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About this Report

This report provides an overview of complaints and alleged breaches of UNSW's Code of Conduct
and Values recorded in the university’s central complaint and case management system, CaselQ,
for the period 1 January and 31 December 2025. It analyses key trends in matters reported,
identifies emerging institutional risks and gaps, and outlines actions taken by the university to
address these issues and strengthen governance frameworks.

Reports of Gender-based Violence and Public Interest Disclosures are examined and reported on
separately.

Limitations

The findings presented in this report are based on data extracted from CaselQ on 15 June 2026.
The completeness and accuracy of the analysis are dependent on the quality and consistency of
records entered. Variations in data entry practice and case documentation may affect the reliability
and comparability of some information.

Disclaimer

Al-assisted tools were used to support editing of this report, with all analysis, interpretation and
insights developed, written, and validated by UNSW staff.

August 2026
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Introduction

The UNSW community comprises 86,235
students, 8,850 staff, many affiliates and
contractors across 10 campuses in NSW and the
ACT. Beyond being places of learning and work,
our campuses are also home to many students
who live in on-campus accommodation. We are
committed to creating a positive, inclusive, safe
and supportive environment where everyone feels
welcome.

This commitment is underpinned by the UNSW
Code of Conduct and Values (the Code), which
applies to all community members. It sets clear
expectations for behaviour, including acting with
integrity, honesty, trust, and respect; fostering a
safe, equitable, diverse, and inclusive
environment; and not engaging in unlawful
discrimination, harassment, racism or vilification.

Supporting this, the Complaints Management and
Investigations Policy and Procedure (CMIPP)
provides a structured framework for assessing,
managing and resolving complaints and breaches
of the Code. Where a matter involves staff, the
CMIPP is applied in conjunction with the relevant
Enterprise Agreement and other applicable
employment instruments.

What a complaint is

At UNSW, a complaint is a concern or matter
raised about UNSW people, operations, activities,
services or processes for which a response or
resolution is sought or required.

General enquiries, information requests and
feedback are not considered complaints.

Less serious/complex complaints (Local level)

SELF UNIVERSITY
RESOLUTION

Complaintis

Complaintis
resolved resolved at a local
informally and level with assistance
directly between from an appropriate
parties concerned UNSW staff member

2

ASSISTED RESOLUTION

Who can raise a complaint

Complaints may be raised by anyone, including
staff, students, affiliates, contractors, members of
the public, or referred to UNSW by an external
agency or entity.

Individuals may also raise a complaint
anonymously.

Lodging a complaint

Complaints may be lodged online, by email,
phone, or in person. Online submissions are made
through the University’s central system (CaselQ)
via the complaints website, accessible from the
University's homepage, from the footer of all
UNSW webpages, or via QR codes on SpeakUp
posters across campus.

The complaints process

UNSW encourages timely, local resolution of less
serious complaints where possible, including
raising concerns directly with the relevant person
or seeking staff support for early resolution. More
sensitive, serious or complex matters may require
formal handling by Conduct and Integrity or
Employee Relations (Figure 1).

Support services and resources

A range of services and resources are in place to
support students, staff and researchers to raise a
complaint or to report serious wrongdoing.

More serious/complex complaints (Central level)

UNIVERSITY

FORMAL RESOLUTION

Complaintis

resolved at a local

level with assistance

from an appropriate

UNSW staff member

Figure 1: Complaints process at UNSW — a more detailed diagram is available in the CMIPP.
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Overview of complaints management in 2025

Table 1 below provides a high-level overview of complaints raised against students and staff (cases) in
CaselQ over the reporting period 1 January to 31 December 2025.

Who the What Number Number Number unresolved* in
complaint the complaint was about received in closed in 2025 (with average
was from 2025 2025 number of days since
receipt)
Student Student misconduct 51 58 5(281.7 days)
Student complaint 773 742 72 (71.2)
Staff complaint 26 36 34 (656.5)
Staff misconduct 18 14 15 (129.3)
Research integrity 6 4 4(133.5)
Racism and religious 26 25 1(48.3)
vilification
Foreign interference 1 1 0 (0)
Other 17 16 2 (43.5)
Staff Student plagiarism 995 945 0 (0)
Student misconduct 731 833 44 (80.8)
Student complaint 58 53 6 (182.1)
Staff complaint 147 135 154 (286.2)
Staff misconduct 33 21 28 (202.9)
Research integrity 61 45 26 (155.8)
Racism and religious 16 14 4 (56.9)
vilification
Other 25 23 7(326.7)
Public Student misconduct 10 9 1(30.6)
Student complaint 113 109 6 (94.9)
Staff complaint 24 16 20 (219.4)
Staff misconduct 14 11 6 (229.8)
Research integrity 8 9 4(227.7)
Racism and religious 86 80 6 (40.9)
vilification
Modern slavery 1 1 0 (0)
Other 98 93 13 (117.8)
Public Interest Disclosures 85 116 159
TOTAL 3,423 3,409 617

Table 1: Overview of complaints raised and closed during the 2025 reporting period. *NOTE: Open cases, including those raised in
previous reporting periods.

Key findings and trends

o The SpeakUp Strategy, now in its third year, is how UNSW seeks to make cohesive, well-recognised
reporting pathways available to every member of its community. It encourages students, staff,
contractors, alumni and visitors to raise any conduct that does not feel right to them, and is supported by
a campaign of posters with QR codes in common areas (including in every bathroom on campus), by a
link at the foot of every UNSW web page to the complaints website, by sustained internal
communications, and by promoting the online portal to UNSW's enterprise complaints management
system, Case IQ. SpeakUp is intended to meet community members where they are, rather than requiring
them to navigate UNSW's internal architecture in order to raise an issue. The 2026-28 SpeakUp Culture
Strategy focuses on setting clear behavioural expectations and constructive communication.

o Total number of student plagiarism, academic and non-academic misconduct cases increased by 20% in
2025, rising to 2,731 from 2,274 cases in 2024.
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2022 2023 2024 2025 % change
2024-2025
Number of student plagiarism and 1,889 1,586 2,274 2,731 20%
misconduct cases
Students enrolled’ 66,540 70,238 82,272 86,235 4.8%
Cases as a % of enrolled 2.8% 2.3% 2.8% 3.2% 0.4%

Table 2: Annual comparison of student plagiarism and misconduct between 2022 and 2026.

o This increase may partly be attributed to the o
inappropriate use of generative Al, with an
11% increase in low-level misuse of Al and a
108% increase in more serious cases of more
serious misuse of generative Al. Instances of
contract cheating have continued to grow in
2025, increasing by 76% over the same period.
Further detail is set out on pages 6 to 10 of
this report.

o As noted in previous annual reports and shown
in Table 2 above, cases of student plagiarism
and misconduct continue to represent a very
small proportion of the university’s student
population, accounting for 3.2% of the 86,235
students enrolled at the university in 2025

o Of note is the rise in number of complaints
about unacceptable student and staff
conduct. The university received a record 116
complaints in 2025 of unacceptable student
conduct towards another person, misuse or
damage of university property or the
university’s reputation. Further detail is set out
on pages 10 and 11 of this report.

Similarly, well over a third of staff complaints
raised and investigated were related
unacceptable conduct, with some instances
arising from poorly managed or unmanaged
low-level behavioural concerns escalating over
time. The 65 complaints raised of staff
misconduct represent 0.7% of the 8,8502 staff
at the university. Further detail is set out on
page 13 and 15 of this report.

o The university received 50% more complaints
of research integrity, with 75 complaints
received in 2025 compared to 50 complaints
last year. As set out on pages 16 to 19, this
represents 0.95%° of researchers at, or
affiliated with, UNSW. Of the cases closed, only
seven researchers were found to have a minor
breach of the Australian Code. There was only
one finding of a major and serious breach of
the Code or Australian Code in 2025 compared
to 13 such cases in 2024.

1 Source: UNSW Annual Reports 2022 to 2025.
2 Source: UNSW Annual Report 2025
3 Source: BORIS, the university’s research performance and metrics system
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The university continued to receive a high
number of reports of serious wrongdoing, with
85 reports received during the reporting period.
Further details are set out on pages 20 to 21

For the first time, the university is reporting on
the general, or ‘Other’, complaints received
from members of the public regarding staff or
students conduct, its services, activities and
operations. As outlined on page 22, these
complaints covered a broad range of issues.
Of note, a significant number of reports relate
to fraudulent credit card transactions linked to
UNSW student fee payments.

Despite the range of measures taken by the
university to prevent and address racism and
antisemitism, broader geopolitical issues have
contributed to a 61% rise in reported instances
of racism and 45% increase in complaints of
antisemitism at the university in 2025
compared to 2024. Further detail is set out on
pages 24 to 26.

Internal reviews were sought in 5% of all
complaints and investigation cases closed
during the reporting period. Of the 129
requests for an internal review 10 (7.8%) were
partially or fully upheld, indicating that the
university's complaint and investigation
processes were generally procedurally fair and
robust.

The safety and wellbeing of students, staff and
affiliates remain UNSW's foremost priority. While
the university supports and protects academic
freedom and freedom of expression, it also
expects all members of the community to
uphold the standards of conduct and integrity
that underpin teaching, learning, research and
professional practice at UNSW.

The complaints and misconduct matters
outlined in this report provide transparency on
the nature of concerns raised during the
reporting period and inform the university's
ongoing efforts to strengthen a culture of
respect, accountability and integrity.



