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RESPONSE TO NOUS REVIEW RECOMMENDATIONS - QUEENSLAND SOUTH 
NATIVE TITLE SERVICES (QSNTS) 

TOR 1 Extent to which each organisa�on has achieved posi�ve na�ve �tle outcomes for 
persons who hold or may hold na�ve �tle in its region taking account, where relevant, of 
disrup�ons caused by COVID-19. (Rec 1) 
Rec 1 Considering the significant dissa�sfac�on among some Tradi�onal Owners in the 
greater Mount Isa region and in some other claim groups, QSNTS should consider a range 
of op�ons to rebuild trust and ensure that it can assist Tradi�onal Owners to achieve 
na�ve �tle outcomes. Op�ons include:   
• engagement of one of the other three NTRB-SPs in Queensland to assist some 

Tradi�onal Owners   
• one or more mee�ngs between dissa�sfied claim groups and the QSNTS Board, and/or 

engagement of an independent, skilled and mutually agreed Aboriginal mediator. 
Response  
Accepted in part.  
 
QSNTS acknowledges that some cons�tuents are dissa�sfied and that some of those 
people hold a great deal of an�pathy towards the organisa�on.  
 
As the report notes, many of the issues canvassed pre-dated the review period. Those 
issues are likely to have been compounded or absorbed by the finalisa�on of the relevant 
na�ve �tle determina�on applica�on. That is, short of an evidence-based applica�on to 
revise the relevant determina�on in a way that addresses the par�cular grievance, the 
source of the dissa�sfac�on may be incapable of resolu�on.   
  
QSNTS considers that there may be prac�cal, legal, and resourcing issues if it sought to 
engage other Queensland based NTRB/SPs to assist. The fact that other NTRB/SPs are part 
of ‘the system’ that has contributed to some cons�tuents’ dissa�sfac�on may be a barrier 
to that op�on being workable.   
 
The recommenda�on is premised on other NTRB/SPs having capacity and willingness to 
undertake work of that type.  
 
Further, grievances that do not have their founda�ons in the pursuit of na�ve �tle would 
not be capable of resolu�on by other NTRB/SPs which operate under the same mandate 
as QSNTS.  
 
The QSNTS Board has resolved that it (or members of it) will make themselves available to 
meet with cons�tuents who are willing to take that opportunity to discuss issues. To the 
extent that it may be helpful, those conversa�ons could be assisted / facilitated by an 
independent, skilled and mutually agreed Aboriginal mediator.  
  
While the iden�ty of some of the unhappy cons�tuents can likely be guessed, if this 
recommenda�on is to be implemented, it will be necessary for the relevant people to 
iden�fy themselves and for them to work co-opera�vely with QSNTS to bring about the 
proposed conversa�ons. 
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TOR 2 Extent to which each organisa�on assesses and priori�ses applica�ons for assistance 
in a manner that is equitable, transparent, and robust, and is well publicised and 
understood by clients and poten�al clients. (Rec 2) 
Rec 2 Ensure the informa�on outlining the process QSNTS undertakes to assess requests 
for assistance, and to priori�se projects and claims, is easily understandable to clients and 
easily accessible on the website (that is, using simplified language where possible). 
Response  
Accepted.  
Implemented prior to the review.  
 
The relevant informa�on is available on the QSNTS website (Link available here) and is 
regularly reviewed and updated to ensure that it is both comprehensive and 
comprehensible.  
TOR 3 Extent to which each organisa�on deals respec�ully, equitably, transparently and in 
a culturally appropriate manner with persons who hold or may hold na�ve �tle in its 
region, including by adequately inves�ga�ng and resolving complaints. (Rec 3-6) 
Rec 3 More regular newsleters and broader dissemina�on of informa�on to clients and 
claim groups, in line with QSNTS policies, to improve communica�on. 
Response  
Accepted.  
 
QSNTS has employed a dedicated communica�ons officer whose tasks include making 
sure that regular and appropriate communica�ons are provided from the organisa�on to 
its broad cons�tuency and by QSNTS’s service delivery teams to their clients.  
  
