010, Managing Human Resource Systems, 2nd edition, Pearson Australia, Frenchs Forest, NSW, p. 205.
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To address the challenges and help ensure their workforces will be equipped with the capabilities 
required, agencies have identifi ed and are implementing a variety of strategies to both recruit 
and retain the right mix of skills. These strategies include:

• conducting tailored training programs for existing staff 

• improved recruitment to entry-level positions (e.g. traineeships and graduates)

• forming partnerships with tertiary education and training providers

• intrastate and interstate recruitment campaigns

• targeted recruitment strategies for particular skills, and

• improving employment conditions.

In addition, most agencies have implemented tailored recruitment and/or retention strategies 
for specifi c groups. This has especially been the case for Aboriginal and Torres Strait Islander 
peoples, with 13 agencies stating they had implemented tailored recruitment strategies for this 
group.

Innovation in action: agency responses to recruitment and retention challenges

A number of QPS agencies have experienced skill shortages. Those agencies with a strong service
delivery focus, signifi cant service delivery obligations in rural and remote areas, and that are
competing against private sector for highly skilled professional staff  are particularly vulnerable.
Agencies have responded to these challenges with innovation and enthusiasm, with 11 agencies 
indicating they had implemented innovative recruitment and retention strategies that had proven 
to be eff ective and a further four agencies currently developing their approach.

The Department of Transport and Main Roads (DTMR) is one such agency that has responded 
to skills shortages in road design with an ambitious project to ‘grow their own’. Working in 
partnership with the academic sector, the department has developed a number of fl exible 
pathways that encourage young people to take up cadetships, giving them a range of career 
choices.
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‘Growing their own’ road designers
The Department of Transport and Main Roads (DTMR) has responded to the challenges 
of an ageing workforce, staff  career changes and industry demand by developing an 
innovative program to ‘grow their own’ road designers.

Developed in partnership with the University of Southern Queensland, the Road Design 
Training Centre allows cadets to complete an Associate Degree in Engineering (Civil) over 
two years instead of four years part-time, while working full-time in the department and 
receiving practical training from a number of experienced DTMR road design staff .

On completion of their time at the training centre, cadets exit with a high capability in a 
variety of road design skills, enabling them to be productive and profi cient at an earlyy 
stage. Approximately 30 professionals have graduated from the program siincncee 2006.200e 2006.ce

An associated program, Moving into Transport and Main Roads, hasas bbeen developed to s been developed toeloped tveb
attract high-performing year 10 school students with skills andd iinterests in mathematics  interests in mathematicshematicthnterestin
and graphics. Successful applicants are provided with a buurrsary to help with the cost of rsary to help with the cost ocost ofe o help wu
years 11 and 12, complete work experience in their locall DDTMR offi  ce and substitute twtwooDTMR offi  ce and substitute twoe teand suMR o
year 12 subjects with engineering studies through thee University of Southern QQuueensland.e University of Southern Queensland.nslandenuthern Qy oUnU

On successful completion the students can choosese to enter the Road Deesign Training to enter the Road Design Trainingggn Traid Dtheentee 
Centre and complete an Associate Degree in Enggiineering (Civil), begiginn a four year neering (Civil), begin a four year year fobegivil),ring (
cadetship in their local DTMR offi  ce or apply for r a DTMR scholarshipip to undertakakee full-time a DTMR scholarship to undertake full-time mme fullertao unhip tolarsh
tertiary studies in technology or engineering. TThe program currenntly runs in ttwwo schools, he program currently runs in two schools, hoolso scn twns iny rune progra
Ferny Grove State High School and Roma Statete College, with plaans to extennd into otheerr e College, with plans to extend into othethto ointoend ih plans 
regional high schools. 

Source: Department of Transport and Main Roads

The Department of Environment and Resource Management (DERM) has also taken a strategic 
and coordinated approach to its workforce planning and has developed a range of pathways 
to recruit, engage and retain new staff  so that the ongoing workforce needs of their agency are 
met. Like other agencies, forging close partnerships with universities has been critical to their 
success. Their holistic approach also off ers opportunities for vacation employment opportunities 
in city, regional and rural environments which give university students a taste of working in the
agency and the opportunity to stay in their local communities.
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Tailored solutions to recruitment in regional areas
The Department of Environment and Resource Management (DERM) is taking a 
coordinated, decentralised approach to recruitment, talent management and succession 
planning that has been highly eff ective in positioning the department as an employer of 
choice and attracting and retaining high-quality recruits.

DERM used its workforce and business planning processes to identify a range of workforce 
challenges, including an ageing workforce, fi erce competition for talent across the public 
and private sectors (especially the high-paying mining sector) and a need for professional 
expertise in areas such as environmental science, engineering, hydrogeology, property
economics and spatial information.

DERM has responded to these challenges by developing a range of employment and pre-
employment strategies, including a graduate program, bonded university scholarships, 
cadetships, Indigenous employment pathways, and traineeships. The department also 
off ers vacation employment and industry placements for university students to apply their 
skills within a real work environment. These programs support early talent identifi cation 
and attract recruits from rural and remote areas who are more likely to return to those 
areas following graduation.

Complementing these pathways is a strong focus on employer branding and building 
relationships with secondary and tertiary educational sectors. DERM increased
its presence at careers expos and remodelled its website to raise the profilee ofof its 
department, promote the diversity of employment opportunities availalabble and 
communicate the advantages of DERM employment. Strong workinngg relationships were 
developed with universities off ering qualifi cations relevant to ththe department’s businesss
needs and with local communities and schools. 

Key elements in its successful approach include:

•  linking workforce planning to current and future buusiness needs, based on dadatata analysis  needs, based on data analysissata andeeds, ba
and job market trends

•  having program champions within the Executivvee Management Grouppanagement Groupupmena

•  developing consistent employment branding g and promoting the bebenefi ts of employoymement promoting the benefi ts of employmentloymplefi ts ofhe bmotd pd
within DERM and the public sector 

•  decentralised recruitment decision making g with a local commuunity focuswith a local community focuscusnity mmual co

•  training and supporting supervisors and mmanagers in retainining recruits, aandanagers in retaining recruits, andndts, acruitng recnagera

•  monitoring of new recruit satisfaction, whhich has already paaid dividendds – since tthhe ch has already paid dividends – since thcesins – snds –dy paid 
graduate program began in 2006, DERM hhas enjoyed a 78 pper cent rettention rattee.d a 78 per cent retention raran rant retents enjoyed a 78as enjoh

Source: Department of Environment and Resource Managgementement

The Department of Education and Training (DET) has adopted a multi-pronged strategy for 
recruiting highly talented teachers to work in rural and remote locations. They have targeted 
not only existing teachers working in urban areas, but have commenced an ambitious program
to recruit new teachers who have qualifi cations in engineering, science and mathematics. The
programs in place mix fi nancial incentives with practical support.
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Making a diff erence: recruiting teachers in rural and remote schools
The Department of Education and Training (DET) has developed a number of innovative 
strategies to recruit and retain teachers in rural and remote locations, with programs 
designed to attract high-performing professionals who want to make a diff erence and
have the expertise and commitment required to do just that.

The Partners for Success (P4S) strategy selects high-quality teachers from a range of 
teaching backgrounds to teach in one of 39 identifi ed Indigenous schools, some of which 
are situated in the most remote locations in the state. 

The strategy takes a targeted approach to recruitment, selection, support and retention. 
Both experienced and newly qualifi ed teachers are targeted, with experienced teachers 
currently located in urban areas having access to ‘boomerang’ transfers with guaranteed 
return placements and beginning teachers recruited via tailored pre-service intensive 
professional development workshops, and supported internships and practicums in
remote Indigenous schools.

Both experienced and new teachers are supported by a comprehensive, three-phase 
induction program delivered by the Far North Queensland Indigenous Schooling Support
Unit, as well as tailored professional development, support and off -site delivery respite.

Successful applicants also receive incentives under the Remote Area Incentives Scheme, 
which can include transfer and relocation expenses, subsidised housing, additional 
leave entitlements, and cash benefi ts to off set the costs of travel to major centreses aand 
encourage teachers to stay on after the designated service period.

P4S has had a signifi cant impact on reducing teacher turnover, with teteacher retention 
in remote schools rising from 67 per cent in 2000 to 77 per cent iinn 2007. The average 
length of service for teachers in remote areas has increased, totoo, from 1.9 years in 1999 
to consistently averaging at or above three years since 20033, with the highest retention of 
3.3 years in 2007. This is 1.3 years beyond the minimum pperiod of service required.

DET’s recruitment strategies also have an outward focuus. The Step Into Teaching TeTeacacher g Teacherng Teacin
Education Scholarship targets high-achieving professsionals in science, matheemmatics and e, mathematics andmatics ahe
engineering who are seeking to share their specialissed knowledge and exppeerience by ge and experience bynendg
joining the rewarding and well-regarded teaching pprofession. 

The scholarships provide $10 000 in fi nancial suuppport to complete a oone year Graduatateeo complete a one year Graduateduatead one yemp
Diploma in Education (Secondary) or equivalentt course full-time, sppecialising in tthehe se full-time, specialising in thehealisinge, se fse
curriculum areas of mathematics B and C, chemmistry and/or physiccs. Those whoho meet y and/or physics. Those who me tese whos. Tor pandy
DET’s suitability requirements will then take upp a permanent possiition in a rurraal, remote permanent position in a rural, remote teotral, ren aositent erma
or regional location. There is a two year minimmum service commiitment as a tteacher in a m service commitment as a teacher in aacher a teent mitmcom
Queensland state school.

Since the launch of the scholarships in late 22009, nine professsionals havve taken upp the 009, nine professionals have taken up thpen uakenve takfessiona
challenge. A new, expanded round of scholarships is expectedd in 2011.pected in 2011.1ps is expectedships is ers

Source: Department of Education and Training
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What separates out the approaches of agencies such as DET, DERM and DTMR is a commitment 
to adopting a range of coordinated strategies that refl ect their business needs, and which are 
informed by good quality workforce data and analysis of employment trends. They understand 
the importance of knowing the ‘business’ of the agency in order to understand their agency’s
workforce needs.

With an ageing public sector workforce, graduate programs also play an important role in 
meeting workforce needs for the future. While most university graduates employed in the QPS are 
appointed to positions that are not exclusively targeted as graduate positions, a small number 
are selected as part of a specifi c departmental graduate program. The driver behind the graduate 
program agenda is to attract and retain high-performing university graduates. With exposure to
a variety of experiences in government, a graduate program will further increase their capacity to
perform at higher levels.

A number of graduate programs are in place across the QPS. A summary of the approaches is
provided below.

Recruiting the best and the brightest: graduate programs in the QPS
Recruiting university graduates is an important element in building and replenishing the 
workforce capability of the QPS. While most university graduates employed in the QPS are 
appointed through a standard recruitment process, a small number are selected as part of 
a specifi c agency graduate program.

A graduate program is a formal program run by an agency over 1-2 years during which 
time graduates, through a series of placements, are exposed to a variety of structured 
development experiences in government. Graduate programs aim to recruit and retain 
high-performing university graduates and use targeted learning opportunities to further r 
increase their capacity to perform and equip them to compete on merit for poposisittions tionsitionsosp
above base grade level. 

A number of QPS departments run graduate programs as a keyey part of their workforce  part of their workforcekfrpart of tp
planning. As at March 2010, six QPS departments and the QQueensland Audit Offi  ce were ueensland Audit Offi  ce werece wereffi csland AuQ
running graduate programs involving 155 graduates.

The focus of graduate programs varies across the QPSPS. Some agencies are rerecruiting for S. Some agencies are recruiting for g ngre recrncSomPS
generalists in areas such as policy, human resourcces and other corporaatete areas, while es and other corporate areas, whi e leareas, oraher and oce
others focus on specialised disciplines such as aaccounting, engineereriing or allied heealalthth. ccounting, engineering or allied health.thltlied hg orneeengnting
While the actual programs vary, they share simiilarities in their usee of training eexpxperiences. larities in their use of training experiences.es.ceperieng etraie of eir us
Generally all programs off er public sector induuction and training g in generic sskkills such ction and training in generic skills such uch ls sc sknericn genion and
as communication, team work and writing skiills. Many programms also use aa mentoringng lls. Many programs also use a mentoringrinentomene a mgrams a
approach by senior staff  to provide additionaal support to graduuates.o graduates.upport to grad supporal

Source: Public Service Commission
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With various graduate programs in operation across the QPS, a whole-of-government Graduate 
Program Co-ordinators Network was established to share experiences and learnings. Feedback 
received from graduates in agency graduate programs over the past few years has confi rmed the
value of graduate programs for both participants and the QPS. Key themes from their feedback 
include:

•  the importance of the managerial/supervisory relationship for the success of the graduates’
experience

•  the value of rotations during the placement period

•  the need to appropriately match skills and job perceptions with placements

•  the value of providing meaningful and challenging work

•  the need to provide the graduates with a contextual frame of reference for what it means to be
working in government, and

•  the importance of providing career guidance to encourage graduates to stay.

