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1 XIS

FHEOFERNFEEICBNWTERT LI, SHESHAFTEBICBWTALSEEL TV,
EBROHIE AT E g Z L IT R 5,

HATIE., Wb [EHLR—F] CEFE@EAFER, 20000 ZBWT, FERLOKEN
DB 5N, TOBRFESHEHOBMOMADED SN TEZ, —HRALK—RMNI #EOFRZ
RFEE KBS E 2 Z LI L TIIEESRZBZRLTHD, [FEOHEPEAEZIMD AND
ZEMEYREHICONWT, RFOBRMEEDEHMICHE L BAKHT 2855258, ZOMREE,
TELRTRFEEIKMIEZ LW HENATH D LEEAEND] LN TS,

Zﬁbtﬁ?®£§i‘%@%E#ﬁﬂﬂﬁﬁbtﬁf%k%<EbofmmmoLﬁbﬁﬁ%
HAMRIZBT S, AECZHMEICH T 2R#IIHERICEBILLDDH D, FENZLL TERES
DOEFIZBNTIE, ZHAFZEEZ, KIIEFEORFZOED HEREL TW ZENMRD5NT
W5, ISITEE, BEHBFEOR—FL 2B L IEL THB 0, BEDOE 2T % HEPHE A

—[F - I EBA CTHAEICE®RZRTIE, DE0I3. EREREZETE 2L (R¥SE
i%'?ﬁﬁ%%%,nd)ﬁﬁbhéﬁﬁziéo

2 KEICBIFHZZEDEANDNIG
(1) ZESEOSHERE

HAEDKFIZBITDFEZEIZIDONTE, INETITOHIN, HFEEORIEMLS BN SZ
DIEDAFRFERINTE 2, EXTHF (2018) 1F, 70 L)L, AV - LX), 70O -
LRIVDZDORICTHEESH ZEBE L2, Healey 5 (20100 OETIVEMHWL, EFEORFEEL
WLUZHADRHEZRL TV, TNICKD2EHATIE, 70 L)L (RIS - 7N 2 X
NOSHE) IZBNT, KECHT HAENOERE, FENHER (H2DWEER) LLTITH5IE
MNia<, AV - LX)V (BEEE - M Eo 7O Z2AN0O28HE) iI2BWTIE. MENERET 5 FD
EENCFEEZIMI S L 0D AARKFROEENASNSD, FAIZEHS ORLEWERE BT
?é%ﬂ%%i%hfu@h KT DM - FEEERFICE L TIE, v 7O, AVl L)L oA

EIANEFEIZITON, DR, FARECEEMERNEER S Z2H > Tnd Z &R EnHEIn

T3 (Fz&Z3EF, 2008; 2012; =47, 2022; I, 2016; K3, 2005; HH, 2018; 2023),

EHICHETIE, 2003 FE0EmERELE [HEBEOFK] (Department of Education and
KHFORE AR LBIRNR L > 5 —
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Skill, 2003) IZBWT, [FEDOFZ—BEHATLIEEIIRVTIE, BENTEA L ZBRIZZEENF)
AT&E2, RETH=T >, DOBHEDH S FEEFAEITRT ZEDEENRTFNUTR S0
L. ZEDENEZ LT DEANOMINITMA T, FEMMANS OER (complaint) 126k
TOMMADOEEZED TERZ, FRRIZEMNIBNTS, HAEOEHEH THEZ S, KFENER
DFULAEREDT T ITHERER T BENEINTIHFRA 27 — ZAEDE ML TS IRWSFRR S . Sk
Pl A D E DR S N T/~ (Jackson et al., 2009; Kamvounias & Varnham, 2010,

(2) BAROKZICHTZFERR

HAIZBW TS, Il (2004) 75, E4EMNS OFEHEIEML DD H 2R 2 BEIC204F /i1 13 #H
HLTHD, KFHEFEITBITLDEHEHRO—~HFREL T, WERNICHLT 2> 27 L2 %HT 5
DEMZIERL TS, 291 (2020) 13, KOEEOWRMICBEL T, [RFEOHTEENS S
FIERBAYTREYRRT] OfftkzZOE AL, [EROF{EEH O, 1S HDOAEYH 2
FioeHR] OROLEDITNT ZAA Y MEKEOZFAT 2, [NTAAZ MOZHIL] BNAEL
TWDERRTND, ESITAAE (2021 1F. HEAOKRZEORIICEAL T, 2b2d [FHEERY
DORNCHNIBRZBE LD, KFCH LU TEED S HBNFE SN0 T 2REZ gL
TWRW] Z&, T [REDFEDHEMSDEB UL L 20, RFEEHAEOBGRE, R - &
BRERTHUZDTEIEHRNIIDEVITONT, TOD, EIEEUIET D HEHES PR
BEIE, STEEBBED T RIMEBIREETHNAI N TV REEN DR AN ZE2EHLTVWS,

ZOEIICHARDRZIZBWTIL, #EERAT 52EOHMAVFESISOHYFEFDORIKE L
THRRENDZEEIHDHOD, FTOREIIHSNTIEARL, R BIMRFNIC DR N 2w D
HATOWREVWEEZ BN,

DlbzaBEz2 &, HEMOGREADOBEIHAORK AL S THORBEOMETHD., £-FHE
THRNRZMO, EBHEEITBWT, HEANOMGS A IEEZB A THARRETH D 2 &
P, FRENPEFAEFICESTHEDLNDDOTWVI ERDENT VWD, L2> TABTIE, HE
BANETITL2EBOEZSRL, EEMSORMATIE L TRO SN2 EREZHS ML T
L Z&T, EBEMIGHAEDEWEFEMINDIED it Tn 2 & &7 5, BFRIIE, FE -
BN Za—Y—F 2 RO=ZDPEEMNRE L. SEHEEEICH T 2 EESAREBEHE T 2 Bk}
ZINET D, I 5ICHIERESZHKL, RFEZASHITLENS, HAANDOHIEEAICEL TH
REMAS.