QSNTS is ac�vely working to develop web-based informa�on on discrete topics 
(‘Launchpads’) which will help make concepts of na�ve �tle more accessible and easily 
understood. Those Launchpads will be progressively rolled out.   
  
As part of our ongoing commitment to enhancing ways of communica�ng more efficiently 
with our cons�tuents, these launchpads were developed to ensure cons�tuents will not 
miss out on any crucial informa�on about their na�ve �tle journey.  
  
Housed in a secure, login access only sec�on of the QSNTS website, these user-friendly 
pla�orms will act as a centralised hub of informa�on for each of our client groups, 
specifically tailored to their claim and curated to cater to their needs. Clients will be able 
to receive �mely updates and allow for us to communicate with them more efficiently and 
effec�vely. Clients will be able to see upcoming mee�ngs, crucial deadlines and any 
developments made on their na�ve �tle claim.   
  
Furthermore, details regarding upcoming mee�ngs with QSNTS, relevant informa�on, 
loca�ons and agendas will be conveniently accessible on the launchpad. We understand the 
complexity of the na�ve �tle process and finding informa�on relevant for our clients can 
place them in an overwhelming situa�on when looking online. Therefore, we have decided 
to house addi�onal, relevant resources for our clients, curated specifically to match exactly 
where they are on their na�ve �tle journey. These resources will aim to provide clarity and 
further guidance through their every step of the na�ve �tle process. 
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Rec 4 No�ng the high cultural load carried by FNEAs, QSNTS could develop prac�ces that 
help mi�gate or avoid burnout of Indigenous employees.   
Response  
Accepted. 
Implementa�on an ongoing process. 
 
Since early 2023, QSNTS has emphasised the need to upskill all its staff members to assist 
them to render services and deal with all people in a trauma informed and a culturally 
appropriate way. This has included all staff par�cipa�ng in workshops focussing on culture 
and trauma informed prac�ce conducted by We Al-li.  
  
QSNTS is commited to con�nuing to grow and develop all its people in a way that 
provides internal support by all its people to each other. The Chief Capability Officer 
con�nuously works towards developing and improving in-house resources addressing 
skilling FNEAs and equipping them to meet the challenges of their very important role.  
  
Managers have been instructed to manage workloads, and in par�cular the accrual and 
usage of toil to militate against overload and burnout.  
  
QSNTS has commenced discussions and are looking to engage Gallang Place, an 
Indigenous owned and operated organisa�on that provides counselling services, to 
provide ‘as needed’ counselling services to QSNTS staff. This rela�onship is addi�onal to 
the more ‘mainstream’ Employee Assistance program that QSNTS had in place throughout 
the review period and con�nues to offer staff. 
Rec 5 QSNTS should ensure that cultural awareness training is consistently available to all 
staff and contractors within the first three months of their tenure.   
Response  
Accepted. 
Implementa�on an ongoing process. 
 
As noted above, external providers conducted workshops for all staff in culturally aware 
and trauma informed service delivery.  
  
QSNTS has cultural awareness material developed in-house since the end of the review 
period and con�nues to look for ways for its non-Indigenous staff to beter understand 
and appreciate the organisa�on’s First na�ons cons�tuents.  
  
New starters are exposed to introductory materials as part of their ‘on-boarding’ 
induc�on and cultural awareness is an ongoing theme during all-staff mee�ngs.  
  
Most recently QSNTS has acquired licences for all staff to undertake Core Cultural 
Learning: Aboriginal and Torres Strait Islander Australia cultural awareness program 
developed by the Australian Ins�tute for Aboriginal and Torres Strait Islander Studies. 
Comple�on of that program is mandatory and forms part of each staff member’s 
performance review.  
TOR 4 Extent to which each organisa�on performs its func�ons in a cost-effec�ve manner, 
including by iden�fying the key cost drivers for the organisa�on. (Rec 6) 
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Rec 6 Develop a staff travel policy to provide clarity around organisa�onal expecta�ons of 
staff.   
Response  
Accepted.  
 