Many graduates have been encouraged to stay within the Queensland Government due to 
positive perceptions about working conditions. This refl ects the importance many agencies, and 
employees alike, place on work-life balance and fl exible working conditions.

• Key themes and future directions
The State of the Service employee survey results provide a solid base upon which the QPS can
build on its credentials as an employer of choice. Employee job satisfaction is high on many key
indicators, such as having good working relationships, opportunities to utilise their skills, an 
opportunity to make a useful contribution to society, and seeing tangible outcomes from their work. 
These results form a solid foundation on which to improve.

There are also areas which will require ongoing monitoring. The public sector generally enjoys a 
good reputation for workplace fl exibility and work-life balance, and there are a range of strategies
in place to support these goals. There is scope to improve the take-up of some strategies, such 
as telecommuting, and the increased government focus on reducing traffi  c congestion provides a 
framework for further exploring these and other fl exible work options. 

Further developing the skills of managers is also important. As has been the experience of the 
APS, survey results suggest that employees perceive that underperformance is not managed well 
by agencies or managers. As performance management processes, and outcomes relating to 
poorly performing staff , are not often clearly visible to other employees, there may need to be a
greater focus on developing managerial skill, not just in performance management, but also in 
appropriately communicating to other staff  that poor performance is being eff ectively addressed.

Being an employer of choice requires agencies and the QPS as a whole to take an integrated and 
well-informed approach to their workforce and working environment. The examples highlighted in
this chapter demonstrate the innovation and commitment agencies have to recruiting a talented 
workforce using a number of career pathways.

Clearly there is much that the QPS can be proud of but there is always room for improvement. 
Results from the employee survey provide a rich source of information that agencies can use to 
tailor their recruitment and retention approaches and build on the good practice that already exists.
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The bottom line in leadership isn’t how far we advance ourselves but how far 

we advance others. That is achieved by serving others and adding value to 

their lives.

Source: John C. Maxwell, Leadership author, 200758

This chapter focuses predominantly on the most senior leaders in the QPS, provides a profi le
of this group and discusses performance frameworks in place to measure and improve senior 
executive performance. It examines key initiatives relating to the development of both current 
and future senior leaders in the QPS and staff  perceptions of their senior leadership. The chapter 
will also highlight some of the future directions for the recruitment, development and retention of 
senior leaders in the QPS.

• Introduction
Senior leaders have a crucial role to play in the public sector. Not only are they responsible for 
delivering effi  ciently and eff ectively on the strategic intent of government, they must also nurture
the next generation of leaders.

As the priority placed on public sector performance and effi  ciency has increased, so too has the 
emphasis on the role and capabilities of public sector senior executives.59 Greater focus is now 
placed on attracting, retaining and developing a mobile cohort of senior executives who have the
necessary skills and knowledge to eff ectively lead people and deal with the complexity of modern
government to deliver services.

58 Maxwell, J. C. 2007, The 21 Irrefutable Laws of Leadership, revised and updated, Thomas Nelson, Nashville, p. 51.

59 Organization for Economic Co-operation and Development 2008, The State of the Public Service, OECD, Paris, p. 68.

7

developing our leaders
for today and the future
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• The role of senior leaders in the QPS
The CES and SES represent the most senior levels of the QPS workforce. SOs are the immediate 
group below, whose next logical career progression would be to the SES. SOs typically have
tenure, while offi  cers at the SES and CES levels are employed on contract, usually for a period of 
up to three years with scope for extension.

The purpose of the CES, SES and SO groups is set out under the PS Act. All three levels have a role 
in promoting public service effi  ciency and eff ectiveness, and applying and/or developing a public 
service-wide perspective.

The SES was fi rst established in 1991, and included both chief executives and senior executives.
At that time, there was very little lateral recruitment within the QPS and few offi  cers moved 
between agencies. Employment contracts for SES offi  cers were introduced in 1996 to provide 
greater fl exibility in the deployment of senior executives and a stronger focus on performance. 
A separate group for chief executives, the CES, was established on 1 July 2008. 

The concept of highly skilled leaders who have a service-wide perspective and can move readily 
across agencies applies to both the CES and SES. The employee survey explored whether 
senior leaders were indeed perceived as part of a broad leadership group which is mobile or 
transferable across agencies. More than half the senior leaders (58.5%) viewed SES leaders in 
their agency as part of a broad public service-wide leadership group, in comparison to only 42.6 
per cent of other employees. 

The survey also asked respondents how many QPS agencies they had worked in over their career.
For the full range of survey respondents the mean number of agencies that they had worked in
was 1.5 agencies. However, for SOs this increased to 2.2, and 2.5 for SES offi  cers. While this is
an encouraging response for senior leaders, and indicates that senior leaders have experienced
more than one agency, there is still a way to go to fully deliver on the intent of a mobile group of 
senior leaders, particularly as around 70 per cent of appointments to the SES within agencies are 
made from employees already in that agency.

It is important to note that, in addition to the CES, SES and SO classifi cations, senior staff  can 
also be appointed on a contract of employment under section 122 of the PS Act. As at 30 June
2009, some 528 staff  across the QPS were employed on s122 contracts with SO, SES and CES-
equivalent salaries. These s122 contract positions are generally fi xed-term temporary contracts
where specifi c expertise is required on a short-term basis or to meet market rate equity for key
professions.

• Profi le of a senior leader
This section focuses on the senior leadership group comprising CES and SES members of the 
QPS. As at 30 June 2009, there were 502 SES positions and 14 CES positions in the QPS. These 
516 positions take into account both fi lled and vacant positions. The total number of senior 
positions has reduced slightly over the past nine years, falling from a total of 541 senior positions 
at 30 June 2000 to 516 in 2009. The reduction over time for the SES levels is shown in Figure 30.
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figure 30: trends in qps executive employment
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The dramatic reduction in the number of SES1 positions over the nine year period is due to the 
replacement of this level with senior offi  cer roles. The number of CES positions also declined 
following the March 2009 machinery of government changes, which reduced the number of QPS 
departments from 23 to 13.

Gender

Women’s representation within the combined SES and CES group rose from 23 per cent in 2005
to over 29 per cent in 2009. For CES roles the representation rose from 25 per cent to 27 per cent
over the same period. The greatest change has been at the lower end of the SES, specifi cally in
the SES2 level, with representation increasing from 25 per cent to 31 per cent over the fi ve-year 
timeframe. These trends for women at the SES 2-4 levels are displayed below.

figure 31: employment trends for women in senior executive positions
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As at 30 June 2009, there were 1373 people appointed to SO roles with just under 40 per cent 
(539) being women.60 This is a positive sign with the gender representation becoming more
equitable for the group whose natural career progression would be to the SES ranks.

Qualifi cations

While there is currently no central record kept of the qualifi cations held by QPS employees, the
employee survey requested respondents to nominate their highest qualifi cation. Clearly, the QPS
is a well qualifi ed organisation with almost 60 per cent of respondents indicating that they held a
bachelor degree or higher qualifi cation, with the fi gure rising to 90.6 per cent for SES offi  cers. In 
addition, around 60 per cent of SES offi  cers hold postgraduate qualifi cations.61

This trend is continued for SOs with 87.9 per cent holding a bachelor degree or higher 
qualifi cation and 53.9 per cent having postgraduate qualifi cations. This data is consistent with 
the trends in other jurisdictions with the APS reporting 84.8 per cent of their SES and 78.6 per 
cent of Executive Level Two employees being tertiary qualifi ed.62

• Managing executive performance
The establishment of the SES and CES classifi cations in the QPS has been accompanied by a
strong focus on performance development and review. Australian and international research 
indicates that a number of principles support eff ective executive performance frameworks. In 
particular, it is important that the framework:

•  clarifi es and achieves a shared understanding of whole-of-government, agency and individual 
performance expectations and a clear line of sight between these three components

•  is credible, open and transparent

•  drives achievement and continuous development and improvement

•  strongly advances a culture of performance across the sector, and

•  aligns with other departmental performance management systems.63

The PSC drew on these principles in the development of the Chief Executive Performance and 
Development Framework. The framework is designed to assist chief executives achieve high-
quality outcomes and sustain a culture of accountability for performance and continuous 
improvement. The framework covers four key areas of performance:

• whole-of-government objectives

• other department priorities

• department governance and management, and

• executive leadership capabilities.64

60 The State of Queensland (Public Service Commission) 2009, Annual Report 2008-09, p. 72, http://www.psc.qld.gov.au

61 This fi gure includes those who hold a bachelor degree with honours

62  Australian Public Service Commission 2009, State of the Service Report 2008-09, p. 69, Commonwealth of Australia Canberra

63  Queensland Government (Public Service Commission) 2008, Executive Performance Management and Development 
Frameworks: Research Report, pp. 13-14, http://www.psc.qld.gov.au/page/developing-people/performance-
development/ses-performance-framework.shtml

64  The State of Queensland (Public Service Commission) 2009, Chief Executive Service Performance Management and 
Development Framework 2009 Guidelines, p. 1, http://www.psc.qld.gov.au/page/developing-people/performance-
development/ces-performance-framework.shtml
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The framework is aligned with both the Queensland Government’s Performance Management
Framework (which sets the broad requirements for agencies to plan, manage and report on
their performance) and the Ministerial Charter of Goals (which sets out the Premier’s key goals 
for each portfolio area). This approach ensures that chief executive performance agreements
clearly link to the major planning, budgeting and reporting cycles of government, and include
other key priorities, such as those identifi ed in Toward Q2, Service Delivery Statements (budget
documentation), agency strategic plans and relevant COAG agreements.

The CES performance framework has two main components: the performance agreement 
and the performance review. Performance agreements for chief executives are prepared on a
fi nancial year basis and are reviewed annually, on the anniversary date of the chief executive’s 
employment contract, by members of the Performance Leadership Group.65 The reviews are 
used to inform decisions about pay progression, contract extension and renewal.66 The reviews 
are also informed by periodic meetings held specifi cally to consider progress in achieving the 
Ministerial Charter of Goals.

The PSC has also developed the SES Performance and Development Framework, which is similar 
in intent and approach to that taken for chief executives. SES performance agreements are 
prepared and reviewed on a fi nancial year basis and are based on four key elements: objectives
beyond the business unit; objectives relating to business unit systems and governance;
objectives relating to business unit people management; and executive leadership capabilities.
Performance reviews should also include a 360 degree assessment of performance every second
year.67 Figure 32 depicts the annual cycle of the SES Performance and Development Framework,
and the process for completing a Performance Agreement and Performance Review.

65 This group is defi ned in Appendix 3.

66  The State of Queensland (Public Service Commission) 2009, Chief Executive Service Performance Management and 
Development Framework 2009 Guidelines, pp. 2-3, 
http://www.psc.qld.gov.au/page/developing-people/performance-development/ces-performance-framework.shtml

67  The State of Queensland (Public Service Commission) 2009, Senior Executive Service Performance and Development 
Framework 2009-10 Guidelines, p. 2, http://www.psc.qld.gov.au/page/developing-people/performance-development/
ses-performance-framework.shtml
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figure 32: annual cycle of the ses performance and development framework

Source: The State of Queensland (Public Service Commission) 2009, 
Senior Executive Service Performance and Development Framework 2009-10 Guidelines, p. 3.

• Developing our leaders
Supporting the professional development of executive leaders is a key priority of the government
and the PSC. There is a range of sector-wide programs and initiatives available to support the 
development, continuous improvement and career progression of CES, SES and SO offi  cers in the 
QPS. These include a whole-of-government SES induction program, a range of structured learning
and development programs and an SES seminar series.

SES induction program

The PSC introduced a sector-wide SES induction program in 2008-09. The program is designed 
to complement inductions held by individual agencies, and is held at least once each year. The 
induction program provides participants with information about current whole-of-government 
initiatives, expectations of work performance and professional development, and legislative and
accountability frameworks.