=EE @FEHEONBbEERIC, SHHABEEIMDN 2 2RI O o T & E SR IR D
HMATBOD, BEEMRICELTHA > —F v b ETORBRINENES TH D, X 5ITHEREKE
ELTHEHBLSHEATEBD, #AEICHOZEEERRHMO TEL . BHREOHFEENRERE L
RPBIRNVEBHAL T0D, ZORIBEEN S, HERINICB W TEBEMITRD 5302 Fefil A
WCOWTHERARBRMRZEGES ZENHHED EEZ 5,

2B ] ICEL T, HEEHWDIKIC, TOEEERIR SN, HELUHEE O nSTA
FHIND ZENEL, EhEIHEEL ZERMTZITbATHAEN?, EXTBRT 2EED

m
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EAEALEMERY [HSBEMIEER] (Office of the Independent Adjudicator: OIA) 1. [H&
HRADRHE L 72— E X OKEED, HdWIRESINAaN > —EXIZEL T, — AF2I3EK
DOFENAG (dissatisfaction) Z2XAT DT &) (OIA, 2022) &, BEMEREZRL TV, &
FZBNTH, ZENSKFICHL TORINDAWE [EHE] S UTHRA &H - ZEEBEICBWL
T, EDLIBEEMICHHANEMEINTNDOMIIER L, H#zE - BHET 3,

3 KREATBOFEXCEAHEAS
(1) REOZFE®ICHEA

BENT, A>T TR Uxz—)VAX, Ry hF 2R, AT AINT D RNSB5EAGETH D,
FNTNICESEBEZTE T 2ITBEENENN TS CURRHEA, 2021, EE5EEKBIA
R K> TOMEMNRR D, KEE B DFAAE D — il A O E Ol 28 U7z 2 8
REWED, HALIKT S L, BREREZNT - RSLICRAITLE2ZEN#HLWEEINDS (g,
2021, ENLEWOHERIZRL ., REHENBATH > THAN (public) EEHIND CLIRI#EA,
2021), BBARTIE, 127572 ROFIERHAICEL TR ET55, SHBOSE8EERK
EMEICHAEAZ, REREKRTHR - LEERAZTO O ORANBEIN TS, HEETCY
AL OIMEZ DO HDOIE, EEEARTHEESFE W, 72 & ZAXESEE ORHIERY - Btk - 785
AR - 2 OMBAREBE D BRISRIATH 2 [ERIED =D DREHHERES] (UK Standing
Committee for Quality Assessment: UKSCQA) DOEFtZ 2. [EEBEE R (Quality
Assurance Agency for Higher Education: QAA) & D X E D7 [FEEE R D 7= D UERI]
(UK The Quality Code) (QAA 2018) 13, HEL T TBHRINZHELIRSTS’,

A7 22 RTRATRDME D, 20034 O &5 EE HE T iE H L C O il i O M ZEVE 2 EHE
INBEIT, 2004FEEEHFDE (Higher Education Act 2004) b &, Z4ENS OEFIFICH
TS, N L EELEKE E U TOIADRBEINTWS (i, 20060), £/-201741013, &%
HE - WF2EiE (Higher Education and Research Act 2017) A3fafr . Z20184EIC1 > 75>
RO EHEHEHBEORIN - BEZ2HYT 2 f%éEFJJ (Office for Student: OfS) TSN TN S,
BERFZ, EEERLN, FEO—2 D%, BFEZAEETORLDICEERO [EEHEWKE
BERGIE ] NOBERIBLETH D (El‘ﬁ, 2021), EEOHITIE [FEOTELEHEA (Student
complaints scheme) ZH9%Z & [OIAICEL > GEHIN TV S EBELHE O AT IT 5
&) [EBURERAZRAT D ZENHkD Z 2R EICENTE I & EEhd (OfS,
2022),

OIADY = 7841 b ETId, 2#4E. FERK KFEFCATZZNNFEMICITONTHED, X
7= Good Practice Framework (OIA, 2022) Z/RL. KZEITRD SN EFIEDKEEIRIN TN S,
THUTEL D & MIBREHAICIE. [FIFAL T <bh0oT W &) [NEW. Mg, spitk] [a
B (b, mEUE. ERHE] RO SN, FAEEMRE. [FEORBEIORNHDET
LZDITBILTOENDZE] DNEETHDEINTND, K¥FL, NER IS ORKEERC, FEITHL
TZDOHZ,RdEME (Completion of Procedures Letter) Z%f7L. OIAICHANL TZ&FT S MR %
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AITDIEZIRADIEBRETH S,
PbEA 2752 RTIR @EHEEEZRNELE L TOIA OB AN RSN, £ DR AITH
D LEOSNDEFREMNLET HIET, fi— LEBEMSHANEIRL T 5,

(2) RMOFERCHEH

ZMOEFEAEHKEIZ. [ —ZX FF U 7 K% (Australian University)] [ % & & B4
(Institute of Higher Education) | [##7+ K% (Overseas University) ] [Z=)N—>F ¢ - hHL v
Y (University College) | ICH¥EI N5, [F—ZAFMFU T RK¥] ST 5HD13. 2022410
ARDT—=HI2X B E42K% (4, 2021; TEQSA, nd.a) THO., ZDD BIBKEMNMIL, —k
MENLTH %, 20031 L L 7z [20034F &% BE X #ik] (Higher Education Support Act
2003) DB E, BEHEDOI AT LAPCEOUBMHE), FAEOEERFICEAT 2 EALENED SN
THO (A, 2021), #EIBBUFIE, MBORFEZREN T 2ENR N 220N bO0, MEEIC
BT 5HERZB L CEENEAL TWD (Kamvoutias & Varnham, 2010), @EHETEICEET
HHERIIHHL THB O, BB LEMEICE L T, [20114FEESS8EY - HUERMTE] (Tertiary
Education Quality and Standards Agency Act 2011: TEQSA{E) ObH &, E%HEFL - HUEHK
# (Tertiary Education Quality and Standards Agency: TEQSA) & L T 5,

