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OFFICIAL 

• facilitate trauma informed referrals between our organisations 
where appropriate 

• ensure all complaint referrals between our organisations are done with the 
express informed consent of the complainant 

• share information, policy and guidance documents, including complaint 
assessment matrices, to ensure our organisations have the information required 
to accurately communicate complaints pathways to students 

• share clear guidance to students on their rights under the Public Interest 
Disclosure Act 2003 

• share de-identified complaint data to enable the NSO to report on the volume of 
student complaints across Australia, and to consider national complaint trends 
among the higher education sector 

• establish regular formal engagement and maintain contact lists of relevant 
officers to resolve any jurisdictional or administrative matters between our 
organisations 

• partner together on stakeholder engagement initiatives within the WA 
Ombudsman's jurisdiction to promote best practice complaints handling and to 
improve the student experience within the higher education sector 

• manage PID and conduct complaints1 by having the WA Ombudsman 
predominantly deal with such complaints, on account of the WA Ombudsman's 
unique capacity to investigate the underlying conduct 

• manage complaints concerning dual providers so that complaints from 
students studying higher education awards are handled by the NSO and 
complaints from students studying Vocational Education and Training (VET) 
awards are handled by the WA Ombudsman 

 

1 A conduct complaint is a complaint that could be relevant to a state or territory ombudsman’s 
functions concerning Public Interest Disclosures or misconduct and maladministration. 