The SES induction program helps build a shared sense of identity across the SES and supports 
a culture of professional development. The program also provides a whole-of-government
perspective, encouraging collaboration and the achievement of outcomes across agencies.
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Structured learning and development programs

The PSC coordinates a range of structured learning programs designed to support the 
professional development of offi  cers at the CES, SES and SO levels. One of the fl agship off erings 
is the Inspiring Executive Leadership Program, which is part of the Inspiring Leadership Series. 
This series comprises four off erings each delivered by leading education providers in partnership 
with the PSC, and designed for a specifi c audience within the public sector. More information
about the off erings is also included in Chapter 8.

Inspiring executive leadership
The Inspiring Executive Leadership Program is delivered in partnership beetwtweeen the he
University of Queensland Business School, the Institute of Public Addmiministration Australia stration Australian Australo
(Queensland) and the PSC.

It is designed to provide participants with the skills, knowwleledge and capabilititieses they y rereququiriree ge and capabilities they requireey requhd capab
to manage in complex environments, contribute to a culultture that supporrtsts changngee and re that supports change and ndanports chtha
innovation, achieve strategic organisational objectiveves and further prproogreessss their careeer.r.nd further progress their career.eereress theher a

The program commenced in March 2010 and coversrs four moduless: inssppirationalal lleadeersrshhip; our modules: inspirational leadership;hihnal leapiraulesur mo
innovation leadership; government leadership; aand strategic leeadeership. PaParticipipants ccanan takestrategic leadership. Participants can taketaken pantsParershc leatrateg
one or all four modules, and each module incluuddes mentorinngg anndd an actctiion lelearnininng prorojeject.s mentoring and an action learning project.ctecng prearactiod an ng an

To date, 22 participants have enrolled in the fi fi rst two moduduless. Particcipaannts whwho ssuccesessfullyly t two modules. Participants who successfullylyllessfsucwhonts wcipanwo modu
complete any of the modules may obtain creddit towards aa Grraaduatee Cerrttifi caate oof Exxecuttivive towards a Graduate Certifi cate of ExecutcuExeof Exate oduate C
Leadership and the Masters in Business proogram at the UUnivversity of QQueeenslalandd.niversity of Queensland.eenslanat the Universim at the a

Source: The State of Queensland (Public Service Commmission)sion)6868

Additionally, the Australia and New Zealand School of Government (ANZSOG) delivers the 
following public policy and strategic management programs to senior staff  within the QPS:

•  Executive Fellows Program. This is a three week residential program designed for directors-
general, associate directors-general and deputy directors-general. The program involves a
dynamic mix of theory, case studies and exercises and is tailored to enhance core leadership
and management skills needed to lead organisations within the public sector.

•  Executive Master of Public Administration. This is a two year degree program designed for 
AO8 to SES level offi  cers. The aim of the program is to develop world-class public sector 
managers who are better equipped to manage increasingly complex accountabilities and who
have a broad view of, and excellent skill base in, management, service delivery and policy
analysis across the spectrum of public sector activities.

Since 1 July 2008, 18 Queensland employees have participated in the Executive Fellows Program, 
and 20 in the Executive Master of Public Administration Program.

68 The State of Queensland (Public Service Commission) 2010, Inspiring Leadership Series: Inspiring Executive Leadership,
http://www.psc.qld.gov.au/page/developing-people/professional-development/inspiring-leadership.shtml#ProgramOne
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SES seminar series

The SES seminar series was introduced in May 2010 as part of a broader, PSC-led strategy to
strengthen the SES. The seminar series is designed to feature outstanding government leaders
addressing topics critical to governing, such as collaboration, service delivery and leadership.
The seminars are also designed to provide senior executives opportunities to connect with their 
fellow executives. The seminar series will be supplemented by additional SES events, such as 
workshops and master classes.

• Perceptions of leadership in the QPS
Since QPS leaders have both a leadership and nurturing role for future leaders, it is important
to examine not only how they perceive their own capabilities, but also how other employees
perceive their ability as leaders. The State of the Service employee survey collected information
on these two perspectives. Overall, the results are encouraging although as expected the
responses of general employees diff er from those of senior leaders.

Senior leaders were asked to rate their perceptions of their own profi ciency in the fi ve leadership 
capabilities included in the CLF. The results indicated that the large majority of senior leaders 
believe they are highly profi cient in all fi ve areas, with highest profi ciency in exemplifying 
personal drive and integrity and lesser profi ciencies in shaping strategic thinking and
communicating with infl uence (Table 15).

table 15: senior leader perceptions of own proficiency in leadership capabilities

Capability High profi ciency (%)

Achieves results 87.6

Cultivates productive working relationships 85.7

Exemplifi es personal drive and integrity 94.5

Shapes strategic thinking 78.4

Communicates with infl uence 77.1

Source: Employee Survey 2010

Senior executives are comfortable in the exercise of their leadership, with 73.7 per cent of SES 
offi  cers agreeing that they are actively engaged in the leadership of their agency and 94.1 per 
cent feeling confi dent they have the leadership skills to do their job eff ectively. They also view 
themselves as contributing to their agency’s employment outcomes, with just over half (51.9%) 
agreeing that SES offi  cers in their agency are personally active in eff orts to improve equality and 
diversity in employment and just under half (48.6%) agreeing that the SES offi  cers in their agency 
give their time to identify and develop talented people.

Importantly, two-thirds of SES offi  cers (66.8%) agree that the SES offi  cers in their agency work 
collaboratively with people from other agencies. Such cross-agency collaboration is vital for the
achievement of a number of Toward Q2 targets and other government objectives and also refl ects
the shared sense of purpose and identity that the SES endeavours to foster.
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More broadly, the employee survey asked all participants about their perceptions of the senior 
leaders in their agency. Just under half of all respondents considered that leadership in their 
agency was of a high quality, with around 42 per cent believing that their agency was well 
managed. SES respondents saw this more positively with 58 per cent considering that leadership
in their agency was of a high quality, and over half believing that their agency was well managed. 
Senior offi  cer responses were more closely aligned with the general employee group, with around
half considering that agency leadership was of a high quality and 44 per cent believing that their 
agency was well managed.

While the results are not as positive from other staff  as those from the SES, it is diffi  cult to 
attribute defi nitive reasons. However, they are similar to the results found by the APS where 
for the past two years 46 per cent of survey respondents have indicated that they believed 
that leadership in their agency was of a high quality and 45 per cent felt that their agency was
well managed.69 It is likely that the QPS experiences similar issues to the APS where, with large 
agencies and a decentralised employee base, employees have very limited direct contact with
their senior leaders and hence may fi nd accurately assessing them diffi  cult.

It is also possible that perceptions regarding communication within agencies could be a 
contributing factor. Only one-third (36%) of respondents believed that communication between
senior leaders and other employees is eff ective and just under half (48%) believed that the most 
senior leaders in their agency were suffi  ciently visible to other staff . While the perception gap 
is of interest given the critical role senior leaders play in modelling appropriate behaviour and 
shaping organisational culture, the role of senior leaders is often not visible to many people 
within QPS agencies. 

• Key themes and future directions
The ongoing role of senior leaders in the QPS to ensure the effi  ciency and eff ectiveness of 
government will require them to deliver better, more accessible services to the people of 
Queensland. This will require high-performing senior executives and, as indicated by their 
very high assessment of their profi ciency across the capabilities needed to lead the QPS, the
majority of SES employees believe that they meet this requirement. The proportion possessing
postgraduate tertiary qualifi cations indicates that they are clearly a highly qualifi ed group.

Since the establishment of the SES, and more recently the CES, there has been an increased 
emphasis on the development of highly skilled, mobile and responsive senior leaders who 
are focused on performance, effi  ciency, outcomes and accountability. These qualities are 
developed and encouraged through a range of developmental opportunities, as well as the use of 
performance agreements and reviews.

One of the notions underpinning the executive service is that of a mobile executive leadership 
group that can move readily across the public, private and non-government sectors. While this
concept requires further progression, implementing strategies to achieve this vision is one of the
key priorities for the PSC.

69  Australian Public Service Commission 2009, State of the Service Employee Survey Results 2008-09, 
Commonwealth of Australia, Canberra, p. 18.
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An ageing public sector and increased competition for highly skilled staff  requires that strategies 
be put in place to attract, retain and manage executive talent. In response to this, a range of 
strategies is being considered by the PSC for future implementation. One particular proposal,
in the early stages of development, is an executive talent management strategy. The central 
component of this strategy is a formal leadership development program that identifi es high-
performing executives with outstanding potential and provides them with tailored development
to position them for future CEO leadership positions.
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The Queensland public sector is the engine room of government. A modern, 

professional public service focused on the needs of Queenslanders, 

harnessing the energy and ideas of our best and brightest, is vital to 

the prosperity of our state. 

Source: Anna Bligh MP, Premier of Queensland, 200870 

This chapter explores how the QPS develops its people and manages its performance for improved 
results. In also discusses the use of capability frameworks to guide development and the approach 
to building a performance culture.

• Introduction
While it is one thing to identify outcomes, and put strategies in place to achieve these, it is a
diff erent challenge to have the required capacity to deliver on these over time. Building a high-
performance workforce and growing QPS employees’ leadership and management capacity are 
crucial to delivering quality services to the community and achieving Toward Q2 targets.

Although a key role of chief executives in the QPS is to build workforce capability within their own
agencies, they are assisted in this by the PSC taking a sector-wide focus. Under section 46 of the
PS Act, one of the main functions of the PSC is to enhance the human resource management and 
capability of the QPS.

70  Bligh, A. 2008, Record of Proceedings (Hansard), First Session of the Fifty-Second Parliament, p. 712, http://www.
parliament.qld.gov.au/view/legislativeAssembly/hansard.asp

8

building a
high-performance workforce
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• Capability frameworks in the QPS
In order to build a high-performance workforce, it is fi rst necessary to defi ne the capabilities that 
are necessary in such a workforce. Organisations generally communicate this through frameworks 
which establish the desired behaviours and skills, and then use those frameworks as the
foundation upon which they recruit, develop and manage the performance of their people.

The CLF was introduced in the QPS in January 2009 as a tool to assist agencies to develop the 
capability and leadership of employees at all levels throughout their organisations. The CLF 
is based on the APS Integrated Leadership System and was selected from a range of other 
frameworks on the basis that it:

• refl ects public sector functions and contexts

• outlines the increasing complexity of roles at the higher levels

• guides learning and development to support staff  progression, and

• can be aligned with other frameworks.71

The CLF operates at an individual, agency and whole-of-government level. For individuals, the CLF 
enables staff  to identify the key capabilities required of them in their current role, and the skills 
that they will need to develop, so that they can advance to a higher level. At the agency level, the 
CLF guides and enhances recruitment and selection processes, career planning, performance
development, and learning and development functions. At a whole-of-government level, the 
CLF gives the QPS a common language around recruitment and selection, career planning,
performance development, and learning and development.72

• Building a high-performance culture

Employee performance development

High-performing organisations hold individuals accountable, reward good performance and
assist employees develop those capabilities that need improvement. To achieve such a high-
performance culture, the employing agency needs to have eff ective employee performance 
management practices in place, inclusive of induction, performance development, career 
management, recognition, unsatisfactory performance and discipline management.

The issue of eff ective employee performance management is a matter for some attention within 
the QPS as respondents to the State of the Service employee survey indicated limited agreement
(40.5%) with the statement that immediate supervisors deal well with poorly performing 
employees. This compares similarly with the APS which had a 44 per cent73 agreement with this, 
but not as positively as Victoria which reported that 67 per cent of employees believed that their 
immediate supervisors deal well with poorly performing employees74. In addition, only 21.4
per cent of Queensland respondents believed that their agency dealt with underperformance
eff ectively. As discussed previously, these perceptions can be infl uenced by the lack of visibility
of performance management processes and decisions in the QPS.

71  The State of Queensland (Public Service Commission) 2008, QPS Capability and Leadership Framework, p. 9,
http://www.psc.qld.gov.au

72  The State of Queensland (Public Service Commission) 2010, ‘QPS Capability and Leadership Framework’, viewed 24 May 
2010, http://www.psc.qld.gov.au/page/developing-people/leadership-and-hr-tools/
capability-leadership-framework.shtml

73 Australian Public Service Commission 2009, State of the Service Employee Survey Results 2008-09, p. 17.

74 State Services Authority (SSA) 2008, People Matter Survey 2008: Main Findings Report, p. 33, SSA, Melbourne.
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While these results present some challenges for the QPS, the survey results also indicated that over 
half (53.6%) of respondents believed that they received adequate feedback on their performance
to enable them to deliver the required results. These results are not dissimilar to those 
experienced in the APS where only 25 per cent75 of employees believed that their agency dealt with
underperformance eff ectively, however 67 per cent76 of APS employees believed that they received
adequate feedback.

