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Welcome

Welcome to the latest OSO provider e-news.
 
Complaints and external appeals to my office
are increasing – up 25% this financial year and
14 % the year before that.
 
We think this is due to increasing international
student numbers and greater awareness of our
role. However, some complaints are avoidable.
 
Read on to see how you can learn from the
problems we see in our investigations and how
you can prevent unnecessary complaints and
appeals. Take the written agreements
checklist challenge or find out about common
mistakes providers make when recording and
reporting on course progress and attendance.

Information about student complaints that we
have received and resolved in the last quarter is

available in our quarterly report summarised below. 

 
 

 
 In this issue

Welcome

Course Progress and
Attendance

Fee and refund
disputes? Take the
checklist challenge

Quarterly Report

Overseas Student
Health Cover

FAQs for Providers

FAQs for Students in English

FAQs for Students in 21 other
languages

OSO Publications

Better Practice
Complaints Guide

Feedback

mailto:osonewsletter@ombudsman.gov.au
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a72de112/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a6f68718/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a6bf8670/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a68e1441/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a653c751/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0f3a7902/page.html#zzzz5595fea586d75647
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c10142337/page.html#zzzz5595fea586bc6254
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0fd4e861/page.html#zzzz5595fea586f34236
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0b32f786/page.html#zzzz5595fea58712d208
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0f896201/page.html#zzzz5595fea586763768
mailto:osonewsletter@ombudsman.com.au
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0a6f7112/page.html?prompt=1&&parent_id=zzzz5595fea584328736
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0a1ec109/page.html?prompt=1&&parent_id=zzzz5595fea584328736
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a1812063/page.html
http://pdfcrowd.com/html-to-pdf-api/?ref=pdf
http://pdfcrowd.com/customize/
http://pdfcrowd.com/redirect/?url=http%3a%2f%2fombudsman.e-newsletter.com.au%2fpub%2fpubType%2fEN%2fpubID%2fzzzz5595fea584328736%2finterface.html&id=ma-170125000804-1fb6c6b2
http://pdfcrowd.com


pdfcrowd.comopen in browser PRO version Are you a developer? Try out the HTML to PDF API

Course Progress and Attendance
On 29 May 2015, the OSO published a Course Progress and Attendance Issues
Paper on systemic issues we see with private providers’ monitoring and
reporting of overseas students for unsatisfactory course progress and
attendance. We also published a Fact Sheet for Overseas Students.

Read more
 
 
Fee and refund disputes? Take the checklist challenge
Is your written agreement compliant with the ESOS framework? If not you could
be liable to pay refunds in cases where you otherwise would not be. Is your
written agreement with students clear and transparent and does it say what you
think it says and mean what you think it means? If not, you may have disputes
with students that could have been avoided.

Why not take our written agreements provider checklist challenge to see if you
can identify and then fix any problems with your written agreement?

You can find the checklist here.
 
 
Quarterly Report
The OSO received 161 complaints and external appeals in January-March 2015
covering 172 issues. The OSO has experienced a 12.5% increase in complaints
received since the same quarter in 2014.  

The top five complaint issues were: 

Provider refunds
Standard 3 – Formalisation of enrolment
Standard 7 – Transfer between registered providers
Standard 10 – Monitoring course progress
Standard 13 - Deferring,cancelling or suspending enrolment.

See the full quarterly report for more details of complaint trends and our other
activities during last quarter.
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Overseas Student Health Cover
In August 2014, we published an Overseas Students Health Cover (OSHC)
issues paper, which discussed problems we had identified with some education
providers failing to purchase OSHC for overseas students but stating in the
Provider Registration and International Student Management System that they
had. We also found some providers were incorrectly starting OSHC from the
course start date rather than the student’s intended date of arrival in Australia.

Read more
 

    

Copyright | Website | Privacy Policy | Subscribe | Contact us

This e-newsletter is powered by SwiftDigital email marketing.

http://ombudsman.e-newsletter.com.au/link/id/zzzz5678bde35eee4850/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz5678bde35eee4850/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a7dd5560/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0a1ec109/page.html?prompt=1&&parent_id=zzzz5595fea584328736
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a7a84754/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a1812063/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz56fb1349a771a695/page.html
http://ombudsman.e-newsletter.com.au/link/id/zzzz5595ff1c0f3a7902/page.html#zzzz5595fea586d75647
http://pdfcrowd.com/html-to-pdf-api/?ref=pdf
http://pdfcrowd.com/customize/
http://pdfcrowd.com/redirect/?url=http%3a%2f%2fombudsman.e-newsletter.com.au%2fpub%2fpubType%2fEN%2fpubID%2fzzzz5595fea584328736%2finterface.html&id=ma-170125000804-1fb6c6b2
http://pdfcrowd.com

