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Supporting education provide
to improve their complaint
handling practices



What the OSO does

We were established in 2011 to hear complaints from
international students in the private sector. We
investigate complaints and appeals, help private
providers improve their internal complaints and appeals
processes and report on trends and systemic issues
which helps the whole sector.

In 2015-16, the OSO:

* received 874 complaints and appeals
« completed 291 investigations

* 56.7% were resolved in favour of the provider; and 25.7 % in favour of the
complaining student
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The value of complaints

Many problems can be identified and resolved early
by providers when they have and promote a good
internal complaints and appeals process

Complaints provide free market research to
organisations on areas of weakness and possible
improvements

Complaints provide opportunities to re-engage
customers who might otherwise go elsewhere
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Internal Complaints

e Standard 6 of the National Code of Practice for
Providers of Education and Training to Overseas
Students 2007 places responsibility on education
providers to:

» give all overseas students information National Code of Practice for

Registration Authorities and

about the complaints and appeals process Frenidue o Edueafiowan Tubing

to Overseas Students 2007

during their orientation program

The National Code 2007
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External Complaints

e Standard 8 of the National Code of Practice for
Registration Authorities and Providers of Education
and Training to Overseas Students 2007 places
responsibility on education providers to:

* Provide international students with access to an independent, external
complaints handling person or body

* To direct students to the appropriate external complaints handler
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External complaint handling
bodies

* In most states and territories there are two external
complaint bodies available to international students
who wish to complain about, or appeal, a decision
made by their education provider

e The Overseas Students Ombudsman for those in the private sector

e The relevant State or Territory Ombudsman for those studying with an
education provider in the public sector

* In SA there is the South Australian Training Authority
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External complaint handling
bodies

External Complaints and Appeals about Education Providers

Private Provider Public Provider
Student Visa Student and Mon-Student Visa

South
Australian
Office of the
Training
Advocate

State and Territory Fair Trading.
(International students studying

with a private provider in Australia
e L : Owerseas Students Ombudsman

2 holiday-

State and Territory Ombudsman

[all States & Territories except SA)

and are not students for the
purposes of the ESOS Act and are
out of jurisdiction of the OS0).

(54 Only)

TEQSA

Study Melbourne in Victoria,
Redfern legal Centre International
Students Legal Advice Servicein
MEW, the International Education
Conciliator in WA, Caxton Legal
Centre in Qld, SA Office of the

Fair Trading or ASOA

. K P Consumer Affairs Private Health
: ustralian Human - :
fairivor in each State and Insurance (Australian Education

Ombudsman Rights Commission . . . .
Territory, Tenancy Ombudsman Skills Quality Quality
Tribunals Authority) Standards

Training Advocate Agency)

[Tertiary
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Key Resources

ESOS Act

The National Code

The National Code Explanatory Guide
ESOS Enquiry Line & Mailbox

* For questions about how to interpret or comply with the ESOS Act or
the National Code
* 1300 615 262
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Resources

e Better Practice Complaint Handling for Education
Providers

 Complaint Handling at Universities: Australasian Best
Practice Guidelines

* Written Agreements Checklist

omeuosman @)

* Reports
* 0OSO Education Provider Reports

* [ssues Papers

e Course Progress and Attendance e

* Qverseas Students Health Cover
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Resources

* Ombudsman and complaint handling bodies can assist
providers by:

* Collecting and analysing data on complaint trends, common issues
* Publishing this information on their websites

* Some conduct workshops and webinars on complaint handling
processes

* Fact Sheets and Videos (can be used at orientation sessions)

* Some Ombudsman and complaint handlers will respond to individual
provider enquiries.
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Resources

e Comments, observations and recommendations

* Ombudsman and other complaint handling bodies will often provide
comments, observations or recommendations to providers at the
conclusion of an investigation

* Providers can use this information to identify systemic issues or inform
changes to policy and procedures
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Current Issues

* Providers can stay abreast of current issues by:

— subscribing to newsletters such as the OSO ‘Provider e-
News’

— lIssues Papers
— OSO Quarterly and other reports
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https://www.youtube.com/embed/4bEygPNYUoQ?rel=0
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Questions?
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