EIEMSICE L TId. TEQSA S8R ICH D= 2021 S S A E H ¥ & | (Higher
Education Standards Framework 2021: HES#fla) (TEQSA, n.d.b) 753‘*5‘17*“ EX AN
EENAHEKCZBRICHIATE S, RSSO A, BEHRBEICGESFEEE L ORS
NTWb, HESHHA2.4 [FAED R - #1%] (Student Grievances and Complamts) DIE,
T 7Y R EREIIABINTWS, BHEEBEMTOMH (TEQSA, nd.c) ITXkd &, K¥#i3. [#
Bd D NS EHMNBEH THHATED RFNEOLERLEHE IO A 28HT 2 2 & [5FH#
B/, MNLUAEHMRICK2UE, 7 RRA—%, L TEITDFEDOXZE, N0t X TF
WENEMh-oLGE, BN LS =F AN OFEEZLEIINCTTS 2 &) [NEFk
THAEIFIC, Wam ST OB, FERN TOFENMMUICHEEL, FENBEZZT D REENH S

EZDOFEEHE CTUZFEITEMT S E] FEITOMBEND D, I5IC [EHFHETFR

é‘%&j(%@'?17b"f F ETREAT 2 Z &) R [FADHER EFTITEL TAERITORT Z&] B,
BEERE U TRENTND,

FICA, ZMNTIE, EBREE OERIEEFFEDOHBEEENOMREZEHIC, [20004F
HE#HH Y —E X% (Education Services for Overseas Students Act 2000: ESOSi%) (Department
of Education, n.d.a) MREINTHO, [WiEOH & [2018FEFFEZ AU 2 BERTEB X
DB ICX T 2 2FETH M & ] (The National Code of Practice for Registration of
Authorities and Providers of Education and Training for Overseas Students 2018)
(Department of Education, n.d.b) AUREN TS, BEFAEZ AL, [EEFRHEFEZ AR
% % # ¥ | (Commonwealth Register of Institutions and Courses for Overseas Students:
CRICOS) ~DOHEENNETH O, BEHEBICIT, 2EFTEHEICORI NS BHOBETFEREIH S
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N5, [FHEAKLEL [FE - ARSI T] (Complaints and Appeals) DIEIZIE, [BH2%4EN S E
Ba2ZM 7256, I0HMNICEEZMBT 28] © [EEHRL TR, EREOEEORODML
HIWTICBI T 2 D TH 554G, HEKBIIBUN TR E L FEREORNRE DMt 2, EIHHLTF
BEMTTTHETHO> TUIARLRN] TEBENRINTNS,

PLEZSEMNITBNWTIE, TEQSATEZMBILIEIC, HESHHAIC L D F I DL EEN K —L T N
T, £/ZESOSEDH &, EY EOHlKE 2 QEICE W HEINETD 2 &0, FEEZT
AFTUEBSIZITRRE I N T 5,

(3) —a—2—3 ROEFBFEHIGOBFHE»

EEABTEEIITRTENLTH O, K% TRRY UFH GERSFY OBER IS -8FE
PR I, RPFICZUT 208K THD (@A, 2020). FENZ. [20204FE8F - JlEE]
(Education and Training Act 2020) 2SHEfT S 3172 Z EITPEW, IEERE 4 RHESED A iTdH
LM, FO—DIZ, FESAEICE D ERESI N2, R2VFELRBERBRE (ENEELEFED
WHDOIINZA S FI)V4 7)) | (Education (Pastoral Care of Tertiary and International Learners)
Code of Practice 2021) (NZQA, n.d.) 2% %, FHEX. BEEORE 2RI IREGRE (Pastoral
Care of International Students) &. F7ZITBHESNAZENEMTHEEZHKEGL. 2¥EDOT T
WE—A 27 ERERED =D DEERBEOITEHEHZRLZbDTH D, BEDHEFIL, 20224
LAXYD [Z2a2a—2Y—F 2 REKEEWE] (New Zealand Qualification Authority: NZQA)
DIRGEBRERFFOEFEIN TS (NZQA, nd.), SEHMKDOHEDI B, HIHE [FHEDOTY
NWE—A 27 EREORBICHBEARTIROHD 7DD A] (Organisational structures to
support a whole-of-provider approach to learner wellbeing and safety) IZHBW T, [F4HED
7] (Learner voice) IZEYNITHIET 2720 DITEAEIARENTH O, [ - LK DG ZERIT,
FHREOMICHEATHEZITS 2 &) [RYFOEEREICET 2 EME FEICHEEARL, EHM%
ZROZE] EVORREIIMAT, PEEOEHBIHINT 22 &) [MFHRAF—LZETT S
&) MBETLNTNRS, 51T, PEEDOEEADME] L T3, [FNOFREICBET 58
W7 B mett GEREFmoRitz 3] [ZENINCTRIHTRE/R TR & O] [FEPFEEDK
BFICHA LT WFRE OBE] [EHRIUE OEENOXIG] FNNEHREE L THEIToN TN
%, £l [REFEORME, XEEESN2EREOMB]. WETOXISEAERHT [524EITRITH
DIO5FRICEHALTHEL., #NOBOZENT L& [BESINDHERCABLEZEAS T &
[BEROMEME S DB S IC L o TaEYAWEAK SN D Z &) [SU7 R M2 B E A 7= FEE R
KIS INDZ &) F FAMGHOEERHICOERN D 2, BBE 6 |ITIE. BEEDOHIT
BOLFENELOSNTHO, FERTICEL T, FAEOENERNSED. MMt TFRS
BT B BRI EHE A AED AR - AZET GRIBRMGED RIS E S I EENRDSNTND,