To enhance the QPS approach to individual and organisational performance management, a new 
employee performance development directive is being developed by representatives from across
the QPS. This collaborative approach was taken to ensure that the directive met the needs of 
agencies for developing and maintaining a high-performance culture. The directive is expected to
require all QPS agencies to have in place employee performance development that includes an 
agency wide strategy as well as a system that includes and links: 

•  an induction process for new, returning and recently promoted employees

•  a probation process that accords with section 126 of the PS Act, which includes induction,
a performance plan and a formal review at the end

•  a performance development process which includes regular discussions, provides
career planning, training and development opportunities and aligns with the CLF or 
equivalent framework 

•  a recognition process that sets out how employees’ contributions to achieving agency 
objectives and targets will be acknowledged

•  a process for managing unsatisfactory performance, and

•  a process for managing disciplinary action in accordance with the PS Act.77

Agency approaches to performance development agreements

Although a range of terms may be used by agencies to describe the process of performance
planning, for the purpose of this report, the term performance development agreement (PDA) is 
used. The State of the Service agency survey asked each QPS agency for information on the use 
within their agency of PDAs. The results showed that almost all agencies (91.9%) now require staff  
to have a PDA or similar document. In recognition of this requirement, agencies reported that 
around half of their staff  had a PDA currently in place. More than two-thirds of agencies reviewed 
their non-SES offi  cers’ PDAs at least yearly with half of these reviewed twice a year. For SES offi  cers, 
almost two-thirds of agencies reviewed their PDAs at least once a year, with a third of these being
reviewed twice a year.

Agencies reported they use a range of processes to assist in their implementation of a performance
management system. All agencies have made guidelines, templates and other written resources 
available to staff  and are providing their human resource management staff  and managers with 
specifi c advice on how best to achieve the system outcomes. Most agencies have provided their 
managers with actual training in the agency’s performance management system and nearly half 
have provided training to staff .

75 Australian Public Service Commission 2009, State of the Service Employee Survey Results 2008-09, p. 20

76 Australian Public Service Commission 2009, State of the Service Employee Survey Results 2008-09, p. 14

77 Public Service Act 2008, Chapter 6 (sections 186A -192).
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Most agencies report that they are currently monitoring the completion and/or review of staff  PDAs. 
Relevant to this is the fact that nearly half of QPS agencies require their managers to implement the
agency’s performance management system as part of their own PDA. Of even greater importance is
that over half of QPS agencies require this as part of their SES offi  cers’ PDAs. 

The State of the Service employee survey results were mixed regarding employees’ perceptions
of performance management within their organisation. Nearly half of the respondents (46.8%)
declared they currently have a PDA in place. This is substantially diff erent from the requirement 
of 90 per cent of agencies that these agreements are in place, although it does accord with what 
agencies reported in the agency survey. More than a third of respondents said they had received
formal performance feedback in the previous 12 months and over two-thirds of these recipients 
reported that the way the performance feedback session was conducted provided them with the
guidance they needed (69%). Well over half (58%) thought it had already helped, or would in the 
future help improve their performance.

Over two-thirds (67%) of employees who had received performance feedback felt that their learning
and development needs had been adequately considered. It is encouraging to note that more than
three-quarters of respondents believed that their performance review provided a fair assessment
of their performance and well over half (58%) thought that their participation in a performance
review was worth the time. These survey results suggest that when agencies invest in high-quality 
performance development approaches, employees do experience and acknowledge the benefi ts.

The usefulness of performance management systems should become even more apparent once
employee performance management is mandated throughout the QPS and agencies take full 
advantage of the resources and training materials that become available. Managing performance is 
strategically important to all agencies and, with the right systems and processes in place, can make
a signifi cant diff erence to individual and agency performance.

• Realising the potential: investing in our people
Capability development was one of the top fi ve workforce issues raised by agencies as a signifi cant 
challenge, coming after attracting and retaining skilled staff  and the ageing workforce. The use of 
tailored leadership, learning and development opportunities is integral to capability development
and maintaining a high-performing workforce. The State of the Service agency survey found
that agencies make available to their staff  a variety of professional development opportunities 
including applied skills training in areas such as policy, IT, business writing, formal leadership and 
management training, and individual mentoring and coaching programs. Agencies frequently focus
on building technical capacity relevant to their core business.

As would be expected the type of developmental opportunities varies depending on the 
classifi cation level of the employee. For those employees at the base levels (AO1-AO4 and 
equivalent) the major focus is on applied skills, with fi nancial management, people management,
business writing, and IT business applications being the most predominant. (Figure 33)
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figure 33: developmental opportunities offered to ao1-ao4 and equivalent employees
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Source: Agency Survey 2010

For those employees at the AO5 to AO8 (and equivalent) levels the focus is also on applied skills, 
but across a broader range. Staff  at this level have access to skills training in areas such as policy,
project management, fi nancial management, people management, IT business applications and 
business writing. At this level agencies are also starting to invest more heavily in leadership 
and management development, with 62 per cent of agencies providing these opportunities to 
their employees (Figure 34). In addition, 84 per cent of agencies provided people management
skills training and development for staff  at this level. A reasonably high proportion of agencies
(57%) also provided these staff  with individual mentoring and coaching programs. This focus on
capability building in people management refl ects the role of this group within the QPS as fi rst 
line supervisors and managers.

figure 34: developmental opportunities offered to ao5-ao8 and equivalent employees
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Once staff  have reached the SO level, the focus of developmental opportunities is around people
managements skills (65%), and leadership and management training (Figure 35). Fifty-four per 
cent provide leadership and management training through external providers and 41 per cent
provide this through internal sources. Almost half the agencies (49%) also provided SOs with 
individual mentoring and coaching programs. These results also refl ect the focus of SO roles as 
leaders as well as the fact that their natural career progression within the QPS will be to senior 
leadership roles in the SES.

figure 35: developmental opportunities offered to senior officers and equivalent employees
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Source: Agency Survey 2010

At the SES/CES level, the proportion of agencies providing a range of developmental
opportunities reduces considerably, with the highest proportion (43%) providing individual 
mentoring and coaching programs for staff  in the senior executive and chief executive services
(Figure 36). Over a third also off ered applied skills development in both people management
and IT business applications skills. While this level of capacity building opportunities may seem
low, it is likely that members of the SES and CES already have well-developed skills in a range of 
capabilities and the focus is more a fi ne tuning of their leadership capabilities. It also refl ects 
that development for this group is often better addressed at a whole-of-sector level and that 
many people at this level manage their own development. Another contributing factor may well
be the lack of opportunity available to people in such high pressure and high workload positions.
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figure 36: developmental opportunities offered to ses and above employees
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Source: Agency Survey 2010

Over half the agencies (54%) estimated they had spent more than $500 per FTE in formal events
based leadership, learning and development activities in the 2009-10 year to 31 March. These 
activities included attendance at conferences, seminars, workshops, classroom-based training and 
other events delivered by internal or external providers. Over 70 per cent of agencies advised that 
they regularly review, or are in the process of reviewing, these off erings as a result of evaluating
their effi  ciency and/or eff ectiveness. Another 22 per cent of agencies have identifi ed the need to do
so as a priority. 

Formal learning and development programs

While agencies access their own opportunities, a range of centrally coordinated learning and
development opportunities are available across the QPS. The PSC brokers specifi c off erings with
local universities such as the University of Queensland and Queensland University of Technology,
as well as cross-jurisdictional programs developed by ANZSOG and the Public Sector Management
Program. Major programs are highlighted below:

•  ANZSOG off ers two programs, the Executive Master of Public Administration Degree Program
and the Executive Fellows Program. Both are designed for offi  cers at a senior level and are 
discussed in more detail in Chapter 7.

•  The Public Sector Management Program is a national leadership and management program
designed for middle and senior managers and staff  entering management roles for the fi rst 
time, at the AO5 to AO8 level (and equivalent). Participants are drawn from federal, state, 
territory and local governments, and complete four modules as well as a work-based project.

 The program combines tertiary study with experiential learning and is designed to equip its 
participants with the skills and knowledge required to improve outcomes in public sector service,
productivity and people management.78 On successful completion of the program, participants 
are awarded a Graduate Certifi cate in Public Sector Management from Flinders University,

78 Public Sector Management Program, http://www.psmprogram.qld.gov.au
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South Australia. Graduates are eligible for credit towards further postgraduate programs. There 
were 91 Queensland participants in the 2008-09 program and 78 in the 2009-10 program.

•  The Inspiring Leadership Series includes two off erings: the Inspiring Executive Leadership 
Program, which is designed for senior employees and discussed in more detail in Chapter 
7, and the Emerging Leaders Program. The latter is designed for AO7-AO8 and early career 
senior offi  cers (and equivalent). It aims to enhance the leadership and management skills
for middle managers and newly appointed senior offi  cers, so that they can develop and lead 
high-performing teams.79

  The fi rst Emerging Leaders Program commenced in April 2010 with 65 participants. The program 
is conducted by the Queensland University of Technology (QUT), Faculty of Business and 
consists of six modules. Participants who successfully complete the program, and a subsequent 
written assignment, are eligible for 24 credit points which may be used towards other QUT 
programs, such as the Master of Business Administration and Master of Business. 

The QPS will also contribute to the Toward Q2 ‘smart’ target, whereby 75 per cent of Queenslanders 
aged between 25 and 64 years will hold a Certifi cate III or above qualifi cation. As part of these 
arrangements, the QPS will review its Study and Research Assistance Scheme, which provides 
fi nancial and other assistance for structured learning. Currently, some 80.8 per cent of QPS 
employees have a vocational qualifi cation or higher, with only 19.2 per cent of employees whose
highest qualifi cation is year 12 (or equivalent) or less. It is this latter group who are well-placed to
take up Certifi cate III training.

Informal and non-accredited programs

In addition to formal courses and programs, the QPS off ers a variety of informal and non-accredited
programs based on topics of interest. These are designed to meet the short-term needs of agencies
and immediate gaps in leadership and management capability. The Practical People Management 
Program and the Inspiring Women Program are current off erings.

•  The Practical People Management Program (PPMP) is aimed at AO3-AO8 (and equivalent) 
level employees. The fi ve day course explores the roles and functions of being a manager, 
and gives participants the knowledge and skills they need to eff ectively manage people.80

The program can be delivered through a variety of channels, including via a panel of 
providers, cross-agency delivery and intra-agency delivery. There were 846 participants in 
the 2008-09 course and 1335 participants in the 2009-10 course.

•  The Inspiring Women: Whole of Government Mentoring Program for Women is designed 
for women at the AO3-AO7 level (and equivalent). The program aims to prepare women for 
leadership roles in the QPS, to maintain the current trend of increasing representation of 
women at the AO7 to SO range and thereby improve the gender balance at middle and senior 
levels of the QPS. 

79  The State of Queensland (Public Service Commission) 2010, ‘Inspiring Leadership Series: Emerging Leaders Program’, 
viewed 24 May 2010, http://www.psc.qld.gov.au/page/developing-people/professional-development/inspiring-
leadership.shtml#ProgramOne

80  The State of Queensland (Public Service Commission) 2010, ‘Practical People Management Program’, viewed 24 May 
2010, http://www.psc.qld.gov.au/page/developing-people/professional-development/practical-people-management-
program.shtml
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 The program comprises 12 modules to be completed over 12 weeks. It is delivered via CDs,
DVDs, teleconferences and a workbook and is accessible to all women in the QPS, regardless of 
where they are located across the state. The fi rst program commenced in September 2009. All 
409 participants completed the course. The second program commenced in February 2010 with 
all 264 participants completing the course.81

Learning and development: employee perceptions 

In the State of the Service employee survey, respondents were requested to indicate their level of 
satisfaction with their access to learning and development opportunities. Results from the survey 
indicated mixed experiences regarding employees’ learning and development opportunities. 