QSNTS will formalise and publish its staff travel policy to its intranet by the end of qtr. 1 
2025. 
TOR 5 Extent to which each organisa�on has governance and management structures, and 
organisa�onal policies and an organisa�onal culture that support efficient and effec�ve 
project delivery (Rec 7-12) 
Rec 7 Create discipline-based leadership roles for anthropologists and FNEAs to provide 
guidance for more junior staff in these roles, while providing a career pathway for staff. A 
form of matrix management could also be considered.   
Response  
Accepted in part.  
 
QSNTS will work towards developing improved support structures for its non-legal staff. 
Ways of achieving this are under ac�ve considera�on and, subject to funding and associated 
budgetary constraints, will be in place before the end of the 2024-5 financial year.  
Rec 8 The Board implement a stronger mechanism to incorporate greater local input into 
the direc�on of QSNTS. Recommended mechanisms include:   
• increasing the number of local Aboriginal Directors   
• the crea�on of a representa�ve regional advisory council.   
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Response  
Accepted in part.  
 
The QSNTS Board has always priori�sed the recruitment of Aboriginal and Torres Strait 
Islander candidates, as entrenched in the QSNTS Cons�tu�on. This commitment seeks to 
ensure that Aboriginal and Torres Strait Islander representa�on is a focal point in the 
Board’s recruitment decision-making processes. However, it is equally important to 
recognise and understand that the Board operates within a professional framework that 
emphasises the necessity for diverse skill sets among Directors.  
  
The Board’s succession planning policy is designed to align with the principles outlined in 
the QSNTS Cons�tu�on and to maintain a Board composi�on with professional skills that 
are relevant to the Board’s strategic objec�ves and opera�ng environment. As part of this 
policy, the Board assesses the skills and experience of our directors systema�cally and 
ensures that the Board is refreshed in a manner that promotes dynamic perspec�ves and 
effec�ve leadership.  
  
The Board remains commited to exploring ways to strengthen local representa�on while 
ensuring that the professional skills and competencies required by the Board con�nue to 
be met. This approach by the Board aims to maintain good governance and posi�ons 
QSNTS to best serve our clients.  
  
Crea�on of a representa�ve regional advisory council may not be an op�mal use of 
resources, but the Board has resolved to offer to meet on a rolling and semi-regular basis 
with the Boards of Prescribed Bodies Corporate in the QSNTS Region to discuss maters of 
mutual interest. 
Rec 9 Develop an adver�sing strategy for Director posi�ons for any future vacancies, to 
priori�se an increase in Aboriginal Directors with experience and connec�on to local 
Aboriginal communi�es.   
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Response  
Accepted in part.  
 
The Board takes the recruitment of Directors seriously, understanding that it is crucial for 
the governance and success of QSNTS. With this responsibility, the Board’s Governance 
Commitee approaches recruitment needs of poten�al Directors based on a priority skills 
schedule and a clearly defined selec�on criterion.   
  
To enhance our current approach and in accordance with the QSNTS cons�tu�on, the 
Board recognises the importance of developing a specific adver�sing strategy targeted at 
atrac�ng Aboriginal candidates from within the Southern and Western Queensland 
Region with the requisite skills, experience and strong �es to local Aboriginal 
communi�es. This strategy will be enhanced to ini�ate a targeted outreach effort, 
ensuring that our adver�sing channels effec�vely reach poten�al applicants who fulfill 
these criteria.   
  
Our exis�ng recruitment process includes sugges�ons from current Directors and their 
networks, through the organisa�on’s networks and using resources such as the AICD and 
ORIC registers. We will expand this process by incorpora�ng addi�onal strategies to 
promote awareness about available posi�ons within QSNTS’ Aboriginal communi�es. This 
may involve partnering with local organisa�ons and community groups, promo�ng 
through community pla�orms, and collabora�ng with Indigenous recruitment agencies.  
  