BHEEEIL. HEIRGHREOBES R EELE HOAMU, NZQATHEZITO N, #
HIREBEHOPIZIE, HHEMERMSEENTHO, MEZTOLRWMFIEICET 23 M2 REAN
T YA N EIZABINTNS (NZQA, 2023),
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Dby Za—2—=5 2 RZBWTE, #E - IIBEZRINEE L. EHEANOBEYSSHIENRFED
TEHEO—DELTHESINTVWD, RTEBREICHD Z &2, F4 - BPEZT ANKE &
LCORBREN LT BT LT, EHEMEHHAH LT N TN S,

4 KZHOFEMICHES
(1) BEDOKZENOFE AT DO

KENTBOFEEHNL TOFRITMA T, RFEIMTOFEENS OFEEZIIHT2ERONH T 5N
T, LUFTIR O EMEORENGAMAZKIRL, LS, BT EOREER
LTn<,

FITMLIRTHED, 12752 KT, ZEOFALEIOIALC—FHFINTHBD, (>F75>
ROETOEFBERHOFENFATES, HLTH2 - 3ITRTED, F7 27 ZhEICSH
WTIE, HFRADONESLHB, FEEDES) - MEFREKEEFICR DA OB L TEONM? < i T
N5,

BH S 4% R

= U S5 RIS A /
2 N

(BAZIBTH50EHR) . SENE R IR
ﬁ P EfF ik Al ki ﬁ%ﬁﬁ(ﬁmﬁﬁ%]
y OOIRL | #tomm A BB SR
 Bigiong | HEOEOFHET-HBRAM B ERREMBOREE
g o THRITH SO
T RFEOHBDHAEIC

T SR \_

[SHRFREASEHE] 2320
DREEHFZ N DK

B1 A2I52RICBIBEENSKEICHT DHBENDEINMICEH EEER

OIA, WRIAWNAEDEHBZZTMNT, et EERFOMEMEL, FEOFNrZIEN L
RO HEITIE, RENAMEOSOMIEEZ, RPATERT 2HRZHFD, OIAOY = 781 b
(OIA, n.d.) IZHBWT, FHOFIENFEMICR SN, ISR EENECHEEMRE T 51E
HHE<DHENTND I NG, FMNTZEZBRANT 2FER, EENAEOX DU NLNEF
HICHDRETRARTH D, KLNFERITEEGTRE S NRN, AZETF Al LA H 5 12 B8
LTH, ENTFEICH > TEYNITHIS S NN ED D, FhiOZLTEICBEL TIXEERTH S
BN INTNS, SSICOIADERDHEFONMEINTHEO, FEOFPENRD 5,
EU B S O FESCHETRBEFEDRN B L Tah I &2bnd (K, 2021,

FNTIE, FEERFZOMEMET HWEZFOBROLL TR, F > T AL ®E z
RzLTwb, A=A S U TENRFACET 2FHFATHIBA > T A 2, T ORMNERE D REZ
EMOF T, SHICRMOBERBICHT 2EHIE, BEOED, #IA > T ITH



20236 A WO T 27

o [B4A4 2 7 X< ] (Oversea student Ombudsman) WG EL TENINT
W5,

N

¥ .
s BFROEHEFHE SN e
" - BARIHT 3T ML K% ke ]
F c SR/FEREOBR - BE %%
iﬁ . ;é;;;jsgfor practice, fE¥ P p——— ( IR
- « TEHARGE - MALRR % CELE P eV
)]
#” S A-2+3)THS - HAEERL
= _ . - > 1 . 3
7 REH - RUREFMTI2 L }/ { AT HE R (ACCO)
= BEhE
[ REOHBOHIS \ / WEHAEHE - AR
P¥ 51 (TEQSA)
TEQSAE}.&/HESﬂ%ﬂ?OZli:i&ﬁT%ﬁiﬂ?f cEELRIHNE, RVERISEIPEASORERZIZLS,
-(Ex&;l #7412 B8 5 BRI Australian Skills Quality Authority
AS0A

B2 ZMICBIFRRENSKZICHT BEBENDZNMICMESE  (FEER

ER 37 4R

( B¥H. ZOREH ;
HEWEAIG LA, XALRIC @) E‘“‘Li\'-ﬂ-[ iStudent ]

EHGEDEEE LVESIE, AEF (L @FERAt)
BEEETNIQAICRIL THEE

¥ ryers e

& r202|-‘f—?5(ﬁ‘ﬂﬁi‘§%ﬂ?§1 B _.[ = V-3 FREEER (NZQA) ]
F S L RBIE>THY TXvy, ARASALS
7 PRNERE %ﬁﬁngﬁqﬁ:{g) —_— W

% w ' o mEsmnenman o) |
2} ! i
S

E

202451 A LiEE, TEDRE&iStudentiz 4 -
Zh. Study Complaints & £HEEFE

= =
[ AFORROR ) > —2-U-5> FUIFE2R (NVCO)
B¥ 5 MRl ) ##R. University New Zealand (UNZ)
HEOPUORELRET 5L S o /' TINZCBRRLAVEARA > T Av e
HERBESELLTVALNE I IE CHBICEL LTI, BEHFERS (TEO)

- TR BAOHFRMOESIINZQA

M3 Za—2—5YRICBIFEZENSKELCHT EHENDZNAMGESR EEER)