Almost 70 per cent (69%) of respondents believed that their supervisors ensured that they had fair 
access to developmental opportunities. In addition, 65 per cent of respondents believed that their 
supervisors encouraged them to build the capabilities and/or skills required for new roles. Over 
half the survey respondents (58%) reported that their learning and development needs had been 
either fully or partially identifi ed. Employees (55%) also believed that their agency placed a high
priority on the learning and development of employees.

The fi gure below displays the satisfaction level of respondents with the learning and development
opportunities that they have been off ered. Almost half of the survey respondents (49.9%) were 
satisfi ed with the learning and development opportunities that had been made available to 
them. However, this response may well refl ect the low number of employees reporting that they
had a performance agreement in place (47%). Clearly, if these performance agreements are not
in place, and discussions have not occurred, it is diffi  cult to appropriately match developmental 
opportunities to capability need.

figure 37: employee satisfaction with developmental opportunities
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81  The State of Queensland (Public Service Commission) 2010, ‘Inspiring Women Mentoring Program’, viewed 2 June 2010,
http://www.psc.qld.gov.au/page/developing-people/professional-development/inspiring-women.shtml
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More than 60 per cent of respondents (60.2%) had spent three or more days, and a quarter of 
respondents had spent more than six days, in formal learning and development activities. This
take-up of developmental opportunities is excellent. It is, however, still essential that activities are
targeted well and that the outcome is a more skilled and higher performing individual.

Encouragingly, some 70.7 per cent of respondents to the survey said that their participation
in learning and development opportunities had been eff ective in helping them improve their 
performance.

• Key themes and future directions
Capability frameworks such as the CLF provide the platform for agencies to strategically manage 
their recruitment, learning and development, and performance management practices and position 
their workforce for the future. To assist in this, a sector-wide community of practice has been
established to support the implementation of a capability development strategy. This forum will 
also provide opportunities for sharing good practice and continuous improvement across the QPS.

Developing the capability of the QPS workforce has been clearly identifi ed as a key issue for 
agencies if they are to have the necessary skills for a high-performing workforce that is well 
positioned to deliver on government priorities and eff ective and accessible services to the 
community. 

At this time the QPS is experiencing some challenges in terms of managing poor performance 
as well as appropriately targeting developmental opportunities. However, agencies are off ering 
a broad range of these opportunities and have clearly demonstrated a commitment to building
workforce capability. What is needed is a greater link between performance management planning, 
robust performance conversations and identifi cation of capability development opportunities. The 
State of the Service employee survey results suggest that when this is done well, employees are
satisfi ed with the performance management process and the developmental opportunities they
are off ered, and they believe that it helps improve their performance. At the same time, agencies 
will need to regularly review their capability development off erings to ensure they remain relevant, 
meet the identifi ed needs of their employees and provide value for money. 

The QPS must continue to invest in its people so that they have the skills and knowledge they 
need to contribute to community outcomes. Mandating performance management systems is an
important step, but it is only one part of the equation. Building a performance culture will be high
on the agenda. A high-performance public service is ultimately about high-performing people, and 
investing in people will be a priority.
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As Queensland grows and evolves, the Queensland Government will continue to 

drive reform to ensure our integrity and accountability framework keeps pace.

Source: Anna Bligh MP, Premier of Queensland, 200982 

This chapter gives an overview of the key integrity and accountability reforms being implemented 
across the Queensland Public Sector. It looks at the comprehensive program of integrity and
accountability reforms implemented by the government, the RTI reforms, trends in the QPS appeal
system and employee perceptions of integrity and accountability. 

• Introduction
The OECD underlines the importance of integrity when it says “integrity is the cornerstone of 
good governance … and is essential to maintaining trust in government”.83 The Queensland 
Government has demonstrated its commitment to a strong integrity and accountability framework 
through an ongoing process of reform.

As outlined in Chapter 3, the government commenced this process through the introduction of 
the new PS Act to govern the operation of the QPS and establish the PSC. The reforms continued 
in 2009 with the passage of new RTI and Information Privacy legislation which fundamentally
changed the way the public sector deals with the information it holds. 

Building on these foundations, the government commenced a wide-ranging process of integrity
and accountability reform through public consultation on the Integrity and Accountability in
Queensland discussion paper released in August 2009.d 84 After considering submissions from 
Queenslanders and the recommendations of an integrity and accountability round table of 
independent experts, the government announced its program of reform in November 2009 
through the Response to Integrity and Accountability in Queensland.85 

82  Bligh, A. 2009, Foreword to: The State of Queensland (Department of the Premier and Cabinet), Response to Integrity and 
Accountability in Queensland, November 2009, http://www.premiers.qld.gov.au/community-issues/open-transparent-
gov/integrity-and-accountability-review.aspx

83 OECD, ‘Integrity Framework’, http://www.oecd.org

84  The State of Queensland (Department of the Premier and Cabinet) 2009. Integrity and Accountability in Queensland, 
discussion paper.

85  The State of Queensland (Department of the Premier and Cabinet) 2009. Response to Integrity and Accountability in 
Queensland, Queensland Government, Brisbane, viewed 18 March 2010, http://www.premiers.qld.gov.au/community-
issues/open-transparent-gov/integrity-and-accountability-review.aspx

9
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The fi rst stage of this reform program was implemented through the passage of the Integrity 
Act 2009, which commenced operation on 1 January 2010, with further legislative reforms to 
be achieved through the Integrity Reform Bills 2010. These Bills, which were introduced to
Parliament on 3 August 2010, consist of:

•  the Ministerial and Other Offi  ce Holder Staff  Bill 2010 to create a new stand-alone framework 
for the employment of Ministerial and Opposition staff , separate from the public service

•  the Public Interest Disclosure Bill 2010 to reform Queensland’s whistleblower protection 
legislation, and

•  the Integrity Reform (Miscellaneous Amendments) Bill 2010 to implement amendments to 
a range of Acts, including reforming and modernising the public sector ethics principles,
refl ecting the PSC’s enhanced role to promote an ethical culture across the QPS, and 
strengthening requirements to declare personal interests by members of Parliament and 
statutory offi  ce holders.

This process of reform confi rms Queensland’s position as a national leader in delivering open
and accountable government and the government’s continued commitment to a contemporary
and robust integrity and accountability framework.86

• Trust in government: key initiatives 
The integrity and accountability reform process built on a number of administrative reforms
which had already been implemented by the government, including the establishment of an 
administrative Register of Lobbyists, and introduction of post-separation employment restrictions
on former ministers, ministerial staff  and senior public servants to ensure that information
gained in public sector employment was not able to be used for later personal fi nancial gain.

The discussion paper provided a comprehensive overview of Queensland’s integrity and
accountability framework and sought comments on 35 questions relating to how this framework 
could be strengthened and improved. A round table of experts provided advice to government 
and discussion forums were held throughout Queensland.

After considering the consultation and feedback that the discussion paper generated, the 
government, in November 2009, proposed a suite of legislative and administrative reforms, most
of which have direct implications for the QPS.87 These reforms have been organised around four 
‘strong’ principles which were identifi ed as underpinning a robust integrity and accountability 
framework: strong rules, strong culture, strong scrutiny and strong enforcement.

Strong rules

Clear rules and standards in the form of legislation, policies, guidelines and administrative 
arrangements are being put in place to provide the scaff olding for the integrity framework. These 
reforms will balance the prohibition of banned behaviours with the positive expression of values, 
desired conduct and ideals. Reforms being implemented include:

86   A comparison of accountability frameworks across Australian jurisdictions, as included in the discussion paper, is 
reproduced at Appendix 5.

87  The State of Queensland (Department of the Premier and Cabinet) 2009, Response to Integrity and Accountability in
Queensland, Queensland Government, Brisbane, viewed 18 March 2010, http://www.premiers.qld.gov.au/community-
issues/open-transparent-gov/integrity-and-accountability-review.aspx
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•  declaration of personal interests for CEOs, statutory offi  ce holders and senior executives, and
legislative amendments to create a statutory obligation for members of Parliament to declare
their personal interests

•  revision of gifts and benefi ts policies across the public sector, and the issuing of a new 
directive on 1 January 2010 which provides thresholds and requirements for declaring the 
acceptance or giving of gifts and benefi ts by agencies and public service employees88

•  the establishment of Australia’s fi rst legislative regime for the regulation of the lobbying
industry, including a ban on the payment of success fees

•  the introduction of new legislation to govern employment of ministerial and opposition staff ,
distinct from the QPS

•  amendments to the Public Sector Ethics Act 1994 to provide for the application of a single 
code of conduct across the public service, and

•  development of a Premier’s Communiqué regarding the interaction of ministerial staff  and
public servants.

Strong culture

The building and maintenance of a strong ethical culture in the QPS rests on its leaders 
modelling, promoting and being consciously dedicated to ethical values in their daily dealings.
This culture will only develop in an environment which respects and supports ethical behaviour.

A key plank in strengthening the ethical culture of the QPS is the introduction of new legislation
to facilitate disclosures of wrongdoing in the public sector. The Public Interest Disclosure Bill
2010 reforms the Whistleblowers Protection Act 1994 and incorporates recommendations from
the three-year national research project, Whistling While They Work. Legislative amendments are 
also being made to the Civil Liability Act 2003, which will allow government departments to issue
apologies without the communications being taken as admissions of legal liability. 

A signifi cant part of the strengthened integrity regime, and a major step towards developing this
strong ethical culture, was the establishment in early 2010 of an Ethical Standards Branch within
the PSC. This initiative provides a formal mechanism for supporting public sector agencies and
leaders in their day-to-day roles and will provide independent advice and capability building on
public sector ethics issues.

Additional initiatives to support a strong ethical culture include an enhanced role for the 
Queensland Public Sector Ethics Network. This network is a forum, which was established to raise
awareness about public sector ethics, and comprises an ethics contact offi  cer from each agency 
whose role it is to promote the government’s integrity agenda within their agency. 

The Queensland Government has acknowledged that appropriate training is important to ensure all
public offi  cials are fully aware of the way that their ethical obligations should aff ect their conduct. 
As a result there is now a requirement for mandatory annual ethics training for all QPS staff .

Strong scrutiny

The Queensland Government has a number of mechanisms in place to monitor the conduct of the

88 The State of Queensland (Public Service Commission) 2009, Directive No. 22/09 Gifts and Benefi ts.
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QPS, including internal audit mechanisms, and external oversight bodies such as the Crime and 
Misconduct Commission, the Queensland Ombudsman, the Information Commissioner and the
Integrity Commissioner. The oversight bodies have an invaluable role at a whole-of-government 
level and are ideally placed to discuss and promote public discussion of strategic, topical and 
emerging integrity issues and to monitor and report on the integrity of the conduct and culture of 
all public sector agencies.

While these mechanisms have been in place for some time, the government has committed 
to stronger scrutiny by enhancing some roles and strengthening processes. These proposed 
enhancements relate to good governance across the broad spectrum of government processes, 
with two in particular specifi cally concerning the public service.

The passage of the Integrity Act 2009 signifi cantly enhanced the role of the Integrity
Commissioner through a number measures including:

•  establishing the offi  ce as an independent offi  cer of the Parliament responsible to the Legislative
Assembly through the Integrity, Ethics and Parliamentary Privileges Committee (formerly the 
Members’ Ethics and Parliamentary Privileges Committee) rather than to the Premier

•  creating a new legislative regime for the regulation of the lobbying industry, under the 
oversight of the independent Integrity Commissioner

•  expanding the matters on which the Integrity Commissioner can give advice to include all 
ethics or integrity issues, rather than just confl ict of interest issues, and

•  monitoring the provision of declarations of interest by chief executives of government
departments, including the ability to report on non-compliance with requirements to declare
personal interests.  

In addition, in accordance with the culture of greater transparency implemented under 
the RTI reforms, the Government has commenced publication of agency gift registers on
departmental websites. The Register of Members’ Interests is also now available on the 
Parliament of Queensland website. The government will also report annually on its responses to 
recommendations made by the Crime and Misconduct Commission.

Another area of increased scrutiny concerns increased accountability in procurement processes
within government. In October 2008, OECD countries approved the OECD Principles for Enhancing 
Integrity in Public Procurement.89 The 10 principles centre on maximising transparency,
implementing eff ective control mechanisms, training procurement offi  cials and monitoring 
procurement outcomes. Collectively, these principles provide a policy framework for enhancing
integrity at all stages of the public procurement cycle. Countries are able to benchmark their 
procurement systems against the principles. OECD countries committed to reporting in 2011 on
their progress in implementing the principles.90

These OECD integrity principles are refl ected in the initiatives currently being implemented by 
the Queensland Government Chief Procurement Offi  ce. From 1 September 2010 the revised State
Procurement Policy increased reporting requirements for both the awarding of contracts and 
the processes leading up to the award of these contracts. In addition, probity auditors will be
required to be appointed for procurement of high risk contracts over a set threshold.

