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What is ‘Unreasonable Complainant Conduct’ (UCC)? 

Behaviour becomes unreasonable when, because of its nature or frequency, it raises health, safety, 
resource or equity issues for our Office, our staff and other people who use our services. 

Unreasonable conduct includes, but is not limited to, unreasonable behaviour or arguments, 
unreasonable demands, obscene language, harassment, abuse, threats to damage property, threats 
to harm officers or other people, violence, unreasonable lack of cooperation and unreasonable 
persistence. This behaviour is never acceptable and will not be tolerated by the Office. UCC might fit 
into multiple categories and a person’s conduct may be unreasonable and pose a risk of harm or 
threat. Unreasonable conduct may occur that is not defined within this policy and may require the 
exercise of judgement.  

If staff are unsure about whether a person’s behaviour is unreasonable, they should consult a 
manager or supervisor or another experienced colleague. 
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Responding to and managing UCC 

 

4. Explaining to complainants that their contact is unreasonably persistent and providing a 
timeframe for them to wait before contacting the Office again. 
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1 Disability Discrimination Act 1992 (Cth) and Racial Discrimination Act 1975 
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Investigations Officers will identify systemic issues and make 
recommendations including suggestions and comments to providers. They 
will promote quality improvement strategies across various jurisdictions 
to develop, improve and implement good administrative practices. 

The OCO Strategic Investigations (SI) team conducts investigations into 
serious and systemic issues in administrative practices within Government 
to influence systemic improvement. The Senior Strategic Investigations 
Officer will contribute to own motion investigations and lead other 
projects as required. This includes analysing information obtained through 
complaints, investigations, stakeholder engagement and other avenues to 
assist with the development of considered and persuasive approaches to 
influence individual outcomes and/or improvement in public 
administration. 

The NSO Complaint Investigations Team investigates complaints from 
higher education students, particularly where they have not been 
resolved through initial attempts. The Senior Investigation Officer works 
with the student and the provider using a range of dispute resolution and 
investigation tools. The Officer will also prepare investigation reports, 
with recommendations, suggestions and comments for higher education 
providers. Senior Investigation Officers support the APS5 Investigation 
Officers in the team, and work with more complex, sensitive complaints 
including complaints involving gender-based violence. 

The NSO Strategic Investigations Team conduct investigations and 
inquiries into serious and systemic issues in administrative practices 
identified within the NSO  jurisdiction. The Senior Strategic Investigations 
Officer will contribute to own motion investigations and lead other 
projects as required. This includes analysing information obtained through 
complaints, investigations, stakeholder engagement and other avenues to 
assist with the development of considered and persuasive approaches to 
influence individual outcomes and/or improvement in public 
administration. 

Complaints The OCO Complaint teams work in a public-facing environment and 
receive, assess, and impartially resolve complaints received by the Office.  

The NSO Complaints Team is the initial point of contact for higher 
education students and will work efficiently and effectively with students 
to identify a resolution to their complaint. 

• Team Leaders lead a team by setting priorities, maintaining team
cohesion, and ensuring quality outputs. including providing
technical support and guidance, supporting their wellbeing and
assisting the Assistant Director with HR and performance matters.

• The Senior Complaint Officer will maintain their own caseload of
more complex or sensitive complaints. The Officer will utilise a
range of informal dispute resolution techniques including making
decisions to refer matters to investigation. The Officer will also
support APS 5 Officers through assisting with escalated
complaints and enquiries.
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For questions about specific roles, please contact: 

For questions about the recruitment process, please contact recruitment 1@ombudsman.gov.au 
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