BRBA—ZA TV THEEA L TA L, Za—P—F 2 RF T A< 2 & T [Australasia
DRZICBIT2HEUHEDORZA N T T 57 1 %] (Commonwealth Ombudsman, Australian
Capital Territory Ombudsman, 2016) ZREL THO, WEODOF > T X< > O S HAEIELE
HRENENWZ D, ZELT T THA N EORENORNZ LSRR, KFCHET 2 ENDORIES
WWBNWT, Za2a—Y—F 2 ROA T 0%ENT. ZMNZETHMETIER N, FiRom@o,
Za—Y—F 2 RITIE FEOHADZEIIET 5 REOELERIE < > =R EIREBHENTEE
THIEMNS, BEOEBETHDNIQAN, EHEADMKRICBNWTID FEAEH ZH > TH
HEEZLND,
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(2) ZHEDOHEEEINREORES

RERPZHINEZE OHBEHERNICED 2 EEIL. 1275 > RIZBWWTIZOIA QKL TH
TTHNTNDEN, BN« 22— —F > RIZBW T, BRI SEEAENE I NITL > T,
HNLCTROMNRER S, ZNTBWTIE, ALK FHICHET 2 EIIENE - B2t 2MbT4 > T
R UANHSLTAABETH 2%, FATHEBIICRIL Tid. BREDOAZRNRE LERELF > T
A, EITHBEHERICED S EBEZIMIT T\ D, BT HE BT 5 ENE DR S
IR 23BN THRIZ. [F—ZA T U 754 - HEHEZES] (Australian Competition and
Consumer Commission: ACCC) MENINTWS,

Za—Y—=F 2 RIZBNTIE. BEEIFES6EICHE D &, HEEHERBIH O Ky Gtk 2455 11
SEUTERSAN B SN TV S, E-FREIICBWTIE, FEOHEMDLZEOREICE L, Btz
RELUHIENETT AR TRHESINTELA, anbO@0, G4, B EENEZ SRR
IRHIENEBITHTH 2, HEEHFICET 2 EEMINCEL TS, 20164FI1C [FEF#E DK
T 5 Ak A F— 2] (International Student Contract Dispute Resolution Scheme Rules
2016) RSN, 20214FICENAEZ /G & LA ARE N, Z0O%20234F 8 AiC [EIN4E
EHEEDOEKITET 24 F PR X F— L] (Education (Domestic Tertiary Student and
International Student Contract Dispute Resolution Scheme) Rules 2023) ~N&ffEE I N TN
%o ZHUTHEW, 20164ELARREE L © ORISR U 2 B 2 Rt SN T E . RS
LI E P24k Fair Way Resolution Limited &, 20214EIZ3%E O ENEN RO [EHEHEH UL
HHRES (TEDR)] OHEEZEHA L. 20244F 1 AN S, £%FAEN S ORKEREH O FHHEMIRR N %
HETDIENT TV AFEATH S, BFEEMTOBODLMIT [{Student] TH > /=71,
2024F:LAR#1E [Study Complaints] EAMAEETETH D, mPREFAEFT > T X<, iStudent
EBIZ, Tz THA b RSN HERICEDE [REBOLVWREL] ITHETHAELE<
ZIHFIF T3 (Commonwealth Ombudsman, 2022, iStudent, 2023).

(3) BREDFRIL - ERAEEDEE

TR P BN T, EEBERBEORGE - BRI DX 72 2 %ENT, SBEREN TGS
WHIZEA D B HUEEN 2L TNWD T EE2FHET 2 2 EICH 20, BASLEMNS OFFA ZEHEZT
T oHEES AL TnD, FEXEA VT2 RIZBWTIE, RZFORIMA [EEHE %
BRI BRI S RWERE (concerns) 2d 2 HG, FAESCHERK, £ OMBAFRFEIL.
ZTDOEEOfSICHAMT LA DH D, OfSIZ, ik - AEFOKEITAES T, L D%EAER
A AREEZEC S22 RENEVEHH I NEHEDOHRIT, RENOHRAERLN AZITD
(OfS, nd). ZMITBNWTH, TEQSANHUDOHAEZH > TH D, KR¥ENHESHAADEK L
TWAHRRMEND LA IR A 22T, BARFEREZBE D 258 I3mNeEInsg, —a—
P—F 2 RIZBNTIE, FIRO@ED. FRIHERE TH 5 NZQADWHERBHEOEE&ABH-> T
0, BELEMOBICET 2HFAICDNTIL, ZRG5EFDE MR %2 S New Zealand Vice

Chancellors’ Committee (NZVCC) GEAM [—2—Y— 5> RE¥ES:#| (Universities New
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Zealand: UNZ)) 282175, UNZOD x 7HA N BT, BERBECTHS 5 ELURN, EH
FrEFHA%TH 2 2L L THEEEZZITATI TS &0, NRICK S TE, 20O
BMENIND I LR ENRLMIN TS (UNZ, nd). L-BERBENOBEEOR »E2HS [
HLHEEES] (Tertiary Education Commission: TEC) . HBEBH DR 22T 5BOEREIC
HOKEE IO I LORMETO TWENEINZERLTHB0, EHNRE=s Y > 7ITA
TEPMDEB S Z T TS (TEC, nd.).

FRAE - BRSO T HAL D) E O 24 T 2B O IRIE, RPN L —EREOmRKE N 2HDO &
BEZ5NED, KRN RIIHER - FrEOHFICKORENTH D, EMBHEEFTIES T,
BRI EE DA SRR Offk 2 HR) & L 72 H D TR,

5 RE-8&M -Za2—2—-52 FOEFBEMCEHORFHEBERNDRE
(1) FIEXSAEFDOYFH

EEITROMER O 5 BURHI T RBUF O REILEORHEIC XL > T, Z0hEOESHEKE OB NN
FORVBUEE —TIE7R WA, E IR O EAR 2T IT B R AL VD, REEHERENENTH
22a2—U—I7 2 RIEbHEXD, HAHIOZND, EVENSBEROBRWERERIIBNTS, AEH
BT BT B SRR O BIEAEMICME DT 6N TH 0, £7/2 BAMNESLKAEEZ KT B
&, BIREEST 2 AE B OB EREME & T 2 30GE - BORGEDILA NS 2 Z & T, wHHHHL AN EFE
RILTHE—-IhTW5,