89 OECD 2008, OECD Recommendation on Enhancing Integrity in Public Procurement.

90 OECD 2008, Keeping Government Contracts Clean Policy Brief.
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Strong enforcement

In recognition that an eff ective integrity system needs to have inbuilt enforcement and 
disciplinary procedures available to ensure adherence to prescribed rules and obligations can be
enforced, Queensland’s integrity regime is expanding. For the QPS this expansion will reinforce
measures already in place and will include:

•  the PSC partnering with agencies to develop leadership and management capability in
dealing with disciplinary matters so that greater consistency in sanctions and improved
timeliness in resolving disciplinary matters can be achieved, and

•  amendments to the PS Act in relation to discipline, including new post-separation
disciplinary provisions.

In addition, as part of the fi rst stage of legislative integrity reform, the jurisdiction of the Crime 
and Misconduct Commission was expanded to cover government owned corporations. Following 
amendments to the Government Owned Corporations Act 1993 which took eff ect on 1 January
2010, allegations of offi  cial misconduct can now be referred to the Crime and Misconduct 
Commission for investigation.

• Open government: Right to Information
The Queensland Government has made a strong commitment to giving the community 
greater access to information through its RTI reforms. These reforms, which came into force in
Queensland on 1 July 2009, have led to a fundamental mind shift in the way the QPS and the rest 
of the public sector views and shares the information it holds on behalf of citizens. 

The change is best described as a move from a ‘pull’ model to a ‘push’ model: information is
now proactively released by agencies as part of their routine communication. Prior to the RTI
reforms, much of this information may only have been released (or not released) in the context of 
a formal Freedom of Information request.91 Since those reforms, however, formal applications are
considered to be the option of last resort when providing the public with access to government-
held information.

The RTI reforms resulted from the government’s commitment to promote a public service culture
that supports openness and transparency and a pledge to maximise the community’s access
to information. Underpinning these reforms is the belief that government-held information is a
public resource. It belongs to the community and should be made available unless, on balance, 
it would be demonstrably contrary to the public interest to do so.92 Information is now made 
available to the public by three principal means:

•  proactively through a public sector agency’s publication scheme which sets out the kind of 
information the agency routinely makes available, usually on its website

•  via an administrative access scheme provided by the agency for specifi c types of information,
for example, a person’s personnel records, and

•  as a last resort, through a legislative access process under the RTI Act, which provides for an
agency decision maker to make a considered decision as to whether the disclosure would be
contrary to the public interest.93

91 Under Queensland’s Freedom of Information Act 1992.

92  Bligh, A. 2009, Statement of Right to Information Principles for the Queensland Public Service, Queensland Government, 
http://www.rti.qld.gov.au/rti/about.asp

93 Offi  ce of the Information Commissioner 2009, Accessing government information, http://www.oic.qld.gov.au
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During 2008-09, the DPC led other key public sector agencies in a program of initiatives aimed 
at driving the cultural and organisational changes needed to embed the new RTI policy agenda
across the public sector. Program partners with DPC are Queensland State Archives, the PSC, the
QGCIO and the Offi  ce of the Information Commissioner (OIC).

Prior to the enactment of the RTI Act, the OIC’s role was to provide external merits reviews 
of agency and ministers’ Freedom of Information decisions.94 Now the OIC is Queensland’s
independent body established under the RTI Act to promote access to government-held 
information and protect people’s personal information held by government under the Information
Privacy Act 2009. As a result OIC’s role has expanded signifi cantly to include:

•  providing information and assistance to agencies, ministers and the community to support 
agencies in complying with these laws

• reviewing specifi c agency decisions under these laws

• monitoring and reporting on agencies’ compliance with the RTI reforms

• dealing with privacy complaints, and

•  making certain decisions, including whether an agency’s privacy obligations can be waived or 
modifi ed in the public interest.95

Since the reforms commenced, the assistance and support to agencies has included providing
training for agency decision makers and publishing capability resources such as RTI guidelines.

• Fair employment: appeal trends
Governments need to ensure that their public offi  cials perform their duties in a fair and unbiased 
way and, as an integral part of this, that public service employees are treated fairly and
reasonably. This is not only because it is an expectation of the community, but because it allows 
the QPS to attract and retain skilled and committed employees dedicated to eff ectively and 
effi  ciently conducting the business of government for the community.

The QPS appeals system provides a functional, accessible forum for reviewing agency decisions 
relating to the management of the QPS workforce. It provides an independent and impartial 
avenue for public service employees to have decisions that aff ect them reviewed and ensure
that principles of natural justice are applied in decision making. Administered by the PSC Chief 
Executive under chapter 7 of the PS Act, this service plays a vital role in supporting and upholding 
ethical and equitable workforce practices and promoting transparency and accountability in
decision making. At the same time, the hearing and deciding of appeals provides an opportunity 
for agencies to learn from past practices to improve decision making in the future. 

The appeals mechanism is one means of reinforcing the management and employment principles
set out in the PS Act section 25(2):

Public service employment is to be directed towards promoting –
 (a) best practice human resource management; and
 (b) equitable and fl exible working environments in which all public service employees are – 
  (i) treated fairly and reasonably; … 

In reinforcing these principles, the appeal tribunal conducts an independent and informal review 
of agency decisions where these decisions have not been able to be resolved by the parties

94 Offi  ce of the Information Commissioner 2009, Annual Report 2008-2009, http://www.oic.qld.gov.au

95 Offi  ce of the Information Commissioner 2009, Publication Scheme, http://www.oic.qld.gov.au
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themselves. The types of decisions against which an appeal can be made include:

•  a decision to take or not take action under a directive – termed ‘fair treatment appeals’ (for 
example, Directive No. 11/07 Grievance Resolution (Grievance Directive))

• a disciplinary decision, and

• a promotion decision.

While the following information on the appeals heard by the PSC appeal tribunal provides a 
contextual basis regarding the commitment of the public service to ensuring fairness in the
treatment of its valuable workforce, the number of appeals is very small when considered in the
context of the thousands of decisions relating to employees that are made each year by agencies.

The data used in the following sections is based on decided appeals, not lodged appeals. A 
signifi cant proportion of appeals lodged are not heard and decided due to ineligibility under the
PS Act or a Directive (no right of appeal), jurisdictional issues or other compelling reasons.

Appeal trends over 10 years to 30 June 200996 

Fair treatment appeals

A fair treatment appeal may be made where an aggrieved employee honestly and reasonably 
believes they have not been treated fairly and reasonably on a range of issues, including 
decisions about transfers or deployment. If the issue relates to a grievance matter, the appellant
shall satisfy the Commission Chief Executive that the appellant has suffi  ciently used the 
grievance procedure within their agency to resolve the issues under appeal. 

The number of fair treatment appeals fl uctuates from year to year with the number of appeals 
decided ranging from 25 to 61 per year over the nine year period. Despite this fl uctuation, there 
has been an overall downward trend in the number of decided appeals over this period. Apart
from one anomaly in 2000-01, the proportion of appeals dismissed remains signifi cantly higher 
than the proportion allowed, with an average of 70 per cent of appeals being dismissed over the 
nine year time frame. The vast majority of fair treatment appeals arise from fi nal agency decisions
made under the Grievance Directive. Figure 38 depicts the trends in fair treatment appeals over 
the 10 year period from the 1999-2000 fi nancial year to 2008-09.

figure 38: fair treatment appeals between 1999-2000 and 2008-09
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96 Public Service Commission Annual Reports 1999-2000 to 2008-09.
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Discipline appeals 

Where a decision has been made to discipline a public service employee, that employee may 
appeal the decision to the PSC Chief Executive provided it does not relate to the dismissal of 
the employee.97 The appeal may be made and argued in relation to the decision to discipline the
employee and/or the penalty imposed.

As is the case for other appeal types, the number of discipline appeals decided fl uctuates from
year to year with the number of appeals ranging from 15 appeals to 37 appeals per year over 
the nine year period. Discipline appeals have also experienced an overall downward trend over 
the nine year period. However for discipline appeals, although the number being heard has
decreased, the proportion of these appeals which are being allowed, either in whole or in part,
fl uctuates around the 50 per cent mark over the decade.

This trend reinforces the need, as outlined under the strong enforcement section, to provide clearer 
direction and enhanced capability development in the handling of discipline matters. The trends in
discipline appeals over the nine year period to 30 June 2009 are provided in Figure 39.

figure 39: discipline appeals between 1999-2000 and 2008-09
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Promotion appeals

A permanent public sector employee who applied unsuccessfully for a position may appeal 
against the decision to promote another public sector employee who was appointed to that 
position. Since the introduction of the PS Act, the appeal must be based upon a claim that the
recruitment or selection process was defi cient. Prior to this, appellants could also appeal on the
basis that they believed that they were a more meritorious applicant than the successful one.

The number of promotion appeals has ranged between 19 and 69 appeals per year over the 
period from the 1999-2000 fi nancial year to 2008-09. Despite this fl uctuation, there has been an 
overall downward trend in the number of decided appeals over this period. In addition, the rate 

97  It should be noted that, under section 194 (1)(b)(ii) of the PS Act, an appeal may be made against a decision to discipline 
a former public service offi  cer by way of a disciplinary declaration made under section 188A, including if the disciplinary 
action that would have been taken was termination of employment.
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at which promotion appeals are being allowed has also decreased. On average over the nine year 
period, promotion appeals were dismissed in about 80 per cent or more cases. Figure 40 depicts
the trends in promotional appeals over the nine year period.

figure 40: promotion appeals between 1999-2000 and 2008-09
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Source: Public Service Commission 2010

• Employee perceptions of ethics and integrity
The State of the Service employee survey asked staff  to answer questions relating to their 
perceptions of accountability and integrity within their agency and among its leaders. The results 
showed clearly that employees strongly believe that their agencies actively encourage ethical 
behaviour by their staff . Just over three-quarters of survey respondents (75.9%) either agreed or 
strongly agreed with the statement that ‘my organisation actively encourages ethical behaviour 
by all its employees’ (16.1% of respondents neither agreed nor disagreed with the statement, or 
were not sure, with only 8.1 per cent disagreeing or strongly disagreeing with the statement). This
positive result is likely to be further enhanced in the future with the increased awareness building 
activities and initiatives being put in place to further embed a strong ethical culture in the QPS.

Achieving a strong ethical culture in the QPS is dependent on senior leaders being positive and 
behaving as intentional role models. In view of this, it is pleasing that slightly more than half of 
survey respondents also believed that senior leaders led the way in ethics and integrity. Some 51.4
per cent of survey respondents either agreed or strongly agreed with the statement that ‘senior 
managers in my organisation lead by example in ethical behaviour’. These results are expected to 
improve in future years with the planned reforms to the Public Sector Ethics Act 1994 requiring all
QPS employees to undertake ethics training annually and with chief and senior executives of the QPS 
having the benefi t of ethics training tailored specifi cally for them in their roles as senior leaders.

However, more challenging results were found in relation to employee perceptions around
certain decision making within their agencies. While nearly a third of respondents (28.7%) were
non committal, just over a third of survey respondents (36.8%) reported that they believed 
recruitment and promotion decisions in their agency were fair. While this would indicate some 
room for improvement, the majority of staff  would not have direct knowledge of the vast number of 
recruitment and promotion decisions that did not relate directly to them.
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Additional support has been provided to agencies with a new Recruitment and Selection Directive98

issued in January 2010 specifying the requirements for recruiting and selecting QPS employees. 
It is also expected that the application of this directive in the new environment of a stronger focus
on ethical behaviour and decision making will lead to employees being more confi dent in their 
agency’s performance in the future.

A third of survey respondents (34.1%) have confi dence in how their agency resolves employee
grievances, while less than a third (27.2%) stated that they did not. This result suggests a need 
to increase the capacity of managers to more eff ectively deal with issues that are likely to lead to 
grievance situations and to achieve early resolution of issues before they escalate to grievances.
This will need to be a priority area of capability building for managers and senior leaders if a more
positive culture is to be achieved.