Student Conduct and Complaints

This section focuses on complaints of student
academic and non-academic conduct and
complaints raised by students about their
university experience.

Plagiarism, Academic Integrity and
the Code of Conduct

UNSW takes a coordinated, whole-of-university
approach to academic integrity and student
success. Schools, faculties, divisions, and
Conduct and Integrity work together to promote
good scholarship, academic integrity, strengthen
assessment design, detect misconduct, and
support early reporting and resolution of
concerns.

The Plagiarism Policy defines plagiarism and
guides Schools in managing lower-level cases,
while the CMIPP provides the framework for
handling complaints and investigating potential
breaches of the Code of Conduct, including
serious student misconduct.

UNSW recognises academic conduct, from
expected practice to poor scholarship, plagiarism,
and serious misconduct. Less serious issues,
often linked to gaps in academic skills, are
managed locally through educative responses.

More serious breaches, such as serious-level
plagiarism, unauthorised Al use, contract
cheating, deliberate attempts to disguise
misconduct, exam misconduct, or falsification of
documents, are managed by Conduct and Integrity
under the CMIPP.

Managed locally
(by the School)
Plagiarism Policy and
Procedure

Poor
scholarship

Plagiarism Management

Low level
Plagiarism |

e.g. lowlevel unauthorised Al use |

.led behaviour

No breach

Educative approach to acceptable
and unacceptable student conduct

The university adopts an educative, proportionate
approach, emphasising early intervention,
restorative outcomes, and behavioural
improvement. Local responses may include
warnings, resubmission of assessments, further
academic integrity training, or mark adjustments,
with students referred to support services where
needed.

More serious or repeated behaviour is managed
centrally as potential misconduct by Conduct and
Integrity.

Conduct and Integrity maintains the university-
wide register to identify patterns and enable
timely intervention. Repeated breaches may result
in formal cautions or increased support and
guidance, with further misconduct attracting more
serious consequences.

Initiatives such as Courageous Conversations
provide students with a supported opportunity to
acknowledge conduct in a supportive
environment. Early admissions may be considered
in determining outcomes, reflecting the
university's shift from a punitive model to one
focused on integrity, accountability, and learning.

Managed centrally by Conduct and
Integrity

Complaint Management and
Investigation Policy and Procedure (CMIPP)

Serious/repeated instances of plagiarism
Unacceptable (non-academic) conduct

e.g. contract cheating & serious unauthorised Al use

Major/Serious
Breach of the Code

(Student Misconduct) :

Breach of
the Code

P === -

Figure 2: UNSW recognises expected academic conduct, plagiarism and breaches of the Code of Conduct as occurring along a

spectrum.
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https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/plagiarismpolicy.pdf
https://www.unsw.edu.au/assurance-integrity/conduct-integrity/unsw-courageous-conversations

Case management

Number of cases raised
this reporting period

Number of cases resolved
this reporting period
(median days to resolve)

Number of cases
unresolved* in 2025

Student Plagiarism Q05 045 0
Student misconduct 792 900 50
Academic 695 816 40
Non-academic 97 84 10
Student complaints 044 904 84
Total 2,731 2,749 134

Table 3: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in

previous reporting periods.

Student Conduct: Findings and trends

Student Plagiarism

o Reports of ‘Poor Scholarship’ and less
serious plagiarism dropped by 25% (995
cases) in 2025 compared to 2024 (1,334
cases). This represents 1.2% of the 86,235
students enrolled at UNSW*.

o This drop in records and reporting of
plagiarism may be attributed to unauthorised
use of Al being more difficult to detect.

o Of the 995 cases recorded, 95% (945 cases)
were closed in the same year. Of the closed
matters, 94% (893 cases) were found to be
substantiated.

o Low-level misuse of generative Al continues
to be the most common form of plagiarism
managed by Schools. Over half (53% or 474)
of the 893 substantiated cases of plagiarism
involved misuse of generative Al. This

represents an 11% increase on cases in 2024.

o The Faculty of Engineering was the most
active in detecting and recording plagiarism
(241 cases of 22,869 headcount or 1.1%),
followed by the Faculty of Arts, Design and
Architecture (216 cases of 15,852 headcount
or 1.4%), and the Faculty of Law and Justice
(164 cases or 5,538 headcount or 3.0%).

o Just under half (48% or 400 of 893) of
plagiarism cases were at Moderate level®. Of
these, the most likely outcome was a mark
cap of 50% of the assessable work, with 0%

4 Source: 2025 UNSW Annual Report

5 A Moderate level of plagiarism is defined in the UNSW
Plagiarism Policy as more substantial plagiarism by an
inexperienced student.

(fail) for the assessment for more significant
levels of plagiarism (Refer to Table 4).

Penalty/outcome Cases
0% for assessment 183
50% cap for assessment 169
Mark for original content only 161
Warning with mark reduction 104
Resubmit with mark reduction 95
No penalty 59
Resubmit with 50% cap on mark 58
Warning with no mark reduction 43
Resubmit with no penalty 21
Remedial educative action only 15
Resubmit with grade drop 1

Table 4: Penalties for less serious plagiarism — NOTE: More
than one outcome may apply to a case

Student academic misconduct

In 2025 Conduct and Integrity closed complaints
and investigations into alleged serious academic
breaches of the Code against 798 students. Of the
798 cases:

o 684 cases (86%) were found to be
substantiated or partially substantiated®

o 81 cases (10%) were found to be
unsubstantiated

32 cases (4%) did not proceed due to insufficient
information or evidence or were referred to the
local level to manage.

This represents 0.9% of the 86,235 students
enrolled at UNSW.

6A finding of ‘partially substantiated’ means that the
allegations or concerns raised were substantiated in part.
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Table 5 below provides a breakdown of
substantiated and partially substantiated
instances of student academic misconduct cases
by type in 2025 compared to 2024.

2025 2024
Total Academic coursework 421 368
Contract cheating 210 132
Unauthorised use of Al 125 60
Serious plagiarism 65 176
Fabrication 6
Impersonation 5
Other 10
Total Exam misconduct 192 280
Unauthorised material or 100 49
property in exam
Unauthorised 61 118
communication in exam
Unauthorised use of Al 14 98
Other 17 2
Total Falsified documentation 71 56
Admission and conferral 10 11
Course related 46 45
Other 15
Total 684 704

Table 5: Annual comparison of student academic misconduct
cases by type in 2025 compared to 2024.

NOTE: 'Other serious plagiarism' includes collusion, copying,
self-plagiarism and inappropriate citation

Serious level plagiarism, where all or almost all
the submitted work was plagiarised or was not the
student’s own work, increased by 14% with 421
cases in 2025 compared to 368 in 2024.

Of note is that:

o Contract Cheating continues to be of concern
with more students engaging a third party to
complete submitted work on their behalf than
in 2024.

Most (31% or 214) of the 684 substantiated/
partially substantiated cases of student
academic misconduct cases finalised by
Conduct and Integrity involved contract
cheating. This is 62% more cases than the
132 cases in 2024.

The university continues to observe contract
cheating providers helping with both written
assessments and responses to misconduct
allegations.

Contributing factors and measures taken to
address this issue is set out on page 29 of
this report.

o Serious misuse of generative Al, doubled
from 2024 to 2025.

Substantiated/ partially substantiated cases
of serious level misuse of generative Al, where
significant portions of submitted work
involved the use of generative Al against
course instruction limiting or prohibiting its
use, rose by 108%, increasing from 60 cases
in 2024 to 125 cases in 2025.

As indicators of potential contract cheating
often overlap with those of generative Al use,
some cases initially referred to Conduct and
Integrity as suspected contract cheating were
subsequently substantiated as misuse of Al.

o Of note were instances of fabrication and
impersonation in coursework in 2025.

There were four cases involving course
related fabrication, involving students
fabricating descriptions of tutorial activities or
references, which did not involve contract
cheating or Al use.

There were five cases involving students
arranging or paying for another person to
attend classes, or undertake an assessment,
on their behalf.

o Exam misconduct cases fell by 31% in 2025,
with 192 cases, compared to 280 cases in
2024.

Of note is that the type of exam misconduct
has changed in the last three years, reflecting
the transition from online back to in-person
invigilated exams.

The number of instances of unauthorised
communication during an exam halved in
2025, with 61 cases, compared to 129 in
2024.

While there were fewer reported cases of
unauthorised Al use in exams, with 13 cases
in 2025 compared to 100 in 2024, instances
of students with unauthorised materials or
property in exam rooms doubled in 2025, with
100 cases, compared to 49 in 2024. In most
cases, students were caught using their
mobile phones and with written material and
notes during an invigilated exam.

Of particular concern was the detection of
concealed electronic transmission or receiving
devices used by students during exams.
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Hidden Devices, Hidden Risks: A new risk
to exam integrity

In 2025, UNSW identified an emerging integrity
risk involving the use of concealed electronic
devices during examinations. Concerns arose
during a major exam period across several
large Computer Science and Engineering lab-
based exams, where use of cameras, earpieces,
and similar devices were detected or
suspected.

The incidents included cases where exam
questions appeared online during or shortly
after exams, and one where a student used a
concealed camera and earpiece to receive real-
time assistance during an exam. These matters
raised broad concerns about potential
organised activity by students, or third parties,
aimed at capturing, distributing and potentially
on-selling exam content. The risk was
heightened in large lab-based exams run across
multiple sittings with shared questions. While
existing controls, such as student
sequestration, have been effective historically,
rapid advances in technology have introduced
new vulnerabilities.