BREBESTHRENT 2 71 M EICARBIN., S5ICTRICET 2HENDOEMNER 2 KFEI
BT ZEICKD, BAKOH S, FIHLLTWHEHADRERL TS, IN6Id. FENFEHT
% 2 EEARRICT B2 TR <, MRS EBICET 2BEGREMOMADILFMITDRN DD, M
EOFRCRIRRICBRIIDEEZERZEND, EEREFONBHIEOHRERES . BIRICES KR
Mo FMEEINTIC T AN L — 3 > 2R ZFENE T ST R - SRS o2
UPEDFHL - MFEE SRS AN 5175 L THOHETH D,

—77. HBRAHEIE D &S WA ZE D =AEICB N TH, KN OB O AT R >
T2, FICRACHET 2 8 ES IR L U BN REBE SN THaWA Y =27 ZpEE, #HiT
THRMEMITE DML THB O 2GR AIT < W, K72 S HEBE O P 2 8 PO MERR I © TR
BNPESDZEEF, ZEOHEANSIZOMND I WIEEMENH S, T UZBEAIICEL TIE, B
WERH ORILPLHD 5 5 Fh D THBRENEEZKFEITKD D ZETHENAHENTNDHDD, %
E OBIHFAGIE & OBEAHEZRBIRNS, DAV TVHIEZNWNICEBHSEL00HMEE VWA K

Do

(2) BZEADOIMG
HEEOHAREICETA2HEEZ AT 47 27 ZhEIL, BHEMISICBW TS, %A ICh

BLUIZEENRTENTND, SR UENDBLE, 518 B AL T OHENSRIZEE Y 2 M A BE R
DEEELTHREND Z 8L, FRICHRADIBVELEZT AN L TEETHS D, =5



30 R E BURDTSE F145

ICHE T, REEETEREEEZ MR E LIAANTRODNHBREMINTND LD, FKROR
O DRNWEEEDBEICBWTHHENRRTH S, INH5OERITE. WEICBWT, EEZEEMN
EOBEELPERE RO EEENEMNT 29T, B4 OHRMNRE S NI HhaMEl L 722 &%,

UK L THEOBEERBONTE I ENnHDHEIND (A, 2012, Ramia, 2017).

—H. BEZ 21—V =T 2 RIZBWTIE, #¥4E LENERT OEHEZKA L T BhE s
51, BEENOEENFELRZDO5</R02D0H5, BPEKROEZOS, BREHEZED
NS, EFELENEENWDIROGHEEZRDE TS AREMENH D, £UEPFEND
FLREIL. ZEEROIA) UL EDE, 77 AREOREE WS, @WEO XD JEWBERO
THEDLNTITLKZEDRERBHA D, LNLENS, EIREZBAZ TESEFED, A OMEER
MBMBIZEN. E2EHS O ZSFLEE EIFIC< WHEEIZ, J0F @Ik TEE/FED &
8oL TATHH D, BHEOHERIREICET SEmNZ L <. HEEHEbEALTVRNWHAD
BRzBEZD L BAORFICH > THEENOEEBIRIRNMERVWEEEVWA D, HiE
OI—2%%2HBEL. AARENZHDTICHEZZTANDBEREIE. HHREANDEH RIS
2 SREEEERE O R AR TR E, HARDKF ORI % B F 2 72 BRI EHEO BT 6 HED 204
ERH DA,

(3) SEICAIFT

ABTRLEZEDIC, ZEICBWTIE, #AEOHEBITHIET 28042, K¥EOEZMRIET S
ETHRERWRZDDOE L TLEMTTHO, KEERHRL LR RS 2720 OE & BEHKE
DEENHETH 5, MUTHATIE, 4N SOFHENRZEHEICEE DT SHEITR, K%
AMEOBAELTHEID BTN TEET (Z&ZE, RFWHFE T - A5, 2023, K%
K2, 2023), MIEZZZBITED 5 2 FB - SUNCHIfFTE 2 KEEZ D 2 LI3E S TR
BV, 2O URIIE. ENAEIZS EXD, WIERLTEEFEDOUROERNEIREA BENSKDF
ADORIZIE, EOXDITHBTZA DD,

HEHEDHEENEEZHE DD, KENEBOFIE - THiE OB 2ED D 2 S 3RHEE
ThHD, ZOFFEE LT, HHEMSICET 2 — L 2REEED SROREOHELIRD 5N D,
AT, PO ENKFEADHEABNBETH D5, F > T A HIEENHERMTRBL T
BROWHARIZBNT, KENOMIEZEEL, RIEZRDDAEZ EDOL D ITERE I T TN,
HlEE R Er EEEARAE SRS D,

EmICHo T, BERECHESEZNRE LZHEZEML. HEMEOEREICDOWTREN
WCHHRZTHZENETHETH D, SSHICHETHRARLED, v/ 0 - AL N)VOFEESHE
T EREABRVHERICBNTIE, BPEFESD, PHEOBMERLBDNS WHITHEmE D D
ZEMTEZNN, MbhiTnsiEs5,



20234 X 7

Zm
H

31
=3

1 JO0FHEOEEEZITSEED019FERFOT—FIZBNWT, OECDFEEAF. EEHHEHREEIC
J R ERIIZEIN 2 6 (284%), —a—T—F > R3fL (208%)., ®E 4L (18.7%) T
» 5 (OECD, 2023),