The Board does ensure that our selec�on process is transparent and inclusive, providing 
prospec�ve Directors with the necessary governance materials and insights about QSNTS 
and the expecta�ons of Board members.   
  
If challenges con�nue to arise in finding suitable candidates, the Governance Commitee 
will revise the recruitment strategy to improve outreach and beter connect with poten�al 
Aboriginal Directors. 
Rec 10 No�ng the need for informa�on barriers between the Opera�onal Service Delivery 
teams for confiden�ality and conflict of issue reasons, QSNTS to iden�fy and implement 
mechanisms for lesson learning and informa�on sharing across the organisa�on, including 
across the separate Opera�onal Service Delivery teams.   
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Response  
Accepted. 
Implemented.  
 
Ac�ve experience-based learning is ongoing within QSNTS through regular cohort 
mee�ngs and within the sector through the AIATSIS Summit and the annual AIATSIS legal 
workshop which is held for lawyers and legal staff employed by NTRB/SPS. Addi�onally, all 
QSNTS Anthropologists par�cipated in the Centre for Na�ve Title Anthropology 
conference, while QSNTS’s First Na�ons Engagement Officers atended the AIATSIS PBC 
Support Officer Workshop held in Cairns.  
  
In 2024, QSNTS implemented 'off-line' days to create opportuni�es for staff to gather in 
groups or cohorts for workshops and training. In May, we held a session 'Collabora�on 
Across Opera�onal Teams,' which was facilitated as an interac�ve workshop based on 
real-world scenarios. This session focused on establishing boundaries and effec�ve 
communica�on strategies among opera�onal service delivery teams. As a result, 
par�cipants developed a roadmap to ensure that clear informa�on-sharing protocols are 
maintained.  
  
Posi�on descrip�ons for staff, performance management and performance development 
tools are currently being updated to ensure ac�ve collabora�on and sharing of 
experiences is a requirement of each role within the organisa�on.  
Rec 11 Implement a performance monitoring and review arrangement for contractors and 
external consultants 
Response  
Accepted. 
To be fully implemented in FY 24 – 25.  
 
Methods and metrics will be developed to atempt to measure the performance of 
external consultants and contractors. QSNTS intends to roll these measures out in the 
financial year 2025-26.  
Rec 12 Given the extent of dissa�sfac�on with the outcomes of na�ve �tle claims in some 
parts of the region, adopt the principle of hearing from and listening to stakeholders (as 
recommended by the Australian Ins�tute of Company Directors) in the roles and 
responsibili�es of the Board.   
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Response  
Accepted. Implemen�ng.  
 
QSNTS has taken proac�ve steps to integrate stakeholder feedback into our opera�onal 
and service delivery framework.   
  
Recently, we undertook training through the We Ali trauma-informed workshops, which 
emphasised crea�ng safe working circles for both our staff and clients. One of the core 
insights from this training is the Aboriginal principle of Dadirri, ar�culated by Aunty 
Miriam-Rose Ungumerr Bauman. Dadirri encompasses deep listening, pa�ence, and the 
understanding that some maters require a natural unfolding over �me.  
  
We have workshopped and have commenced incorpora�ng the values of Responsibility, 
Resonance, Reciprocity, Relatedness, and Rights into our service delivery, with a par�cular 
focus on Relatedness. This highlights our commitment to authen�city and humility as we 
engage with our clients. We recognise that we do not have all the answers and are open 
to listening, learning and evolving through our interac�ons.  
  
Our approach encourages thorough listening rather than has�ly trying to resolve issues or 
complete tasks. By applying the teachings of Dadirri, we are working towards transforming 
our workshops and mee�ngs into spaces where par�cipants are genuinely listened to and 
valued. Feedback is captured in ways that respects diverse perspec�ves, allowing voices to 
be heard without the filter of preconceived no�ons. This dual opera�ng mode respects 
both tradi�onal Indigenous customs and contemporary prac�ces, fostering a harmonious 
environment for dialogue and collabora�on.  
 