In response, UNSW has updated exam
questions as required and applied additional
controls, including strengthening invigilation,
providing clearer student guidance, and is
considering using detection technology. These
incidents highlight the evolving nature of exam
misconduct and need to continuously review
and improve assessment design, invigilation,
and integrity assurance processes.

Figure 3: Concealed camera (left) and earpiece (right)
confiscated during an exam

o Cases of falsified documents increased by
62%, with 73 cases in 2025 compared to 45 in
2024.

The number of falsified documents submitted
as part of university admission remained
relatively unchanged, with 10 cases reported
in 2025 compared to 11 in 2024.

In contrast, cases involving falsified
documents increased by 66%, rising from 38
cases in 2024 to 63 cases in 2025.

Emerging risks of unverifiable medical
documents

Conduct and Integrity identified an increasing
risk of unverifiable and sometimes falsified
medical documentation used across student
processes, particularly for Special
Consideration, fee remission, appeals,
complaints, and misconduct matters. Many
certificates, especially those obtained online
or overseas, were difficult to verify and
lacked sufficient supporting detail. To
address the associated academic, financial,
equity, and operational risks, Conduct and
Integrity worked with Student Case Reviews
to recommend a more consistent and clearer
set of documentation standard across the
university to ensure stronger verification of
overseas and telehealth certificates, and
flexibility for exceptional cases through
additional evidence.

UNSW Business School was the most active in
detecting cases of academic misconduct (224
substantiated/partially substantiated cases of
20,381 student headcount or 1.1%), followed by
the Faculty of Arts, Design and Architecture (182
cases of 15,852 headcount or 1.2%), and the
Faculty of Engineering (103 cases or 22,869
headcount or 0.5%).

Contract cheating was the most common
misconduct type in the Business School (42% or
95 cases) and Faculty of Arts, Design and
Architecture (55% or 100 cases), while exam
misconduct accounted for most cases in the
Faculty of Engineering (62% or 64 cases).
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Penalty/outcome Serious plagiarism  Serious breach Total
No formal action/penalty 35 10 45
Formal warning/reprimand 15 17 32
Apology 1 1
Resubmission or corrected work with a capped mark 1 1
Mark capped at 50/100 (50%) 8 20 28
Other reduction in marks 2 2
Fail (0%) for assessment 253 115 368
Fail (OOFL) for course 816 88 904
Suspension from university 35 11 46
Permanent exclusion from university 28 9 36
Revocation of an award (e.g. diploma, degree) 1 1
Not recorded 11 4 15

Table 6: Penalty/outcomes for student misconduct involving student academic misconduct (serious level plagiarism and breaches of the Code)

NOTE: More than one outcome may apply to a case.

As shown in Table 6 above, a fail for the course
was the most common outcome/penalty for
student academic misconduct. Conduct and
Integrity issued this penalty more than 900 times
in 2025, typically for instances involving contract
cheating.

Suspensions, a severe penalty for serious
breaches of the Code, were imposed in 46 cases
in 2025 compared to 13 in 2024. Of these, most
(76% or 35 cases) were the outcome of contract
cheating.

50 46

45 P

40 35 36
33

35 \

Number of cases
B R NN W
o o o0 o U O
N

o

2022 2023 2024 2025
Year

e Suspensions Exclusions

Figure 4: Annual comparison of suspensions and exclusions

A permanent exclusion from the university is a
last resort penalty and is only applied to the most
egregious behaviour, commonly applied to
instances of admission fraud and large-scale
contract cheating. As shown in Figure 4, Conduct
and Integrity issued 36 exclusions in 2025. Most
(75% or 27 cases) of the exclusions were issued
following an investigation finding of contract
cheating across multiple courses.

A finding of student misconduct involving contract

cheating by a recent graduate resulted in a
revocation of their Diploma as they did not fulfil
the requirements of their qualification.

Student non-academic misconduct

Non-academic misconduct refers to breaches of
the Code which do not relate to academic
pursuits, such as unacceptable conduct towards
another person, misuse or damage of university
property or the university’s reputation.

In 2025, the university received a record 116
complaints of non-academic misconduct, most
involving a UNSW student’s conduct towards
another person. Cases included students:

e engaging in antisocial behaviour or poor
interpersonal conduct

e being aggressive toward staff and other students

e engaging in disrespectful or unacceptable
communication online.

As shown in Figure 5, non-academic misconduct
complaints and cases are trending upward.
However, it represents 0.1% of the 86,235
students enrolled at UNSW.

140
120
100
80

60

Number of complaints

40

20

2021 2022 2023 2024 2025
Year
= Received = Substantiated

Figure 5: Annual comparison of complaints received and
substantiated/ partially substantiated over 2021 and 2025
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Conduct and Integrity resolved and closed a
record 102 cases of non-academic misconduct,
including a high number of complex and
challenging cases.

Not
substantiated, Did not proceed,
8 cases, 46 cases,
(9%) (55%)

Substantiated,
30 cases,

36%) 2024
84 cases
Not
substantiated/
Dismissed, 10
cases, (10%)

Did not

proceed, 202 5

27 cases,
(26%) 102 cases

Substantiated/ partially
substantiated, 65 cases
(64%)

Figure 6: Findings of the 102 cases of non-academic
misconduct closed in 2025 compared to 2024.

As shown in Figure 6 above, most (64%) of the

102 cases of non-academic misconduct closed in

2025 were substantiated or partially

substantiated. In contrast, only 36% were found to

be substantiated, with most (55%) cases not
proceeding, in 2024.

Of the 27 cases that ‘did not proceed’ to an
investigation, four students were issued with
informal cautions or a warning, and four cases
were resolved through the Courageous
Conversations process with the cohort of
students taking responsibility for their decision
and actions on a group academic project and
apologising to the complainant.

Penalty/outcome Cases
No formal action 15
Apology 6
Informal caution/warning 4
Formal warning/reprimand 72
Restitution of damages 3
0% for assessment 5
Suspension from the university 8
Permanent exclusion 8

Table 7: Outcomes recorded for cases of non-academic
misconduct resolved or closed in 2025. NOTE: More than one
outcome may be applied/issued in each student case.

As shown in Table 7 above, educative interviews,

informal cautions and formal warnings were the

most common outcomes. These measures were

typically issued for low-level antisocial behaviour
and poor interpersonal conduct. Notably, 2025
saw a record number of suspensions and
permanent exclusions issued to students for non-
academic misconduct, reflecting the serious
nature of the conduct. These disciplinary
measures were applied in cases where the
conduct posed a risk to the health, safety and
wellbeing of the reporter of the conduct, or to
other members of the UNSW community.

Resolution timeframes

As Figure 7 below shows, most (47%) of the 900
cases of student academic and non-academic
misconduct cases in 2025 were closed within 2
weeks, with 63% (or 566 cases) closed within a
month.

>6 months 27 cases

Within 2 weeks,

422 cases
(47%)

>2 to 4 weeks,
144 cases
(16%)

Figure 7: Timeframes for closing 900 serious student academic and

non-academic misconduct cases in 2025.

The case resolution timeframes reflect the
significant caseload and case complexity
undertaken by Conduct and Integrity. Just under
half (47% or 40) of the 85 cases requiring more
than three months to over six months to close
involved allegations of contract cheating, often
across multiple courses and years of study.
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Student Complaints: Findings and
trends

In 2025, the university received a record 944
student complaints from:

o students (773 complaints, or 82%) about
academic or course concerns, University
policy and processes, or conduct of university
community members

o staff (58 complaints, or 6%) about student
conduct

o members of the public (113 complaints, or
12%), including prospective students and
parents of students, about the conduct or
university administration or processes
impacting current or prospective students.

This is a 51% increase on the 628 student
complaints received in 2024.

The increase may be attributable to higher number
of complaints from students about Special
Consideration and from students and staff raising
concerns about unacceptable student conduct.

The University closed 904 student complaints
during the reporting period. Complaints raised by
staff and members of the public about student
academic and non-academic conduct are
addressed separately in the sections of this report
relating to student conduct.

Complaints from students
Of the 773 student complaints raised by students:

o 389 or 50% were about university
administration or process. Special
Considerations continued to be the most
common subject of complaints in this
category with a 54% increase in the number of
complaints, rising from 57 complaints in 2024
to 88in 2025.

o 182 or 23% were about the behaviour of other
members of the UNSW community. Of these,
most (113 complaints) were about the
behaviour of other students. This was a
significant (59%) increase on the 71
complaints received in 2024

o 168 or 22% were related to academic
concerns, with assessment marking
continuing to be the subject with the most
complaints in this category but increasing by

29% in 2025 with 85 complaints compared to
66 complaints in 2024.

o 27 complaints related to facilities and
maintenance; and

o 7 complaints raising concerns of sexual
misconduct.

The University closed 742 student complaints
raised by students during the reporting period. Of
these:

o 365 complaints (49%) were resolved through
a negotiated outcome, with concerns
substantiated or partially substantiated

o 69 complaints (9%) were not substantiated
and were subsequently dismissed

o 308 complaints (42%) did not proceed further
as they were referred to the local area for
management, there was insufficient
information to proceed, withdrawal of the
complaint, or the complaint was assessed as
feedback or a query.