2 FEEOQAADQuality Code Tl [concerns] [complaint] [appeall ZOHEEZRL. [&
HERBD, HENDOI AT LARFHEICAILDIC. INSOHEEHBICERT 2 Z EMH
k5] (QAA, 2018) Lk RT3, X7 [grievance] ® [complaint] &FFE. &2 WiLif
FIFNCHWS N 260D 2708, ZMNDOTEQSAIL. [grievance] 1213, [FEAF RN L 72,
WENIE D) IR T & DEMARE] & [MROZDICERR 7O AZ26EELTLEHD] 2
SEN. %E% [complaint] £/-1% [formal complaint] &EEL TWw3 (TEQSA, n.d.b),
OfSid, EAD S5 RKFAD [complaint] IZIFFER LianAy, ZEKEEOETEIEEREFITHET
% [concerns) 13235 &L, @Wi#&FZ2XHLTHNTWS,

3 20234ERF LTI, EEHE O-EHEICHB T 5Quality CodeDiFMIZ, ZJv b K, T x—
WA, AT ANT > RTIEBIERINTNED, 12752 RTREBEEBEICEINTHD,
24 F DRI Regulatory Framework 223252 /> T3,

4 SCEREE (2023) O@EH [HEURZANBIOIEBREHOME] ITbALNIMO., BEHK
B DEALIIIEFEE B OMIANICIR 53, EAEDOHERIREICE T S HAITZ L,

51 R 3Rk

BHARRLF2012 [F—A T U T OEEEZTAN - XBRITBT DB ERFOEE] [BBHEER
it - fREDTIE] 14, 63-74.

Commonwealth Ombudsman, Australian Capital Territory Ombudsman 2016 Complaint
Handling at Universities: Australasian Best Practices Guidelines https://[www.ombudsman.
gov.au/__data/assets/pdf_file/0019/37351/University-Complaints-Handling-Guidelines-
April-2016.pdf (20234 9 AH19H &)

Commonwealth Ombudsman 2022 Annual Report 2021-2022-Oversea student Ombudsman https://
www.ombudsman.gov.au/__data/assets/pdf file/0032/116996/Commonwealth-
Ombudsman-Annual-Report-2021-22..pdf (20234 9 A19HEIE)

KPR - FO2 52023 R 5 EHE 5 K W B B S8 GE RE il B O 3% A 52 i 3218 hitps://
www.niad.ac.jp/evaluation/media-download/6199/ 4 ac 7 ce45384cc46a/ (20234108 18H
79

REFWFE S - ARG nd. &% 8F TS 2 HE Rk B 6% 55 25 H O IE o [ B i 1%
https://niadqe.jp/glossary/5295/ (20244F 2 H10H &)

REFHE 2 2023 REEEVE [k - FEIEE] RO [FHEORA] (1 5 E3HEH)



32 R E BURDTSE F145

https://www.juaa.or.jp/accreditation/institution/standard/ (20234£10 8 18 H &)

Department of Education and Skill 2003 Future of Higher Education http://www.
educationengland.org.uk/documents/pdfs/2003-white-paper-higher-ed.pdf (20234 9 H19H
Fik)

Department of Education n.d. a. Education Services for Overseas Students (ESOS) Framework
https://www.education.gov.au/esos-framework (20234 9 A 19H K'&)

Department of Education n.d. b National Code of Practice for Providers of Education and Training
to Overseas Students 2018 https://www.education.gov.au/esos-framework/national-code-
practice-providers-education-and-training-overseas-students-2018 (20234F 9 H19H &)

ARAS X 2020 [H0E &7 8D Eei & BOE OERAE - @58 E ] FEARMK T ki E T4 —
ARZUT « Za—TY—F > ROEE] HEE pp.158-169.

Healey, M., Mason O’Connor, K. & Broadfoot, P., 2010 Reflections on Engaging Student
in the Process and Product of Strategy Development for Learning, Teaching, and
Assessment: An institutional case study, International Journal for Academic Development, 15 (1),
19-32.

BENKEE 2008 [HODEDRFEEITBT 2R 2 OEBRATREM 2 H0IC] TREBEERE]
30(1), 103-108.

JEN R 2012 [RZEE TS 22ESMOEREZOME - /)LD = —OFEFzLIT] TRE
amAE] 43, 255-270.

iStudent 2023 iStudent Complaints’ 2023 Annual Report https://[www.istudent.org.nz/resources/
istudent-complaints-annual-report-2023 (20234104 3 H %)

Jackson. J., Fleming, H., Kamvounias, P., & Varnham, S. 2009 Student Grievances & Discipline
Matters Project: Final Report to Australian Learning and Teaching Council. Sydney: Australian
Learning and Teaching Council

Kamvounias, P & Varnham, S. 2010 Legal challenges to university decisions affecting
students in Australian courts and tribunals, Melbourne University law review, 34(3), 140-180.

WBEE 2021 [ F U Z] XEERFEE R [BEHE H18%E #AEOEEFAF] HaE)E.
pp.114-171.

=HHmm 2022 [FEEIZBT 2 EEFEEOERIENOI A 1 FEOEZRHW LTS EGICER L
T | https://[www-overseas-news.jsps.go.jp/wp/wp-content/uploads/2022/06/2022.08.r1.miyoshi.
tomoka.pdf (20234 9 A27H &)

XHASEHER 2000 [ REICBF2EEEEORELFKICDODNVT @E)  FEDVGIC
No 7 R¥ DL 0 &2BHEL T http://www.mext.go.jp/b_menu/shingi/chousa/koutou/012/
toushin/000601.htm (20234 9 H27H %)

XEREIEA 2021 [0F0 2 EERFREHERFERE RIS 5 RFOERIES AT LITE
T HHEMIE] HMEE] https://[www.mext.go.jp/content/20220324-mxt_koutou01-000015933.



20234 X 7

Zm
H

33

pdf (202349 A27THEIE)

SCEHRBNEE 2023 [THME A A O Y 722 AN K OIEREE B OMIKZICDOWT GEAD | https://
www.mext.go.jp/a_menu/koutou/ryugaku/1325305.htm (20234 9 A 19 H RiI%)

HIREF 2004 [R2EA > T XX Uil & HARDKANOEA RN [REKFEIY &) > Tt
>y —ifi#] 33, 15-30.