As we con�nue to implement these principles and prac�ces within our organisa�on, we 
are dedicated to ensuring that the voices of our clients are priori�sed and integrated into 
our service delivery approach and processes. 
TOR 6 Extent to which each organisa�on is adequately suppor�ng Prescribed Body 
Corporates towards self-sufficiency. (Rec 13-15) 
Rec 13 Finalise the development of a policy for the consistent and respec�ul approach to 
the return of cultural materials.   
Response  
Accepted in principle.  
 
No�ng that while li�ga�on is on-foot or in prospect (including compensa�on applica�ons), 
returning cultural materials (other than to the individual who provided that material) may 
present forensic challenges. QSNTS will work towards developing a policy for the 
consistent and respec�ul approach to the return of cultural materials.   
  
When completed, formal policy will be published to the QSNTS website in financial year 
2024-25. 
Rec 14 Develop a clear policy for the implementa�on of service agreements with all PBCs 
supported by QSNTS.  
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Response  
Accepted.  
 
All PBCs are offered service agreements. That prac�ce will con�nue.   
Rec 15 Develop a process for understanding the journey towards self-sufficiency for each 
PBC. Seek con�nuous feedback about services provided by QSNTS and the extent to which 
they are enabling self-sufficiency. 
Response  
Accepted.  
 
QSNTS has developed the People Place and Partnership Program (PPP) which has among 
its purposes working with PBCs to develop through culture and iden�ty, competence, 
capability and self-sufficiency with the end goal of First Na�ons groups within the QSNTS 
Region self-determining.  
 
Part of the PPP process is an ongoing ‘virtuous cycle’ of review and refinement. PPP is 
embedded in the current QSNTS Strategic Plan.  
TOR 7 Extent to which each organisa�on has developed its planning for a post-
determina�on environment. (Rec 16) 
Rec 16 Develop a clear statement of aim for QSNTS’s support for post-determina�on 
outcomes across a longer �meframe, of up to ten years. This should be developed in 
consulta�on with na�ve �tle holders and other relevant stakeholders of the na�ve �tle 
system.   
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Response  
Accepted in principle.  
 
Currently, the QSNTS Strategic Plan operates on a five-year cycle. However, as part of our 
ongoing planning, we are commited to taking an ‘over the horizon’ perspec�ve that 
considers the needs and objec�ves of clients beyond the life of the current Strategic Plan. 
This approach reflects our awareness of the ever-evolving landscape of na�ve �tle and the 
need for proac�ve, forward-thinking strategies.  
  
We acknowledge that the uncertain nature of funding for NTRB/SPs which can vary based 
on the poli�cal environment, complicates the development of a ten-year statement of 
aim. Nonetheless, we recognise the necessity of se�ng a long-term framework to guide 
our ini�a�ves and support for post-determina�on outcomes.  
  
To further support this recommenda�on, we have secured funding from Na�onal 
Indigenous Australians Agency (NIAA) to facilitate a focused workshop for Prescribed 
Bodies Corporate (PBCs) within the QSNTS region in 2025. This workshop, centered on the 
PPP framework, aims to develop and enhance partnerships among PBCs, fostering 
collabora�on and collec�ve problem-solving.  
  
Key Objec�ves of the Workshop Include:  
• Strengthening partnerships among PBCs to form a collabora�ve network.  
• Providing a pla�orm for sharing successes and best prac�ces.  
• Enabling PBCs to collabora�vely address challenges and develop ac�onable strategies.  
  
By bringing PBCs together, we aim to alleviate the isola�on they face and empower them 
to harness their collec�ve strengths, thereby enhancing their opera�onal capaci�es and 
resilience. This ini�a�ve aligns with our commitment to meaningful engagement with 
na�ve �tle holders and will serve as a stepping stone towards establishing a longer-term 
strategy for post-determina�on support. 

 