Resolution timeframes

>3 to 6 months
22 complaints,
(3%)

‘ 428 complaints

>6 months 9 complaints, (1%)

>2 to 4 weeks,
143 complaints
(19%)

Figure 8: Timeframes for closing 742 complaints raised
by students in 2025

As shown in Figure 8 above, most of the 742
complaints raised by students (77%, or 571) were
closed within 4 weeks. Of the 31 complaints
requiring between 3 and over 6 months to close,
14 (45%) were resolved through a negotiated
outcome, with the remainder not proceeding
further.
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Staff Conduct and Complaints

This section focuses on complaints of staff
conduct and complaints raised by staff about
their university experience.

Interaction between Enterprise
Agreements and the CMIPP

The CMIPP provides the general procedural
framework for how UNSW manages, and
investigates all matters (staff, student or other)
once a potential breach of the Code has been
reported. This includes triage, allocation to a
complaint handler or case manager and, where
appropriate, a formal investigation process. The
CMIPP also sets out the appropriate alternate
pathways for the management of less serious or
complex matters.

The Enterprise Agreements (EA) are the legally
binding employment framework governing the
relationship between UNSW and its employees. It
contains specific provisions relating to
disciplinary action for employees.

Accordingly, where inquiries under the CMIPP
suggest that disciplinary action is appropriate, the
further processes under the misconduct
provisions of the Enterprise Agreement must be
followed for the purposes of procedural fairness
and legal compliance.

Findings and trends

In 2025 Employee Relations (ER) received 233
complaints — consisting of 57 staff misconduct
cases (more serious matters) and 176 staff
complaints (less serious matters). Of the 233
cases, the breakdown of complainant type
consists of:

o Students (29 or 12%) primarily about the
conduct or administrative actions of staff.

o Staff (179 or 77%) primarily about other staff
with a minority concerning processes or
systems.

o External (25 or 11%) comprising contractors,
UNSW community members, and people
external to the university raising concerns
about the conduct of UNSW staff.

For staff complaints raised in 2025 the most
common categories were:

o Breach of the code of conduct or UNSW policy
(29%).

o Harassment or Vilification (12%).
o Workplace Safety and Environment (12%).

Policy/Code of Conduct breaches are a significant
driver of complaints — which suggests
behavioural and/or governance issues as root
causes. This reinforces the importance for the
University to ensure:

e  Education initiatives for staff on expected
standards of behaviour and policy obligations

e  Manager capability to identify and address
misconduct

e Confidence in speak-up culture to encourage
reporting of matters

The presence of harassment and vilification
breaches suggests physical and psychological
safety are also significant University concerns.
This highlights the importance for the University
to encourage early reporting and engage in the
timely evaluation and management of risks.

It is noted that the above categorisation data was
obtained from the case management system. It is
recognised that the current classification
framework would benefit from further refinement
regarding the nature of matters being reported.
Since December 2025 the ER team have been
collating more precise sub-categories of
complaint data which will be used in future
reports.

From January to September 2025 the ER unit was
undergoing significant changes in operations and
staffing including the creation of a dedicated
complaints & conduct function.

Furthermore, the unit’s revised operating model,
internal processes, and staffing has resulted in
faster triage, allocation, and case management
timeframes. It also enabled earlier identification
and escalation of matters to the appropriate level,
reducing delays and ensuring issues are
addressed more promptly. As no benchmark or
comparable historical dataset exists, this
assessment is based on the information available
at the time of reporting and informed by trends
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and observations identified over the past two
calendar years.

As a result, of these improvements, the unit is
better positioned to mitigate the risk of lower-level
behavioural concerns remaining unresolved and
potentially escalating, supporting more proactive
management of conduct risks and improved
organisational oversight.

Determinations and outcomes

Employee Relations closed 206 cases (39
misconduct reports and 167 staff complaints).
The outcomes of these resolved matters are
illustrated in Table 8.

Substantiated, 11 cases, (5%) Partially substantiated

14 cases (7%)

Unsubstantiated/ Unable
to be substantiated,
cases (8%)

Other*,
165 cases
(80%)

Figure 9: Outcomes of resolved cases in 2025

*NOTE: ‘Other’ includes complaints that did not proceed as they
were declined, dismissed, withdrawn, or referred to another area
or university process.

11 cases were substantiated while 14 were
partially substantiated, the outcomes of these
cases are as follow:

Outcome Number
First and final warning 2
Formal warning 1
Guidance and counselling 3
Referred for action under the Enterprise 4
Agreement

Termination without notice 1
Referred to another process 1
Other (i.e. no further actions, referred to 13

another process/area)

Table 8: Outcomes of substantiated cases

There were 142 complaints raised in 2024 that
were carried over to 2025, the following year saw
a noticeable decrease as 110 cases from 2025
were carried over to 2026. Out of 110, 37 cases
have been closed at the time of the data being
extracted in late March 2026, however, there are
matters still open as they are either undergoing
investigation, administrative processes post
investigation, or are being managed at the local
level by People & Culture Business Partners
(P&CBP).

A total of 27 matters raised in 2025 (Staff
complaints and staff misconduct) are assigned to
People & Culture Business Partners (P&CBP), 7 of
which are now closed. Matters may remain open
while the local resolution measures are being
finalised, as the focus is on resolution through
mediation and engagement rather than immediate
case closure. Additionally, as these cases are
often managed outside of the central case
management process, system updates may not
always reflect real-time progress, which can
contribute to a higher reported volume of open
cases.

Resolution timeframes

The average time to close a staff complaint was
206 days (median of 104 days) compared to an
average of 103 days (median of 85 days) for staff
misconduct reports. A primary reason for the
noticeable discrepancy were several staff
complaints that were open for an extended period.
Even when accounting for this factor there is a
prolonged resolution timeframe across both
complaint categories, this can be attributed to:
lengthy investigations and associated EA
processes where findings are substantiated,
earlier inefficiencies in triage and preliminary
assessment processes, resource constraints, and
referrals from other teams or areas being delayed.

Within 2 weeks, 12 complaints
(7%)

>2 to 4 weeks, 14
complaints
(9%)

>3 to 6 months,
37 complaints
(23%)

Figure 10: Resolution timeframes for closing 164 of 167 Staff
Complaints. Timeframes for three complaints were unavailable.

>2 to 4 weeks
6 cases 3 cases
(16%) (8%)

>4 weeks to
3 months
11 cases
(30%)
>3 to 6 months,
12 cases
(32%)

Figure 11: Resolution timeframes for 37 of 39 cases of Staff
Misconduct. Timeframes for two cases were unavailable.
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To counter these factors, a set of operational
measures have been enacted such as a dedicated
complaints tracker which has led to fast tracked
triage and allocation timeframes, adequate
staffing through the creation of a dedicated ER
Complaints and Conduct function, and increased
collaboration with other teams to streamline
referrals processes.

Staff misconduct cases reflect two distinct
categories: rapid resolution cases (faster closure

Case management

Number raised this
reporting period

Number of cases resolved
this reporting period

times driven by matters that are declined or
filtered out during a preliminary assessment) and
extended lifecycle cases (high closure times
driven by complex investigations and formal
administrative processes).

This is demonstrated in the resolution timeframes
data in figure 11 which outlines that 24% of
matters were resolved within four-weeks and 46%
took three or more months to resolve.

Number of cases
unresolved* in 2025

(median days to resolve)

Staff complaints 176 167 (median resolution 199
time of 104.8 days)

Staff misconduct 57 39 (median resolution 45
time of 85.4 days)

Total 233 206 244

Table 9: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in

previous reporting periods
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Research Integrity Complaints

This section focuses on complaints relating to
the conduct of research by UNSW staff,
students and affiliates.

The University recognises that research integrity
is a shared responsibility with its researchers and
the broader community. It fosters a supportive
ecosystem where UNSW researchers uphold
responsible practices and behaviours aligned with
the Code.

Faculties, schools and divisions collaborate to:

e promote awareness and understanding of the
principles of the responsible conduct of research

e provide mandatory training for researchers

e strengthen infrastructure to support responsible

research practices, including secure data and
materials management

e ensure Higher Degree Research (HDR) candidates
and supervisors are appropriately skilled,
experienced and resourced

e provide comprehensive induction and training
program for HDR candidates and supervisors

o develop, implement and regularly review
processes that support adherence with the Code;
and

e ensure compliance with relevant statutory, legal
and regulatory requirements.

Supporting responsible research practice

A range of resources support UNSW researchers in
conducting their research responsibly, including:

e guide on the use of Generative Artificial
Intelligence (Al) in Research

e guides and resources on copyright, open access,
and ethical publishing

e researcher training and professional development

e specialised training in human and animal
research ethics, export controls, radiation safety,

e drone operations, poisons and therapeutic
substances, gene technology, quarantine and
biosecurity

7 Guide to Managing and Investigating Potential Breaches of the
Australian Code for the Responsible Conduct of Research

e research technology and data management
services to protect researchers’ work.

e guidance on managing authorship disputes and
using plagiarism detection software, iThenticate.

Complaints of unacceptable research
practice

Researcher-reported deviation from approved
animal or human ethics protocol are reviewed by
the relevant ethics committee. Where a deviation
is determined not to constitute a potential breach
Australian Code for the Responsible Conduct of
Research (Australian Code), the matter is
managed locally by the relevant committee.