HIHET 2020 [RAICTBITBDNT AR S DRG] [REREFER G E > & —H/E] 49,
63-71.

New Zealand Qualification Authority (NZQA) 2023 Complaints and critical incidents
Reporting and publishing data in your self-review report
https://www2.nzqa.govt.nz/assets/Tertiary/The-Code/complaints-and-critical-incidents-
reporting-and-publishing-data-in-your-self-review-report.pdf (20234£10H30H)

New Zealand Qualification Authority (NZQA) n.d. The Education (Pastoral Care of Tertiary and
International Learners) Code of Practice 2021 https://[www.nzqa.govt.nz/providers-partners/
tertiary-and-international-learners-code (20234£10H30H)

OECD 2023 Education at a Glance 2023 Sources, Methodologies and Technical Notes,
OECD Publishing, Paris, https://doi.org/10.1787/d 7 f76adc-en. (20244F 2 H18H)

Office of the Independent Adjudicator (OIA) 2022 Good Practice Framework: Handling
complaints and academic appeals https://www.oiahe.org.uk/resources-and-publications/
good-practice-framework/principles/ (20234 9 A17HR%)

Office of the Independent Adjudicator (OIA) n.d. Annual Report https:/[www.oiahe.org.uk/
resources-and-publications/annual-reports/ (20234 9 H17H &)

Office for Student (OfS) 2022 Securing student success: Regulatory framework for higher
education in England https://www.officeforstudents.org.uk/publications/securing-student-
success-regulatory-framework-for-higher-education-in-england/ (20234 9 H17H &%)

Office for Student (OfS) n.d. Office for Students notifications https://www.officeforstudents.
org.uk/publications/office-for-students-notifications/ (20234 9 H17H &)

MIESE 2006 [ FV Z2004FEEFBEE | X AMEOEMA, FAEMEEOREHRLN ? ] [HAH
REFRZERCEWFERHC 2] 51 (1), 75-88.

MHRE 2016 [HADESFHFIIBITZ [FAESE] OMEOHREHORA-H/ [FEEE] ©
ez ESIRA LN THEREBEWE ] 16, 1-12.

REGE 2005 [RRMNITHBIT 2 EEDORFEESIN] [RATBERERE] 9, 39-49.

KEGGFET 2021 [FEBEEBICBT 25505 OEHBAOIIEOIED 5+ B O 75 1% R ARl 2
WEATLH AORFITEAT 2 —FH] [ WAIRAAAEMKITHRE] 29, 39-47.

Quality Assurance Agency for Higher Education (QAA) 2018 The UK Quality Code for Higher
Education  https://www.qaa.ac.uk/the-quality-code#t (20234104 22 H RE'%&)

Ramia, G. 2017 Higher Education institutions and the administration of international



34 R E BURDTSE F145

student rights: A law and policy analysis. Studies in Higher Education, 42 (5), 911-924.

ARG, 2021 [ —A MU 7] XEEREE (R [BEMAEELNE #AEOREEE] Ha
)5 pp.378-397

HAHIESA 2018 [HARDKRFIZBIT DFESH « HIRGENDOZEHZFLEL T] [ REMIE ] 45,
17-30.

HHIEGL 2023 TNEREIRGEICEE T 22 EREK - A F U XADORFDFEEMET. EDOXDITHAE
REZZEEIETVL00] [HEEEBEWI] 23, 245-260.

Tertiary Education Commission (TEC) n.d. Monitoring Tertiary Education Sector https://
www.tec.govt.nz/funding/funding-and-performance/monitoring-tertiary-education-sector/
(202311 H24 H %)

Tertiary Education Quality and Standards Agency (TEQSA) n.d.a National Register
https://www.tegsa.gov.au/national-register (20234E11H 19 H ')

Tertiary Education Quality and Standards Agency (TEQSA) n.d.b Higher Education
Standards Framework (Threshold Standards) 2021 https://www.tegsa.gov.au/how-we-
regulate/higher-education-standards-framework-2021 (2023410 H 22 H &)

Tertiary Education Quality and Standards Agency (TEQSA) n.d.c Guidance note:
Grievance and complaint handling https://www.teqsa.gov.au/guides-resources/resources/
guidance-notes/guidance-note-grievance-and-complaint-handling (20234 9 H19H %)

Universities New Zealand (UNZ) n.d. Have an issue or complaint? https://www.

universitiesnz.ac.nz/quality-assurance/issues-and-complaints (20244F 2 A 13H &)

AW EH EEAETSE (C) 18K02410DBpk 22 Efin/=L £ L7z .



20236 X O T 35

Framework for Handling Student Complaints in Higher
Education Institutions: Developing an Internationally
Compatible System in Japan

Akiko ONISHI

Abstract

Listening to diverse voices is essential to improve the quality of teaching and learning,
as well as for university campuses to become safe places for all students. Improving
student complaint handling systems is also important for universities to meet diverse
student needs. As higher education institutions are extending their educational activities
beyond national borders, it is necessary to ensure that the system is internationally
compatible. However, little attention has been paid to the development of the framework
to better respond to student complaints in Japan.

The purpose of this study is to gain understanding of the basic framework for handling
student complaints in the higher education sector by examining publicly available
information in Australia, New Zealand, and the United Kingdom.

Despite the diversity and complexity of the higher education systems in three countries,
they share a common structure in which universities’ internal processes have been
developed and are maintained, based on national unified standards and guidelines. The
quality of internal procedures for handling student complaints is assured by several
external systems that review universities’ compliance with the standards.

Further discussion is necessary to establish a framework for Japanese higher education

sector to ensure that the procedure is accessible and meets international standards.