• Key themes and future directions
The Queensland Government has been at the forefront of integrity and accountability reform. 
It has introduced a range of comprehensive reforms, including making government-held 
information more open and accessible, instituting a Lobbyists Register and restricting the use 
of information gained by ministers, ministerial staff  and public servants after leaving their 
employment with the state. Despite being a leader in this area the government has recognised
that the job of delivering integrity and accountability in government is a continuing process
and has pushed ahead with the rollout of a suite of reforms, including both legislative and
administrative improvements, to strengthen the integrity and accountability climate within 
government and the public sector.

This further reform program is centred around the four key principles of strong rules, strong
culture, strong scrutiny and strong enforcement. The government has sent a clear message that it 
expects the highest standards of integrity and accountability from everyone in public offi  ce and it
has set about putting in place the frameworks to achieve this.

Many of these additional reforms are only in the early stages of implementation. However, 
change is essential and with the reform agenda already commenced this change is likely to be 
realised in the near future. There is clearly an ongoing commitment to have and maintain a robust 
integrity framework, and the QPS is well-placed to deliver on this commitment. Progress on the 
achievements and adaptations to new challenges will be reported in the next State of the Service
Report to be produced in 2012.

98 Public Service Commission Directive No. 01/10 Recruitment and Selection
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  appendix 1: 
state of the service survey methodologies

• Participating agencies
The State of the Service Report 2010 includes data on QPS agencies whose staff  are employed
under the PS Act. Eligible agencies were asked to complete an agency survey on corporate 
matters, and to encourage their staff  to complete an online employee survey about their 
impressions of working in the QPS.

Agencies who participated in the 2010 State of the Service employee and agency surveys are
listed in Table 16. Staff  from 38 agencies participated in the employee survey, and 37 agency 
surveys were completed. The table also shows which agencies contribute to the MOHRI 
collection.

table 16: agencies participating in the state of the service report 2010

Name of agency Employee
survey

Agency
survey

MOHRI 
collection

Note 1

1. Anti-Discrimination Commission of Queensland

2. Commission for Children and Young People
and Child Guardian

3. Department of Communities

4. Department of Community Safety

5. Department of Education and Training

6. Department of Employment, Economic 
Development and Innovation

7. Department of Environment and
Resource Management

8. Department of Health

appendices
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Name of agency Employee
survey

Agency
survey

MOHRI 
collection

Note 1

Department of Infrastructure and Planning

10. Department of Justice and Attorney-General

11. Department of Public Works

12. Department of the Premier and Cabinet

13. Department of Transport and Main Roads

14. Electoral Commission of Queensland C

15. Health Quality and Complaints Commission  Note 2

16. Mental Health Review Tribunal  Note 2

17. Offi  ce of the Adult Guardian  Note 2

18. Offi  ce of the Energy Ombudsman C

19. Offi  ce of the Health Practitioner 
Registration Boards

C

20. Offi  ce of the Information Commissioner C

21. Offi  ce of the Prostitution Licensing Authority C Note 3  Note 2

22. Offi  ce of the Queensland Parliamentary Counsel  Note 2

23. Public Service Commission

24. Public Trust Offi  ce

25. QLeave C

26. Queensland Art Gallery

27. Queensland Audit Offi  ce

28. Queensland College of Teachers C

29. Queensland Industrial Registry C Note 3  Note 2

30. Queensland Museum

31. Queensland Police Service

32. Queensland Studies Authority C

33. Queensland Treasury

34. Queensland Water Commission

35. Queensland Workplace Rights Offi  ce C Note 3  Note 2

36. State Library of Queensland C Note 4

37. Translink

38. Urban Land Development Authority C

39. Workers’ Compensation Regulatory Authority C

40. Arts Queensland and
Corporate Administration Agency

 Note 5  Note 5
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Note 1:  Other agencies that do not contribute to MOHRI include the 14 government-owned corporations (these are not 
included in this report):

 • Tarong Energy  • Far North Queensland Ports Corporation
 • CS Energy   • Gladstone Ports Corporation
 • Stanwell   • North Queensland Bulk Ports
 • Powerlink   • Port of Brisbane
 • ENERGEX   • Port of Townsville
 • Ergon Energy  • QIC
 • Queensland Rail • SunWater

Note 2:   This agency is represented in a departmental MOHRI collection (e.g. Health; Justice and Attorney-General; 
Queensland Police Service; Premier and Cabinet).

Note 3:  This organisation has less than 20 employees and was therefore not required to complete an agency survey.

Note 4:  The State Library of Queensland will participate in State of the Service employee surveys from 2012 onwards.

Note 5:   Arts Queensland and Corporate Administration Agency are business units located within the DPC. The two units 
have tailored workforce processes in place and prepared an agency survey separate to that of DPC. Staff  in these 
business units completed their employee survey as part of DPC.

Agencies with less than ten employees were only included in the scope of the report if they 
contributed to the MOHRI data collection. Two agencies, the Land Tribunal and the Family 
Responsibilities Commission Registry, were excluded from the scope of the report on this basis. 
Legal Aid Queensland was also excluded because of the very small proportion of their staff  
employed under the PS Act.

Two public service offi  ces, Forestry Plantations Queensland and the Offi  ce of the Medical Board 
of Queensland, did not participate in the State of the Service Report due to, respectively, their 
pending sale and transfer of functions to the Commonwealth Government. Forestry Plantations 
Queensland contributes to MOHRI.

• Agency survey methodology
The agency survey gathered corporate information relating to agency approaches to workforce
management, recruitment and retention, employee performance management, leadership and 
development, and future challenges.

The agency survey was emailed to agencies on 13 April 2010, with completed surveys due for 
return on 4 May 2010. Agencies with fewer than 20 employees were not required to complete 
the survey. A total of 36 agencies completed the survey, with two discrete business units within 
DPC (Arts Queensland and Corporate Administration Agency) completing an additional survey. In 
total, this resulted in 37 agency survey responses.

The survey was designed to accommodate those agencies that had experienced signifi cant 
change as a result of the 2009 machinery-of-government changes. A response scale was used 
which allowed agencies to report partial implementation of systems, policies, strategies and 
processes and to note where issues had been identifi ed which required future action.
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• Employee survey methodology
Queensland’s 2010 State of the Service employee survey was based on the APSC’s 2009 State 
of the Service employee survey. The APSC survey was modifi ed with permission to refl ect the 
Queensland context. 

The survey gathered the views of respondents on a range of issues, including general
impressions of working in the QPS, job satisfaction, attraction and selection, work-life balance,
individual performance management, learning and development, and leadership.

The survey used a fi ve-point rating scale, which measured:

• agreement (strongly agree through to strongly disagree)

• satisfaction (very satisfi ed through to very dissatisfi ed)

• importance (very important through to not important)

• extent (very high through to very low), and

• success in meeting expectations (very well through to not at all).

The survey was designed primarily as an online census of all staff  employed under the PS Act,
and supplemented by a small number of hard copy and emailed surveys.

The survey frame

The PSC obtained staff  work email addresses for the purpose of the survey from shared service 
providers and directly from agencies. These email addresses were provided to OESR. A total of 
129 903 email addresses were provided for employees across 38 agencies.

A total of 1811 hard copy surveys were mailed to residential care offi  cers and youth workers within
the Department of Communities, who do not have easy access to email and the internet in their 
work environments. More expansive use of hard copy surveys is planned for subsequent surveys, 
in consultation with participating agencies.

The total number of email and hard copy survey invitations was 131 714. A small number 
of duplicate email addresses were identifi ed and removed from the list, giving a total QPS 
population of 131 699.

In addition to the online and hard copy surveys, a small number of surveys were emailed to
eligible employees across the QPS where they had diffi  culty accessing the survey website.

The survey release

The survey was progressively released to employees, on an agency by agency basis, between 
13 April 2010 and 6 May 2010. Agency chief executives were asked to email their staff  about the 
survey to encourage their participation and, in almost all cases, the survey was only released to 
an agency after the pre-survey communication was sent.

Hard copy surveys were due for return by 7 May 2010 and the online survey closed on 14 May 2010. 
Due to the staggered release dates, some agencies had longer to complete the survey than others. 
Shorter periods for completion may have aff ected the response rate for some agencies.

OESR sent reminder emails to non-responding QPS employees on up to three separate occasions. 
The reminder emails were designed to improve response rates, and were staggered as per the
release of surveys.

The 2010 State of the Service employee survey achieved a response rate of 30.4 per cent. 
Response rates varied signifi cantly between agencies.
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Weighting procedure 99

While the State of the Service employee survey was designed as a census, the 30.4 per cent 
response rate meant that survey weights needed to be applied so that responses would refl ect
the characteristics of the QPS as a whole. 

Under the weighting process, one survey response is taken to represent several people within the 
QPS population. This involves applying a multiplying factor to the survey answers provided by each 
respondent when calculating population estimates and variance estimates (e.g. standard errors 
and confi dence intervals). All estimates used in the State of the Service Report 2010 have been 
calculated using weighted data, with the responses weighted to a total QPS population of 131,699.

The calculation of weights helped the OESR correct for sample imbalances caused by variation in non-
response and frame under-coverage across diff erent demographic groups. It also allowed estimates
of the number of people in a population with a given characteristic or outcome to be derived.

OESR’s survey weighting process involved:

•  using the survey frame to calculate the total number of staff  employed in each agency

•  calculating initial weights for each agency, which was done by dividing the total number of 
email addresses on the frame for each agency by the number of responding individuals in
that agency, and

•  assigning each agency to one of 15 stratum (one stratum for each of the 13 QPS departments;
one stratum for statutory authorities reporting to Cabinet; and one stratum for independent
statutory authorities).

To minimise the bias which can occur due to diff ering response rates across diff erent groups, the 
initial weights were adjusted to add to the frame benchmark totals for agency stratum, sex, age
and workplace location. Where agency-specifi c data on sex, age and workplace location was not 
available, an additional category of ‘unknown’ was used as a benchmark for these agencies.

The above approach used for population benchmarks is known as generalised regression 
weighting.100 This method modifi es the initial weights in light of additional information, and 
minimises the diff erence between the initial and modifi ed weights.

Privacy and confi dentiality

OESR conducted the survey in accordance with the Statistical Returns Act 1896. This means that 
all survey responses are strictly confi dential and no personal identifying information is published
or released. Penalties apply to anyone who releases survey responses in a way that identifi es an 
individual.

Each respondent was provided with a unique log-in and password to maintain their privacy and
ensure that an individual could not submit multiple responses.

99  This section on survey weighting procedures is based on technical information provided by the OESR about the design,
administration and processing of the 2010 State of the Service employee survey.

100 For a technical introduction to generalised regression, refer to Deville, J. C. and Sarndal, C. E. 1992, ‘Calibration estimates 
in survey sampling’, Journal of the American Statistical Association, 87, pp 376-382.
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  appendix 2: 
qps classification levels and 
equivalent salary levels

Classifi cation level Equivalent classifi cations Salary level

Administrative Offi  cer 1r  (AO1(( )

Administrative Offi  cer 2 (AO2(( )

Technical Offi  cer 1 (TO1)

Professional Offi  cer 1 (PO1)

Operational Offi  cer OO1-OO3

or equivalent

Up to $45 101

Administrative Offi  cer 3 (AO3(( )

Administrative Offi  cer 4 (AO4(( )

TO2-TO3

PO2

OO4-OO6

or equivalent

$45 102 to 
$62 666

Administrative Offi  cer 5 (AO5(( )

Administrative Offi  cer 6 (AO6)

TO4-TO6 (pay point 1)

PO3-PO4

OO7

or equivalent

$62 667 to 
$81 075

Administrative Offi  cer 7 (AO7)

Administrative Offi  cer 8 (AO8)

PO5-PO6

TO6 (pay points 2 and 3)

or equivalent

$81 076 to 
$99 361

Senior Offi  cer 2 (SO2)

Senior Offi  cer 1 (SO1)

Not applicable $102 671 to 
$117 388

Senior Executive Service 1 (SES 1)

Senior Executive Service 2 (SES 2)

Not applicable $102 671 to 
$142 806

Senior Executive Service 3 (SES 3)

Senior Executive Service 4 (SES 4)

Chief Executive Service (CES)

Not applicable $144 862 and
above

All salaries as at 30 June 2010

Sources101: 
• Salary Schedule for State Government Departments Certifi ed Agreement
• Directive No. 06/09: Senior Offi  cers Employment Conditions
• Directive No. 05/09: Senior Executives Employment Conditions

101  All source documents can be accessed from http://www.justice.qld.gov.au/fair-and-safe-work/industrial-relations/
queensland-government-employees/awards-and-agreements/certifi ed-agreements/state-government-departments-
certifi ed-agreement-2009
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  appendix 3: 
definitions

Age groups • Generation X – those employees born between 1965 and 1979

• Generation Y – those employees born between 1980 and 1994

• Baby Boomers – those employees born between 1946 and 1964

• Pre Baby Boomers – those employees born before 1946

• Post Gen Y – those employees born after 1994.