Complaints alleging research conduct that may
breach the Australian Code are managed by
Conduct and Integrity according to the Australian
Code and relevant complaint management
procedure. During the reporting period, complaints
were handled under the CMIPP and in accordance
with the Guide to Managing and Investigating
Potential Breaches of the Australian Code for the
Responsible Conduct of Research”’

7

= Honesty
in the development, undertaking

and reporting of research
j: Rigour
j — | in the development,
undertaking and

.reponing of research

% Transparency

in declaring
@ interest and
reporting
research
methodologies,
dataand
findings

Promotion
of responsible
research

practices L

Responsible
Conduct of
Research

development,
undertaking and
reporting of
research

D¢
Recognition
of theright of > Fairness
L N .
Aboriginal and Torres o~ in the treatment
Strait Islander peoples ’fl}f of others
to be engaged in Respect

research that affects for research participants,
oris of significance to the wider community,
them animals and the
environment

Figure 12: Principles of Responsible Conduct of Research at UNSW

2018. National Health and Medical Research Council,
Australian Research Council and Universities Australia.
Commonwealth of Australia, Canberra
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Case management

Number raised this
reporting period

Number resolved this reporting
period (median days to resolve)

Number of cases unresolved*
in 2025

Research Integrity 75 58 complaints (50.5 days) 34
complaints 20 Respondent cases
Total 75 58 34

Table 10: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in

previous reporting periods

Findings and trends
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Figure 13: Annual comparison of complaints received 2022 to 2025

Complaints raised

In 2025, the University received 75 research
integrity complaints. This was a 50% increase on
the 50 complaints received in 2024. (Figure 14)

Of note is that represents about 1% of 7,910
UNSW researchers?®. Of the 75 complaints
received:

o Most (61 or 81%) of complaints were raised
by staff, with eight complaints from members
of the public and six complaints from UNSW
students (of which four complaints were
raised by the same former HDR candidate).

o 19 complaints (25%) raised concerns about
data or methodology applied in research,
authorship (12 complaints) or breaches of
approved ethics protocol (12 relating to
human research and four relating to animal
research).

o About half of all complaints (37, or 49%)
received were made about research and
conduct and research in, or affiliated with, the
Faculty of Medicine and Health. While this

8 Source: BORIS 0.95% of 7,910 researchers

9 Source: BORIS. Faculty of Medicine has approximately 4,033
staff and affiliates.

was more than double of the 18 complaints
received in 2024, it should be noted that this
represents only 0.9% of over 4,000 research®
staff and affiliates with the faculty.

o The Faculty of Arts, Design and Architecture
received 12 complaints (representing 1.8% of
677 faculty staff and affiliates), up (75%) from
four complaints received in 2024.

o There were fewer complaints received relating
to the Faculty of Engineering, with 11
complaints in 2025 (1.2% of researchers),
down 31% from 16 in 2024, and the Faculty of
Science with 5 complaints in 2025 (0.4% of
researchers), down 44% from 9 in 2024. 10

o Most complaints (77%) were focused on a
single allegation, with only one complaint
raising 27 allegations.

o As shown in Figure 15 below, 14 complaints
(19%) proceeded to further investigation. This
is consistent with 15 complaints in 2024.

o Most of the 22 complaints (77% or 17) were
referred to the local area to manage, including
seven complaints related to authorship
requiring mediation or determination.

Under Proceeded to

assessment,
22 complaints
(29%)

investigation,
14 complaints,
(19%)

Referred to
another area or
institution 22
complaints
(29%)

Figure 14: Assessment outcome during the reporting period

10 Source: BORIS Approximately 951 and 1,121 research staff and
affiliates in the Faculties of Engineering and Science respectively.
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Complaints closed

In 2025 the University closed 58 research
integrity complaints and 20 research integrity
cases, involving 25 allegations. Each case
involved a UNSW researcher.

Table 11 below examines the findings.

Notably, investigations of allegations raised
against researchers found that (15 of 25, or 60%)
were unsubstantiated, with 10 allegations (40%)

found to be substantiated or partially
substantiated. This is comparable to case
outcomes in 2024 where 47% (or 90 of 180) of
allegations were found to be unsubstantiated with
46% (or 82) allegations found to be substantiated
or partially substantiated.

Mid-career (Level B and C) and Experienced (Level
E) researchers accounted for seven of the nine
allegations (78%) which were found to be
substantiated or partially substantiated.

Not Partially Substantiated  Total allegations
substantiated substantiated
Authorship 1 1 4 6
Experienced 2 2
Mid-career 1 1 2 4
Confilict of interest 2 2
Experienced 1 1
Mid-career 1 1
Data/Methodology 1 2 3
Professional staff 1 1
Mid-career 1 1
HDR candidate 1 1
Export control/ Defence Trade Control 5 5
Experienced 3 3
Mid-career 2 2
Human Research Ethics 1 3 4
Experienced 2 2
Mid-career 1 1
HDR Candidate 1 1
Plagiarism 4 4
Mid-career 4 4
Total 14 1 9 24~

Table 11: Findings of allegations investigated (or undergone preliminary assessment) in 2025. NOTE: No finding was made in one

allegation.

‘We need to discuss authorship...

In 2024, 36% of investigated complaints of research integrity related to a dispute of authorship, involving
the inappropriate inclusion or exclusion of individuals from published research. As shown in Table 11
above, this remains a perennial research integrity issue at the university, and is often driven by
breakdowns in professional relationships, unclear expectations or poor communication within research
teams about roles and contributions. Disputes often arise when authorship is not discussed and agreed
upon early in the research publication process.

When concerns are not addressed promptly, they can escalate into formal research integrity complaints
and counter-complaints. Early intervention is therefore critical. Mediation by Heads of School or
Research Integrity Advisors can help resolve disagreements before they escalate, while initiatives as part
of the SpeakUp Strategy will build staff capability to engage in direct, respectful and constructive
conversations, supporting early resolution and reducing reliance on formal investigatory pathways.
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As shown in Figure 15 below, of the 20 cases
closed, nine cases (45%) were dismissed during
the preliminary assessment or investigation
stage as no findings could be made. Of these,
eight cases related to a single complaint involving
11 researchers, which alleged data fabrication,
falsification or misrepresentation of data in
several papers authored by a UNSW research
group. The eight cases were dismissed due to
insufficient evidence to support proceeding with
their investigation. Assessment and investigation
of allegations relating to the remaining three
researchers are ongoing.

A third of cases (35%), or seven researchers had
findings of a minor breach of the Code or
Australian Code made against them.

In 2025, there was one finding of a major and
serious breach’ of the Code or Australian Code by
a researcher, compared to 13 such cases in 2024.
The case, which alleged that a researcher
provided false information in a grant application.

An investigation panel convened in 2026 found
Research Misconduct against the researcher.

Referred to external
organisation, 1 case, (5%)

Major and
serious, 1 case
(5%)

Dismissed
9 cases,

Figure 16: Outcome of the 20 cases closed in 2025

Resolution timeframes

As indicated by Figure 16, just over a third (seven
cases, or 35%) of cases investigated were
finalised within a year. Most (11, or 55%) of the
cases took up to 24 months to resolve.

The case exceeding 48 months to resolve was
subject to a pause while a separate investigation
institution completed its investigation into
substantially similar concerns raised by the
complainant. Following the conclusion of that

investigation, UNSW resumed its investigation and
finalised the matter, which involved 78 groups of
concerns, within a year.

>24-36 months, 48+ months,
1 complaint, (5%)

1 complaints,
(5%)

Up to 6 months,
4 complaint,
(20%)

>6-12 months
3 complaints

(15%)

>12-24 months, 11
complaint
(55%)

Figure 15: Resolution timeframes of the 20 cases closed in 2025

Ethics Committee assessment of
research protocol deviation cases

Conduct and Integrity and the UNSW Research
Ethics and Compliance Committees
established a process enabling animal and
human research ethics committees to assess
whether reported deviations from approved
ethics protocols should be referred to Conduct
and Integrity as potential breaches of the Code
or Australian Code. Guidance was developed
to support the assessments.

This process is expected to:

e encourage researchers to report protocol
deviations

o leverage the expertise of Ethics
Committee members to assess

o reduce referrals to Conduct and Integrity
arising from unintentional administrative
or clerical errors.

During the 2025 reporting period the:

o Human Research Ethics Committee
received and closed two cases of
deviation from approved human ethics
protocol which did not require referral to
Conduct and Integrity; and

o Animal Research Ethics Committee
received four cases of deviation from
approved animal ethics protocol and
closed three cases. Assessment of the
fourth case is still ongoing.
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Serious Wrongdoing

This section focuses on reports of serious
wrongdoing and Public Interest Disclosures at
the university.

What serious wrongdoing is

A report of serious wrongdoing at the University is
made according to the UNSW Public Interest
(Whistleblowing) Policy and Procedure and involve
one or more of the following:

e  corrupt conduct (including fraud)

e  serious maladministration

e government information contravention

e  privacy contravention.

e serious and substantial waste of public money.

The Public Interest (Whistleblowing) Policy and
Procedure implements the University’s obligations
under the Public Interest Disclosures Act 2022
(NSW) (PID Act).

Case management

Number of reports raised
this reporting period

Number resolved this reporting
period (median days to resolve)

Who can raise a report

Anyone may report serious wrongdoing at the
university.

Public Interest Disclosure

A report of serious wrongdoing made by a public
official will qualify as a public interest disclosure
(PID)" if it meets the specific criteria set out in
the PID Act.

How reports are raised

Confidential reports may be made to the
university’s independent provider, Your Call, online
or by calling 1300 790 228. Alternatively, reports
may be made to speakup@unsw.edu or in CaselQ.

The volume of reports of serious wrongdoing
reflects a strong SpeakUp culture, indicating
growing confidence among staff that they will be
protected when raising concerns.

