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Overseas Students Ombudsman (OSO)

Presentation outline:

1. Brief overview of the Commonwealth Ombudsman and
OSO role and outcomes

2. Consultation report - External complaint avenues for
international students

3. Questions
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Overseas Students Ombudsman (OSO)

A brief overview
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Overseas Students Ombudsman (OSO)

Defence o Law ACT sl IRy Overseas Private Health VET Student
Force Immigration Enforcement Ombudsman Ombudsman Students Insurance Loan Ombudsman
Ombudsman Ombudsman (1 July 2017)

OSO is a specialist function within the Commonwealth Ombudsman
office. We:

* investigate complaints about problems that intending, current or former
overseas students have with PRIVATE schools, colleges and universities
(education providers) in Australia

e provide information about best practice complaint-handling to help
private education providers manage internal complaints effectively

e publish reports on problems and broader issues in international education
that we identify through our investigations.
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Complaint issues
COMPLAINT ISSUES 2015-16

Standard 3: Written
agreements (Provider
refunds and fee
disputes)

30%

Standard 7: Provider
Standard 10: Monitoring transfer refusals
course progress 16%
8%

Standard 11: Monitoring
Attendance
11%
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Investigation Outcomes

Who the outcome supported 2015-16

Neither
17.6%

Provider
56.7%

Student
25.7%
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Overseas Students Ombudsman (OSO)

Consultation report - External complaint avenues for international

students
COMPLAINT HANDLERS

Private Public
. . 0SO » State / Territory

International . South Austral Ombudsman
students _I_Olf ) usdra |ar; e South Australian

raining advocate Training Advocate
» State / Territory
Domestic South Australian . ?;?J?r?dAsur:tiglian
students Training Advocate

Training Advocate
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Navigating the complaint pathway

External Complaints and Appeals about Education Providers for International Students

Private Provider Fublic Provider
1 } 1

1
Non- Student Visa student Visa Student and Non-Student Visa
1

L 1
ita::e ang Terlrit:r;' FE;-! 'Lraddiﬁg. South
witrll :mrai\.f“:tr:aE :a:idegr ins:u::rr;ﬁa FESHElSn
i L . : Dverseas Students Ombudsman Office of the
on a visitor visa, working holiday- .
maker or a business long-stay visa I & Training SHEIED T Ry |
all States & Territories except SA
and are not students for the ( P ) Advocate
purposes of the ESOS Act and are
out of jurisdiction of the O50).

]

(54 Cnly)

Dther external complaint avenues

Legal, welfare and advocacy Discrimination;

Housing Overseas Student
Racism

Education Quality - Regulatory
Health Cover

Study Melbourne in Victoria, Redfern

TEQSA
Fair Trading or
legal Centre International Students
Legal Advice Service in NSW, the

ASQA
. . Consumer Affairs Private Health (Tertiary
Fair Work Australian Human EvrERED {Australian Education
International Education Conciliator Sl Ty Territory, Tenancy Ombudsman Skills Quality Quality
in W4, Caxton Legal Centre in Qld, Tribunals
A Office of the Training Advocate

Authority)

. o in each State and
Rights Commission

Standards
Agency)
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Summary of stakeholder views

Most stakeholders agreed that:

* the current arrangements can be complex and confusing, that there are
inconsistencies across jurisdictions and gaps in the current external complaint and
appeal framework

* thereis also a lack of consistent, sector-wide data about complaints and appeals
from international students to reliably inform the government and sector about
international students’ experience with their education providers in Australia, to
inform further international education policy developments at both national and
State levels.

* thereis a need for a specialised complaints handler familiar with both
administrative law, the Education Services for Overseas Students Act 2000 (the ESOS
Act) and the ESOS legislative framework more generally
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Why a single international student
Ombudsman?

Simplicity, accessibility and national consistency were key reasons cited for the
support of this model:

* International students are a vulnerable group with multiple barriers to accessing
complaints services including:
— lack of social support systems
— limited understanding of their rights under the ESOS framework
— limited English language ability
— Fear of breaching visa compliance requirements.
* Thereis a need for a simple, clear message about international students’ right to

complain and appeal actions or decisions of their education provider and a single
entry/contact point

*  Currently, some external complaint handlers do not differentiate complaints from
domestic and international students, and are not considering the ESOS
requirements when handling complaints from international students.
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Where to from here

1. Consider creating a single international student ombudsman to handle all complaints
from international students across Australia whether studying in the private or public
sector

2.  All external complaint and appeal bodies should increase the availability of training for
education providers on best practice complaint handling

3. Consider the introduction of a National Reporting Standard for all external complaint
and appeal bodies handling complaints from international students, to ensure Australia
has consistent key data available data for whole-of-sector analysis to inform
international education policy developments at both national and state levels

4.  All external complaint and appeal bodies handling complaints from international
students could look for opportunities to share information to support the regulator’s
functions i.e. ASQA, TEQSA and the state and territory schools regulators
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Questions?

For more information visit ombudsman.gov.au and select
Private Education Providers with Overseas Students
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