Annual salary (FTE) Full-time equivalent (FTE) salaries are based on employees working their 
full-time hours and receiving their full-time salary in terms of the relevant
award/enterprise bargaining agreement irrespective of the actual hours
an employee works.

Information on salary is collected at the snapshot date and is
extrapolated over a 12-month period.

AO equivalent salary    AO equivalent salary (FTE) is based on two factors:

  (FTE)    (1)   Full-time equivalent (FTE) salaries are based on all employees working 
their full-time hours and receiving their full-time salary in terms of the
relevant award/enterprise bargaining agreement irrespective of the 
actual hours an employee works.

       (2)   FTE salaries for all employees are grouped according to the salary
ranges for each AO classifi cation under the State Government
Departments Certifi ed Agreement 2006, the salary ranges prescribed
for the SO classifi cations and the classifi cations equal to and above
SES as prescribed by Directives 6/2009102 and 5/2009103 respectively.

Appointment type Either permanent, temporary or casual (refer to specifi c defi nitions for 
each term).

Average age Mean age of all employees.

Average age of 
retirement

Mean age of permanent employees aged 55 years or older who exited
from the QPS in the quarter. Excludes interagency changes such as
machinery of government movements and mobility movements.

102  The State of Queensland (Public Service Commission) 2009, Directive No. 05/09 Senior executives – employment conditions.

103  The State of Queensland (Public Service Commission) 2009, Directive No. 06/09 Senior offi  cers – employment conditions.
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Casual employment Casual employees are not permanent employees and normally work less 
than full-time hours as prescribed by the applicable industrial instrument. 

Casual employment attracts the payment of a loading (as prescribed by 
the applicable industrial instrument) in lieu of sick and recreation leave.

Casual employment is characterised by its ad hoc nature with each 
engagement standing alone. However, because of historical factors there
are instances where employees have been employed as casuals on a 
regular and systematic basis over a long period. This is normally not 
within the strict defi nition of the term and many such employees should 
be properly classifi ed as temporaries or part-timers.

The diff erence between casual employment and temporary employment is
that casual employment attracts the loading in lieu of sick and recreation 
leave whereas temporaries will generally receive the same entitlements 
as full-time employees.

Compressed working 
hours

Where employees work their usual full-time or part-time hours over 
fewer days by working extra hours per day, enabling enough hours to be 
accrued to have a regular day off .

Contract employees Includes employees of the Senior Executive Service and the Chief 
Executive Service and employees employed under section 122 of the PS 
Act or similar legislation in other relevant Acts.

Disability Those employees who have identifi ed themselves as people with a
physical, sensory, intellectual or psychiatric disability, whether the 
disability presently exists or previously existed but no longer exists.

Employment status Either full-time, part-time or casual
(refer to specifi c defi nitions for each term).

Full-time An employee who works full-time hours as specifi ed in the award or 
agreement under which the employee is engaged.

Full-time equivalent 
(FTE)

FTEs are a standardised measure of normal full-time working hours and 
take into account the partial contribution of workers who work less than 
full-time. 

Headcount Headcount is based on each data record submitted by an agency and
represents an individual employee.
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Indigenous Those employees who have identifi ed themselves as people of the
Aboriginal race of Australia or people who are descendants of the
indigenous inhabitants of the Torres Strait Islands.

Leave rates 
(absenteeism and 
sick)

The absenteeism rate is expressed as a percentage and is calculated on
the total hours absent (based on sick leave, special leave, leave to claim
workers’ compensation or leave due to industrial dispute or carer’s leave)
divided by the total working hours available.

The sick leave rate is calculated on the same basis as the absenteeism 
rate except it only concerns sick leave.

Location Statistical divisions as defi ned by the Australian Bureau of Statistics.
This is based on the location of an employee’s work headquarters. 

South East Queensland includes employees working in the statistical 
divisions of Brisbane, Gold Coast, Sunshine Coast and West Moreton.

Minimum Obligatory 
Human Resource 
Information (MOHRI)

MOHRI data is provided by line agencies from their individual human 
resource information systems to the PSC on a quarterly basis.

This approach was adopted to facilitate strategic management of human 
resources across the QPS.

Workforce details of all agencies are reported to government and included
in other statistical reports. The MOHRI Directive specifi es the data set 
which agencies are required to submit to the PSC. 

Headcounts and FTEs of employees whose employment status is
A (active) or P (paid leave for a period greater than eight weeks)
are included in the fi gures.

It is important to note that the MOHRI collection is only concerned
with employees of agencies and not private sector contractors and/or 
consultants who may be engaged to undertake specifi c work.

Non-English speaking 
background (NESB)

Employees who have identifi ed themselves as people who have migrated 
to Australia and whose fi rst language is a language other than English,
and the children of those people.

Part-time An employee who works less than full-time hours and performs those 
duties on a regular basis.

Performance 
Leadership Group

The Performance Leadership Group comprises the Director-General, DPC, 
the Under Treasurer and the Chief Executive, PSC.



state of the service report 2010132

Permanent 
employment

An employee who is employed on a continuing basis to perform ongoing
functions.

Purchased leave A form of leave without pay that enables more time off  in a year than the 
standard four weeks of recreation leave.

Queensland Public 
Service (QPS)

Includes those agencies/departments who submit MOHRI data to the
PSC on a quarterly basis.

Separation rate
(QPS)

The number of permanent employees who separate (i.e. exit) from 
the QPS as a proportion of the total number of permanent employees 
in the QPS.

Service delivery Front line service delivery – those employees whose services are directly 
utilised by the public.

Support to service delivery – employees who provide essential support 
to employees delivering services directly to the public and who do not 
undertake Corporate Services.

Corporate services – those administrative functions such as audit 
services, documents and records, fi nance, human resources, information
services, procurement, property and facilities etc as defi ned by the 
MOHRI data defi nitions.

Telecommuting The agreed performance of work away from the central workplace e.g. at 
an alternative location or at home.

Temporary 
employment

Temporary employees are employed for fi xed-term engagements of 
specifi c periods of time. The circumstances for engaging temporary 
employees are many and include specifi c budget allocation for particular 
projects, replacing permanent employees who are absent from their 
substantive position or assistance required to meet peak workloads.

Temporary employees are generally employed on the same conditions
as permanent employees as prescribed by the applicable industrial
instrument.

Tenure Length of QPS service in years.
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  appendix 4: 
factor analysis104

OESR conducted a factor analysis of the State of the Service employee survey data, with the aim
of measuring the success of the QPS as an employer of choice.

Factor analysis is a statistical method that forms linear combinations of observed variables into a
smaller number of unobserved variables (factors). The method groups together questions which 
elicit similar responses and, in doing so, helps identify relationships between diff erent variables.

A total of eight factors across 54 survey items were initially proposed, based on research
undertaken by the PSC. Confi rmation of the employer of choice model was carried out by OESR 
using structural equation modelling.105 This analysis further refi ned the factor structure, resulting 
in the following eight factors:

1. day to day work

2. immediate manager

3. work group culture and practices

4. professional development and progression

5. work-life balance

6. organisational culture and senior leaders

7. remuneration, and

8. performance feedback.

Scores for each factor were found using the Rasch measurement model.106 The Rasch model 
calculates measures that are directly comparable across a questionnaire and accommodates
missing data. In the process of deriving measures, the Rasch model also provides a large range
of diagnostics that enable the assessment of how well the measure ‘holds together’ and whether 
the individual items contribute usefully to the construction of scores.

In mathematical notation, the Rasch model may be represented by the following equation:

1n = βn – δi – τk

∏nik

1 – ∏nik
( )

where ∏nik is the probability of person n on item i choosing category k,k βn is the person
satisfaction, δi is the item diffi  culty, andi τk is the diffi  culty of threshold k. 

104  This section on factor analysis is based on technical information provided by the OESR regarding the design, 
administration and processing of the 2010 State of the Service employee survey.

105 Arbuckle, J. L. 2009, Amos 18 User Guide, Amos Development Corporation, Crawfordville, FL.

106  Rasch analysis is a method for obtaining objective, fundamental, linear measures from stochastic observations of 
ordered category responses. For more details about the Rasch model, including technical information, refer to:
•  Wright, B. D. and Masters, G. N. 1982, Rating Scale Analysis, MESA Press, Chicago, or
•  Bond, T. and Fox C. 2000, Applying the Rasch Model: Fundamental Measurement in the Human Sciences, Lawrence 

Erlbaum Associates, Mahwah, NJ.
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Satisfaction estimates were derived for each person who completed the questionnaire. These 
estimates were on a 0-100 scale, such that persons who predominantly responded with ‘strongly 
disagree’ or ‘very dissatisfi ed’ scored zero, whereas those who mostly responded ‘strongly agree’ 
or ‘very satisfi ed’ scored 100.

OESR used the Winsteps107 software program to conduct the analyses. There was much variation 
in respondents’ interpretations of each category in the fi ve-point rating scales. Only the extreme 
points on the scale showed clear areas of maximum probability. 

Table 17 helps interpret the meaning of the measurement scale derived by the Rasch model. 
Three factors were chosen as examples, ones that diff ered most in their average measures across
the QPS. The average is shown in the column labelled ‘Average score’. The fi ve columns on the
right show the relative frequencies of the given responses across all of the items constituting that
factor. As the average score increases, the distribution of responses moves to the positive end of 
the rating scale.

table 17: average factor scores and frequencies

Item Average 
score

% Strongly 
agree

% Agree % Neither 
agree nor 
disagree

% Disagree % Strongly 
disagree

Q16c1 67.60 52.2 44.1 2.4 0.9 0.4

Q19f2ff 52.77 16.7 37.4 27.9 11.0 6.0

Q21d3 45.37 3.4 18.0 32.1 26.9 14.1

Source: OESR 2010

1 Q16c – When needed I am willing to put in the extra eff ort to get a job done.

2 Q19f – My immediate supervisor draws the best out of me.

3 Q21d – My agency deals with underperformance eff ectively.

Figure 41 shows ‘box and whisker’ plots for each of the eight factors. For each factor, the following
information is plotted:

• the fi lled black circle is the median

•  the middle 50 per cent of observations are contained in the red rectangle, whose left edge is
the 25th percentile and whose right edge is the 75th percentile

•  the vertical red, dashed line (whisker) at the left side of the plot extends to the lowest data
point within 1.5 times the box width of the lower quartile

•  the vertical red, dashed line (whisker) at the right side of the plot extends to the highest data 
point still within 1.5 times the box width of the upper quartile, and

•  individual data points that are outside the whiskers are plotted as hollow red circles.

Also shown is the overall mean score, across all factors. This appears as the solid black 
vertical line.

107 Linacre, J. M. 2006, WINSTEPS Rasch measurement computer program, www.winsteps.com, Chicago.S
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figure 41: box and whisker plot of factor scores

20 30 40 50 60 70

factor score

Work-life balance

Workgroup culture 
and practices

Remuneration

Performance feedback

Professional development

Organisational culture
and leadership

Immediate manager

Day to day work

Source: OESR 2010

OESR notes that there is considerable variation in the factor scores. The lowest ratings were given 
for the factor ‘day to day work’, which also had the lowest median score. The highest ratings were 
given for the factor ‘organisational culture and senior leaders’. The highest median was observed
for the ‘performance feedback’ factor.

The overall mean scores (as represented by the solid black vertical line) range from 49.0 to 51.0. 
OESR notes that the means for each of the factors are expected to be very similar, especially 
given the large sample size (over 40 000 respondents) and that the factor distributions (as 
shown in the box plots) are quite alike. More variation is likely to be seen within subsets of the 
population (for example, among agencies and diff erent demographics).
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  appendix 5: 
accountability – how does queensland compare?

Source: The State of Queensland (Department of the Premier and Cabinet) 2009, Integrity and Accountability in Queensland, 
Queensland Government, Brisbane, viewed 18 March 2010, p. 4. http://www.premiers.qld.gov.au/community-issues/open-
transparent-gov/integrity-and-accountability-review.aspx
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