Number of cases
unresolved* in 2025

Serious wrongdoing 55 N/A (see commentary below) 30

Public Interest 30 5 159
Disclosures (PID)

Total 85 116 159

Table 12: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in

previous reporting periods

Findings and trends

Number of reports
50 100 150

o

2025

2024

5 2023 (R 38
>
2021

mPID ®Reports of serious wrongdoing

Figure 17: Annual comparison of reports of serious wrongdoing
received by year between 2021 and 2025

11 If a report is a PID, the public official (all UNSW staff,
affiliates, contractors and volunteers) who made the report will
have special protections under the PID Act.

As Figure 17 shows, the university continued to
receive a high number of reports, which may an
indicator of a healthy SpeakUp culture developing.

In 2025, the university received 85 reports of
serious wrongdoing during the reporting period.
Of these:

o about half (49%, or 42 reports) were raised
anonymously

o just over one-third (35%, or 30 reports) were
assessed and accepted by the university as
Public Interest Disclosures (PIDs).

This represents approximately 30% fewer
reports compared to 2024.
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o Over half (62%, or 52 reports) were referred to
other areas of the university for management
as serious complaints under the CMIPP; and

o Two reports were closed without further
action as the concerns had previously been
addressed under the CMIPP.

Of the 52 reports of serious wrongdoing:

o Most (42%, or 22 reports) were referred to
Employee Relations to manage as staff
complaint of breaches to university policy or
procedure

o Just under a third of reports (31%, or 16) were
referred to be managed as potential academic
misconduct

o A quarter of reports (25%, or 13) were referred
to be managed as complaints by members of
the public about the conduct of UNSW
students off campus.

o One was reported as Gender-based Violence;
and

o One was referred to be managed as a
research integrity complaint.

Proactive measures in place

Of the 30 reports assessed as PIDs:

o five (17%) were referred to the NSW Police
Force as potentially serious indictable
offences; and

o Just over half (53%, or 16) were referred to
NSW ICAC as potential corrupt conduct; and

Key areas of concern raised in PIDs over the
reporting period included:

o undisclosed or poorly managed conflicts of
interest

o misuse of information resources and funds
(fraud); and

o improper or partial use of knowledge,
power/delegation or authority (corrupt
conduct).

PIDs are typically complex and involve multiple
allegations requiring forensic investigation and
take longer to resolve.

In 2025, the university closed five of the 30 PIDs
raised.

Outcomes of investigation have included
termination, demotion, temporary reduction of
delegations, personnel file notices, discontinuing
or suspending the use of certain providers, and
reimbursement to the university where funds were
misused.

The university has been proactively strengthening serious wrongdoing awareness and support for staff and

stakeholders:

e revising the university’s serious wrongdoing online learning module

e embedding information and guidance in Working@UNSW mandatory staff onboarding eLearning module
and in Refresher@UNSW, the mandatory annual eLearning refresher for all staff

e conducting ongoing SpeakUp information and awareness campaigns to encourage staff to report
suspected or experienced instances of serious wrongdoing to Your Call, the university's independent
external reporting service, which provides confidential and/or anonymous reporting options

e training Disclosure Offices on their role and responsibilities under the PID Act.

e collaborating with key stakeholders across high-risk areas of the university to strengthen information and
education programs that help staff to recognise reportable conduct, understand the reporting process, and
be aware of the protections in place when reporting serious wrongdoing.
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Other complaints

This section focuses on complaints where the complainant has selected ‘Other’, “Modern Slavery’, or
‘Foreign Interference’ as a category to describe their complaint or report.

Case management

Complaints that are initially categorised as ‘Other’, ‘Modern Slavery’ or ‘Foreign Interference’ may be re-
categorised during the triage and initial assessment process, as additional information is gathered from the
complainant. For example, student complaints about the administrative actions may initially be classified as
‘Other’, or a HDR candidate may describe routine tasks undertaken for their HDR supervisor as ‘Modern
Slavery'.

This section focuses only on complaints that, following triage and initial assessment, remain categorised as
‘Other’, ‘Modern Slavery’ or ‘Foreign Interference’.

Number of complaints Number resolved this Number of complaints
raised this reporting period reporting period (median unresolved* in 2025
days to resolve)
Other 140 132 (12.5 days) 22
Modern slavery 1 1 (42.5 days)
Foreign interference 1 1 (14.2 days)
Total 142 134 22

Table 13: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in
previous reporting periods.

Findings and trends

In 2025, the university received 142 Other complaints. Withdrawn by
complainant, Dismissed/N

Staff Student Public Total 6 complaints Isrzzzgisé ©
Other 10 18 112 140 (4%) required,
Modern 1 1 27 complaints,
Slavery (20%) Not UNSW
Foreign 1 1 related, 1, 1%
Interference
Total 10 18 113 142 =

Table 14: Breakdown of nature and source of ‘Other’ complaints
received in 2025.

As shown in Table 14 above, most (80%, or 113) of el Referred to
. . 57 complaints another UNSW
the 142 complaints received were from members (43%) area, 43,
of the public. (32%)
The nature of the 140 Other complaints received
were wide ranging, from complaints about the Figure 18: Breakdown of the outcomes of the 134 Other complaints

number of UNSW students on public transport, closed in 2025.
parents disappointed that their child was not
accepted to courses, to commentary on public
social media posts.

There were 32 similar complaints received over
2024.

Further information linking this concerning
increase to international student victims is set out
over the page.

Of note is the 15 of the 140 Other complaints
received in 2025 from individuals from across
Australia and overseas, with no affiliation with the

university, reporting unauthorised credit card The university closed 134 Other complaints in

payments of between a couple of hundred to 2025. Outcomes for those are shown in Figure 19.
thousands of dollars on UNSW student fees.
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As shown in Figure 18, of the 134 Other
complaints closed, just under half (43%, or 57) of
the complaints were resolved and just under a
third (32%, or 37 complaints) were referred to a
School or another area of the university for
resolution and response.

The anonymous report of modern slavery did not
proceed due to insufficient information for the
university to investigate.

The report of foreign interference was accepted
as feedback on a religious group operating on
campus.

Resolution timeframes

>6 months, Not available,
4 complaints :
>3 to 6 months, (35/:) 1 CO(TOP;amt

9 complaints
(7%)

>4 week:

>2 to 4 weeks,
25 complaints
(18%)

Within 2 weeks,
68 complaints
(51%)

Figure 19: Resolution timeframes for the 134 complaints closed
in 2025.

As shown in Figure 19, over two-thirds (69% or 93) of

the 134 Other complaints were closed within four
weeks.

Just under a third (30%, or 11) of the 36 complaints
that took between four weeks, and six months were
referred to another process or area for review, response

or resolution.
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Complaints link fraudulent
transactions to student fees

During the reporting period, the university
experienced a significant increase in fraudulent
student fee payment cases involving students.
A joint review by the Admissions Office, Finance
and Conduct and Integrity found that
international students were either victims of
fraudulent third-party payment schemes or
participants in arrangements designed to
bypass legitimate payment processes, often
resulting in students having to pay their fees
twice.

The issue escalated sharply in October 2025,
when Accounts Receivable recorded 336
dishonoured transactions worth almost
$1.2million, the highest number recorded in a
single period.

Investigation identified common
characteristics, including:

e Involvement of education agents and
unauthorised third-party intermediaries
offering discounted tuition fee payments.

e Payments ranging from $2,000 to $21,900
made using stolen or compromised credit
card details.

e Students providing, or relying upon, falsified
remittance documentation.

e Coordinated attempts to exploit
weaknesses in payment verification
processes.

Similar activity has been reported across the
Australian university sector, although the full
scale of the fraud remains unknown.

In response, the University strengthened
student warnings and admissions checks,
placed enrolments affected by chargebacks on
hold pending investigation, referred serious
cases to Conduct and Integrity, and provided
staff with guidance for responding to reports of
credit card fraud.



In Focus: Racism and religious vilification

This section outlines the number and nature of complaints received by UNSW of racism and religious
vilification, including antisemitism, and the University's response to these matters.

UNSW stands against all forms of racism,
discrimination, hate speech and vilification,
including antisemitism, and is committed to
fostering a safe, inclusive and respectful
learning and working environment where all
members of the UNSW community can
participate fully.

While the university has implemented a
range of measures to prevent and respond
to racism and antisemitism, it is not
insulated from broader societal and global
issues that can contribute to prejudice,
discrimination and division. These
influences do not stop at the university
gates and may, at times, be reflected in the
experiences and concerns reported by
members of the UNSW community.

Examining the number and nature of
complaints received during the reporting
period provides an important perspective on
the issues affecting students and staff and
the effectiveness of the university’s
prevention and response measures.

Findings and trends

In 2025, the university received 128
complaints of racism and religious
vilification, including antisemitism. As
shown in Table 15, references to racism
and/or religious vilification were also
identified in a further 55 complaints lodged,
or managed, as other complaint categories,
bringing the total complaints to 183.

Of the 183 complaints:

o Over half (54% or 99 complaints) were
raised by members of the public. Of
these complaints, 57 (58%) were raised
about a staff member’s online post on
their personal social media account.

o Of the 53 complaints raised by students
alleging racism, just under 40% (21
complaints) related to the conduct of
another student (11 complaints) or a
staff member (two complaints).

o Of the 31 complaints of racism raised
by staff, 35% (11 of 31 complaints)
related to antisemitism.

