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/¢4 The value of a
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"Complaints should be welcomed. Every complaint
should be addressed with the respect it deserves,
and the prevailing attitude should be to resolve the
complaint as quickly as possible."

Victorian Ombudsman Deborah Glass

* Particularly important in areas like public service where clients can’t choose
another service provider
e Similarities for international students:
* may be tied to a provider through a package of courses

* may be concerned over impact on visa
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The value of a complaint

* Free feedback

* Helps identify areas where policies/procedures
may not be easily understood or applied fairly

* Indication that the system is working

What system?

Standard 10 of the National Code 2018 requires all S
providers to have and implement an internal complaints
handling and appeals process.

Standard 6 places responsibility on education providers
to give all overseas students information about their
complaints and appeals process during their orientation
program.

So, while we hope you’re not getting too many
complaints, not getting any could be a cause for concern. ;
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A little bit about us

Under standard 10 of the National Code, providers must give students details of
an independent external body to which the student can complain, if their
internal appeal is unsuccessful.

The Overseas Students Ombudsman, a specialist function of the office of the
Commonwealth Ombudsman, is one of those bodies.

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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How do students know where to complain?

External Complaints and Appeals about Education Providers

Private Provider Public Provider
1

| 1 1
Mon- Student Visa Student Visa Student and Non-Student Visa
1

L 1
State and Territory Fair Trading.
Int: ti | students studyi
w[itrll :r;riu::tr;apfoiide;r ins:u:tr:':ﬁa (i I
on a visitor visa, working holiday- Overseas Students Ombudsman Office of the
maker or a business long-stay visa L Training
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 050).

1
South

State and Territory Ombudsman

(S84 Only)

Other external complaint avenues

Legal, welfare and advocacy Discrimination/

Housing Overseas Student
Racism

Education Quality - Regulatory
Heslth Cover

Study Melbourne in Victoria, Redfern

TEQSA
. Fair Trading or ASOA
legal CE"“_E Interného_nal Silani : . Consumer Affairs Private Health (Tertiary
Legal Advice Service in NSW, the Fair Work ﬁfustrahan Hlem.an R —— Insurance {Australian Education
International Education Conciliator Ombudsman Rights Commission S T skills Quality Quality
in W4, Caxton Legal Centre in Qld, Tribunals
SA Office of the Training Advocate

Authority) Standards

Agency)
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Complaints to the Overseas Students
Ombudsman

When we receive a complaint, it’s usually an indication that the provider’s complaints and
appeals process is working well.

nearly

1000 number of complaints received in 2016—2017
number of registered private education providers

number of private education providers about which we have
received complaints

If you are a registered private education provider, please check that your
complaints and appeals policies and processes are compliant with the National
Code, and that you are referring complainants to an appropriate external body
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Independent and impartial

Which party did our resolution support?*

STUDENT PROVIDER NEITHER . a n d free to
- provider and student

Private education providers do not need to refer students to the Overseas
Students Ombudsman, as long as their external body is appropriate.

Other external bodies usually charge a fee which would be mostly payable by
provider.

10.3....overseas student’s right to access an external
complaints handling and appeals process
at minimal or no cost
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Data and analysis

Referring your external complainants to us also helps us identify
common areas of dispute between providers and international students

Common complaint issues

All other issues, e.g.
Provider complaint processes,
Grades & assessments,
Education agents, and

Provider default
34%

Written agreements
36%

Monitoring course
progress
6%

Monitoring
attendance
8%

Transfers
16%
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DET resources

e ESOS Act

 The National Code

 The National Code Fact Sheets (on DET international education
website)

* ESOS Enquiry Line & Mailbox

* For questions about how to interpret or comply with the ESOS
Act or the National Code

* internationaleducation.gov.au
e 1300615 262
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Our resources

For providers:
Better Practice Complaint Handling for Education Providers

Fact sheets
Written agreements, fees and refunds

Education agents
What to expect if a student contacts us

Recommendations

Reports

Quarterly Statistical Summaries

Issues papers and consultation papers on
systemic issues

Presentations

e.g. Professional Development session on
updated National Code

occasional workshops and webinars on
complaint-handling processes
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Better practice complaint-handling
for education providers

Complaint-handlers’ checklist

O Do yor omplaint-handling procedures? Are they easy to

ACKNOWLEDGE
0 you have written all complaints quickly
understand and apply?

O Do you acknowledge complaints promptly?
Ve e p prompty’ o

u assess complaints and give them a priority?

.....

complaints on first contact if the complaintis

INVESTIGATE
the complaint

[ Do you keep the student informed of the progress of their complaint, if
ore

here is a delay?
RESPOND

eal
ezl
O Do yor ual complaints to see if there are any systemic issues
that war n?
coNSID:
O Doyoure lyse complaint data to see what might be going wrong if thera are any
and what can be improved? systemic issues

etter practice complaint-handiing for education providers
ug 62 42

ombudsman gov.au 1300362 072 GPO Box Canberra ACT 2601
‘The Ombudsman has offices in Adelaide, Erisbane, Canberra, Melbourne, Perth and Sydney

eduio adus
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Our resources

For students:

* Fact sheets
— Attendance
— Course progress
— Education agents
— Fees and refunds
— Transferring between education providers
— Written agreements

 Videos %

. . . . E\
— in 7 languages including English 0S0+03+HB.mp4

— providers can use during orientation sessions
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Comments, observations,
recommendations

e The Ombudsman will sometimes provide comments, observations or
recommendations to providers at the conclusion of an investigation

*  We may make a recommendation to implement a specific remedy, and
also recommend changes to policies/processes to be compliant with
ESOS/National Code and avoid situation re-occurring

*  Formal recommendations made by the Ombudsman must be

implemented immediately (per Standard 10 of the National Code:
Complaints and Appeals (10.4))
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What we’d like from you...

 We'd love to hear your feedback
 What (more) would you like from us?

e Have a look at some recent Provider e-News editions
on the publications section of our website.

— http://www.ombudsman.gov.au/publications/oso-
publications

Sign up and stay tuned for our next edition.
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http://www.ombudsman.gov.au/publications/oso-publications

VET Student Loans Ombudsman

Complaint numbers

Complaints received from 1 July 2017 to 31 December 2017
(a total of 4,153 complaints for the two quarters)
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VET Student Loans Ombudsman

Top ten issues for complainants

Key issues for complaints

Unknown debt or enralment

21%

Post census re-credit requests 10%

9%

Pre-census date withdrawal

Unsolicited contact to enrol 8%
Enrolment info issues
out of jurisdiction |G
Debt refund not actioned by Provider

Loan amount dispute

Inducements to sign up for study m

Course cancellation due to Provider closure
Other (30 issues)
0% 5% 10% 15% 200 25%
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Want to know more?

* Providers and organisations can contact the VET
Student Loans Ombudsman team via this
email address:

VET.StudentLoans@ombudsman.gov.au
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Questions?

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