Measures to address antisemitism on campus

UNSW's expectations for respectful conduct are set out in the
Code and supported by training, educational resources for
students and staff. Together these measures help ensure that
all members of the university community understand their
rights and responsibilities and contribute to a culture of
respect, inclusion and accountability. Key measures include:

e the Code, which established expected standards of
conduct and respectful behaviour

e the Anti-Racism and Anti-Religious Vilification Policy,
which affirms the university’'s commitment to a learning
and working environment free from unlawful
discrimination, harassment or vilification on the grounds
of race or religion.

e Mandatory training and education programs that promote
awareness of expected behaviours, inclusion and
reporting pathways

e Accessible reporting mechanisms, including UNSW's
online complaints portal, which encourages community
members to speak up when they witness or experience
unacceptable behaviour

e the Campus Safety Response Group, comprising senior
leaders and subject matter experts, coordinate responses
to emerging issues, and review policies and practices on
racism, antisemitism and campus safety.

In 2025, UNSW strengthened its Code and Anti-Racism and
Anti-Religious Vilification Policy to enhance protections
against racism and religious vilification. The Policy was
amended in February 2024 and again in July 2025 to
specifically reference The International Holocaust
Remembrance Alliance (IHRA) working definition of
antisemitism, The Jerusalem Declaration on Antisemitism;
and Universities Australia’s working definition of
antisemitism.

Recognising the rise in racism and antisemitism globally and
across Australia in recent years, the university implemented
additional measures, including:

e increased campus security and enhanced coordination
with law enforcement agencies

e expanded counselling and support services for students,
staff and families

e strengthened risk assessment for UNSW events

e ongoing engagement with stakeholders, including the
Australian Union of Jewish Students (AUJS), Jewish
Board of Deputies, and the Special Envoy to Combat
Antisemitism

o revised posters and display arrangements at the
University, including designated display areas, removal of
unauthorised posters, and regular monitoring of poster
areas.
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Complaint category Staff Student External Total
Racism and religious vilification 16 26 86 128
Student complaint 2 21 30
Student (non-academic) misconduct 4 8
Staff complaint 7 3 10
Public Interest Disclosure 2 2
Foreign Interference 1 1
Other 4 4
Total 31 53 99 183

Table 15: Breakdown by complainant of the 128 complaints of racism and religious vilification and additional 55 complaints lodged
under other categories which raise concerns of racism and religious vilification in 2025.

As shown in Figure 20 below, complaints of
racism and antisemitism have risen in recent

years, increasing by 61% and 45% respectively

between 2024 and 2025.

Table 16 shows a breakdown of the 183
complaints of racism and antisemitism.

200
180
160
140
120
100
80
60
40
20

Number of complaints

2023

2024

183

106

media platforms. This included 55
complaints of antisemitism (see below)

Of these, 87% (71 of 82) were raised by
members of the public, six complaints were
raised by students, and three from staff
members.

Two complaints against an invited speaker at
a university event that complainants allege
‘invites antisemitic discourse’

Four complaints related to the behaviour or
actions of members of Arc@UNSW clubs or
societies.

Of the 106 complaints of antisemitism:

2025

O
Year
e RACISM == Antisemitism
Figure 20: Rise in complaints of racism and antisemitism in
recent years
Nature of complaint Number ©
Antisemitism 106
Racism 29
Asian 21
Islamophobia 12
Aboriginal and Torres Strait Islander 8 o

racism

Religious vilification 3
Other 4
Total 183

Table 16: Breakdown of the 183 complaints

Of these:

o 36 complaints alleged behaviour that was

racially motivated or religiously
discriminatory

55 complaints were received about public
comments made in an online post by a staff
member. The complaints were largely
identical in content and were all lodged by
members of the public.

Nine complaints were received, from staff
and members of the public, about social
media posts or public comments made by
three different academics related to the
conflict in the Middle East.

Four complaints objected to the Universities
Australia statement and definition of
antisemitism.

Notably, a significant number of the complaints
of antisemitism were related to social media

posts, posters or comments made by staff or
students that related to the conflict in the Middle
East.

o 22 complaints related to concerns of bias in

course content and/or course delivery

o 82 complaints were raised alleging racist or

antisemitic remarks or conduct on social
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A third (33% or seven of 21) Asian racism-related
complaints were raised by students about course
content or delivery. This included three
complaints concerning an assignment topic
involving Taiwan and China. A further six
complaints related to the conduct of staff
members or other students.

Unsubstantiated, 5
complaints, (4%)

Did not

proceed,
32 complaints,
(27%)

Substantiated,
82 complaints,
(69%)

Figure 21: Outcome of the 122 complaints of racism and
religious vilification

In 2025, the university closed 119 complaints
categorised as involving racism and religious
vilification, including complaints of
antisemitism. This figure excludes racism-related
complaints recorded under other complaint
categories, which are reported separately in
relevant sections of this report.

Case management

As shown in Figure 21, most (69% or 82) of
closed complaints were found to have been
substantiated. This figure includes the many
complaints against the employee who made the
social media post and who issued an apology
and updated their social media profile to state
that the views expressed were personal and not
representative of the university’s views.

The 32 complaints which did not proceed were
received as requests for advice, feedback, or
were resolved with a response provided to the
complainant.

Resolution timeframes

As shown in Figure 22 below, 76% (or 90) of the
119 complaints were closed within four weeks.
Of the 61 complaints, 57 were complaints of
antisemitism related to the social media post.

>3and upto 6 months,  Morethan6
3 complaints (3%) months, 4, 3%

>4 weeks to 3 months ‘ ' Within 2 weeks

19 complaints (16%) 29 C?znggl?ints

>2 to 4 weeks

61 complaints
(53%)

Figure 22: Resolution timeframes of 116 of the 119 complaints closed.
Timeframes for three cases were unavailable.

Number of complaints Number resolved this Number of complaints
raised this reporting period reporting period (median unresolved* in 2025
days to resolve)
Racism and 128 119 (27.3 days) 11
Religious
Vilification
Total 128 119 11

Table 17: Cases raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those raised in

previous reporting periods
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Internal and External Reviews

Internal reviews

At the conclusion of the complaints process, either party may request an internal review if they believe the
process was not procedurally fair or if they have significant new information. A review cannot be requested
just because they disagree with the outcome or any penalty. Information about how to request a review is
provided with the written outcome. Each party may only request one internal review.

Category Number of Number of Number of Number of Number of
requests requests reviews requests requests
received declined by dismissed by partially unresolved*

IRO* ERO* upheld/upheld in 2025

Student misconduct 73 19 45 8 3

Student complaints 33 14 17 2 3

Staff complaints/ 15 5 10 0 0

misconduct

Other* 8 8 0 0 1

Total 129 46 72 10 7

Table 18: Internal requests raised and closed during the 2025 reporting period. *NOTE: Cases still open on 1 January 2026, including those
raised in previous reporting periods.

NOTES

# IRO= Internal Review Officer, + = Executive Review Officer, **Includes internal review requests received from members of the public in
relation to the university’s management of their complaint, students who had submitted an internal review by mistake.

Of note is that internal reviews were sought in 5% (129 of 2,464'?) of cases closed during the reporting
period. Most original decisions were confirmed on review, with only 10 of the 129 (7%) requests upheld. This
demonstrates the effectiveness and procedural fairness of the university’'s complaint and investigation
processes.

External reviews

Where parties remain dissatisfied after the review they may take the matter to an external agency, including
the:

e National Students Ombudsman (NSO) e ACT Integrity Commission

e NSW or ACT Ombudsman * NSWorACT Police

e NSW Anti-Discrimination Board (or ACT Human e Fair Work Ombudsman
Rights Commission for staff, students and HDR e National Health and Medical Research Council
candidates at UNSW's campuses in Canberra) (NHMRC)

e Australian Human Rights Commission e Australian Research Council (ARC)

¢ Independent Commission Against Corruption e Australian Research Integrity Committee (ARIC)
(ICAC)

The university is unable to report on the number of review requests made to external agencies. However,
during the reporting period it responded to 32 complaints lodged with the National Student Ombudsman
(NSO0). These matters included complaints transferred to the university for resolution, as well as requests for
information regarding actions taken by UNSW in relation to specific cases.

None of the complaints concerning UNSW progressed to formal NSO investigation. However, in response to
a complaint that was subsequently withdrawn, the NSO recommended changes to the university’s website
content and student guide on Special Consideration to provide clearer guidance on the supporting evidence
required for applications. These changes were made immediately by the Special Consideration Case Reviews
Team.

12 Excluding cases of student plagiarism, with appeals lodged at the School level.
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Key developments and activities in 2025

This section lists key developments and activities during the reporting period.

Systems and governance

o Reviews undertaken

12-month review of the Complaints Management and
Investigations Policy and Procedure

A Strategic Programs and Operations Team (SPOT)-led
case management project is now underway aimed at
improving complaint and case management across the
university. (see below for description of key achievements
during the reporting period)

12-month review of CaselQ, the university’'s complaints and
case management system

A project to simplify and streamline CaselQ to support new
case management processes will commence in September
2026, on conclusion of the SPOT-led project.

SpeakUp Strategy 2023-2025

Development of the 2027-2030 phase of the Strategy is
underway.

o Amendments made to the Anti-Racism and Anti-Religious
Vilification Policy in February and again in July 2025 to
specifically reference:

The International Holocaust Remembrance Alliance (IHRA)
working definition of antisemitism

The Jerusalem Declaration on Antisemitism; and

Universities Australia’s working definition of antisemitism
(“Statement on Racism”, 27 February 2025).

o New regulatory bodies and requirements introduced

SpeakUp Strategy

The SpeakUp Strategy is UNSW's
shared commitment to building a
culture of respect and integrity.

The SpeakUp Strategy, which was
launched in 2023, was reviewed in
2025. The next phase of the Strategy,
over 2026-2030 aims to:

o embed the principles and
responsibilities set out in the
university’s Code of Conduct and
Values into everyday practice for
students and staff

o empower individuals, where it is
safe and appropriate, to engage in
direct, respectful and constructive
conversations to address issues
early; and

o encourage and support the UNSW
community to escalate and report
concerns to the university, where
issues cannot be resolved directly.

Australian National Student Ombudsman was established to receive escalated complaints from
students about the actions of their higher education provider (February 2025)

Tertiary Education Quality and Standards Agency (TEQSA) Statement of Regulatory Expectations:
Student grievance and complaint mechanisms and Statement of Regulatory Expectations:

Compliance with workplace obligations (October 2025)

National Higher Education Code to Prevent and respond to Gender-based Violence sets enforceable
standards for preventing and responding to gender-based violence (October 2025).

o During the reporting period, the case management project, led by SPOT:

Established a Complex Case Management Group (CCMG) in mid-2025 to ensure director-level
mitigation of risk associated with complex cases involving sensitive issues and/or multiple concerns
spanning different functional areas of the university. The CCMG provides coordinated oversight of:

- case management, including determining the most appropriate approach to handling
complaints, clarifying roles and responsibilities, and identifying required internal and external

resources; and

- stakeholder engagement and communications, ensuring timely, coordinated and effective

communication with affected parties and stakeholders.
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completed the mapping of 16 existing case management processes across Conduct and Integrity,
Employee Relations, Health and Safety, Legal and Compliance and People and Culture Business
Partnersing

drafted triage guidance document for local complaint handlers
drafted triage, risk assessment and communication guidance for central case managers

conducted future-state design workshops to review, redesign and map end-to-end complaints and case
management processes, identifying opportunities to improve consistency, efficiency, governance,
stakeholder experience and management of complex matters across the university.

conducted future-state design workshops to review, redesign and map end-to-end complaints and case
management processes

supported the university’'s compliance with the National Higher Education Code to Prevent and Respond
to Gender-based Violence.

o Key training undertaken by central complaint and case management staff during the reporting period
included:

Antisemitism training developed by the Australian Centre for Jewish Civilisation at Monash University
to enhance understanding of antisemitism, contemporary expressions, and how antisemitism
manifests in university contexts, its effects on the university community, and how to respond to reports
of antisemitism. (March and April 2025)

Trauma-informed investigations training (November 2025)
Administrative Law training (Conduct and Integrity only) (August 2025)
Psychosocial Safety training (Conduct and Integrity) (November 2025).
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Risks, causes and controls

This section outlines key current and emerging risks identified across the university, the primary
contributing factors, and existing/planned mitigation strategies.

Risk identified in
the report

Causes of
risk/Contributing
factors

Mitigation and controls

Operational

Strategic

Student plagiarism

Reported low-level
plagiarism cases
have decreased, but
incidents involving
inappropriate use of
generative Al
continue to increase

e Poor scholarship and
academic inexperience

e Poor student
understanding of
academic integrity

o Difficulty in detecting

instances of misuse of
Al

¢ Implementation of the new
Assessment and Progression
Policy, in mid-2026 to provide
clear expectations and ensuring
students genuinely demonstrate
learning outcomes.

e Secure assessment practices,
including identity verification
and managed assessment
settings.

e Academic misconduct detection
through local and centralised
monitoring processes.

¢ Enhanced student support
services, including academic
skills, peer mentoring, and
English language support.

e Academic integrity education
and targeted interventions for
at-risk students.

e Student wellbeing and
psychological support services.

Ongoing education
strategies focused on the
importance of upholding
academic integrity

Clear and explicit course
instructions and guidance
on use of generative Al
tools.

Student academic
misconduct
Increasing
instances of
contract cheating
across multiple
courses and years
of study and serious
level misuse of Al

e Academic
performance
pressures

o Persistent targeting by
contract cheating
services

e Rapidly evolving
technologies and
cheating methods

e Poor ethical decision
making

o Deliberate risk-taking
behaviour where
perceived benefits
outweigh risks.

Mitigation measures are
consistent with those applied to
plagiarism and include secure
assessment, academic integrity
education, improved misconduct
detection, student support
services, and strengthened policy
frameworks.

Continue to raise student
awareness of contract cheating
companies and individuals
disguised as tutoring services and
risks associated with sharing
login details.

Ongoing collaboration with
UNSW Cybersecurity to
strengthen detection of
contract cheating and

Continue to monitor and
detect developments in
generative Al

Review of academic and
non-academic misconduct
penalty frameworks during
2026-27

Continued monitoring and
reporting of academic
misconduct risks and trends
to identify institutional gaps
and inform policy and
practice.

Student non-
academic
misconduct
Increase in serious
incidents resulting
in record levels of
suspensions and
exclusion.

e Increased confidence
in reporting
unacceptable
behaviour

e Higher numbers of
complex cases
involving students
experiencing mental
health challenges

e Enhanced student psychology
and wellness support services

e Early intervention and case
management processes

e Monitoring and reporting
misconduct trends/

Ongoing education and
awareness of expected
conduct and behavioural
standards through the
SpeakUp Strategy

Empower individuals, where
it is safe and appropriate, to
engage in direct and
constructive conversations
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Risk identified in
the report

Causes of
risk/Contributing
factors

Mitigation and controls

Operational

Strategic

e Behaviour presenting
risks to the health and
safety of other
members of the UNSW
community

to address issues early
before they escalate; and

e Strengthening and
simplifying reporting
pathways.

Student complaints

Significant increase
in complaints,
including a 59%
increase in
complaints about
the behaviour of
other students

e Increased confidence
in reporting
unacceptable
behaviour

o Reluctance or inability
to resolve concerns
through direct and
constructive
conversations

e Accessible complaint resolution

pathways

Monitoring and analysis of
complaint trends

Student support services.

Implementation of the new
SpeakUp Strategy to promote
respectful behaviours,
strengthen early resolution of
concerns, and encourage
timely reporting of
unacceptable conduct.

Staff complaints
and misconduct
Staff misconduct
presents legal,
reputational and
cultural risks to the
university

e Breaches of policies,
procedures or
expected standards of
conduct

e Poor ethical decision
making or inadequate
awareness of
obligations and
expectations

Staff training and professional
development

Structured investigation and
case management processes
Monitoring and reporting of

staff complaints and
misconduct

Code of Conduct and
compliance training

SpeakUp Strategy initiatives
focused on expected
standards of behaviour, ethical
decision making and
accountability.

Research integrity
Research
misconduct and
breaches of the
Code and Australian
Code

e Limited understanding
of responsible conduct
of research, especially
research authorship
and publication

e Competitive research
environment and
publication pressure
increases likelihood of
unethical research
practices

Ongoing promotion of a culture

of responsible research conduct

Continuous improvement of
integrity frameworks and
researcher capability.

Ongoing researcher training,
including for first-year HDR
candidate program, supervisor
training, and research data
management training.

Research Integrity Advisors in to

continue to promote research
integrity and to advise
researchers on responsible
research conduct.

Serious wrongdoing
Serious wrongdoing,
including fraud,

corrupt conduct and

undisclosed or poorly
managed conflicts of
interest

misuse of information

Reporting mechanisms in place,

including independent external
reporting channel, Your Call

Strengthened awareness of

o Review of the Serious
Wrongdoing Prevention and
Management Framework in
2026.

unmanaged/poorly resources and funds; serious wrongdoing and e Regular review and
managed conflicts and reporting obligations through enhancement of serious
of interest « improper or partial use mandatory onboarding and wrongdoing training

of knowledge, annual refresher training for all modules

power/delegation or staff e Continued awareness

authority. campaigns, including

reporting protections.

Prolonged e Complex complaints Establishment of the Complex o Case Management Project
resolution involving multiple Case Management Group, led by (SPOT) to streamline
timeframes issues spanning comprising Directors of the and remove inefficiencies in

Extended delays
may harm parties

several functional
areas

functional areas to determine
how complex cases will be
managed.

complaint management and
investigation processes
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Risk identified in Causes of
the report risk/Contributing

Mitigation and controls

Operational Strategic
factors
in\{olveq and the ¢ Challenging e Communication guidelines in
university. complainant or case management to managing
respondent stakeholder expectations and
engagement and/or providing regular updates on
conduct progress in complaint

o Extensions requested
to respond to
allegations or provide
evidence

o Multiple reviewers and

approval stages
e Complex complaint

management process

and workflows.

resolution.

e Limit on the time extensions to
respond or to provide evidence.

University-wide controls

The following controls support multiple risk areas:

e SpeakUp Strategy implementation

e Code of Conduct and Values awareness and compliance training

¢ Enhanced complaints and case management systems

e Improved data collection, monitoring and reporting

e Strengthened complaint handling processes and governance arrangements

e Promotion of respectful, inclusive and safe behaviours across the UNSW community.
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Other Risks
Risk

Causes of risk/ Contributing
factors

Mitigation and controls
Operational Strategic

Risk to the health
and wellbeing of
parties to
complaints and
investigation.
Particularly where
matters are
complex, prolonged,
or involve
allegations of
serious misconduct

e receipt of allegations of breaches
of the Code is recognised as
stressful

o Multiple concerns raised and/or
concerns that cross functional
areas at the university

¢ Prolonged investigation, especially
where the investigation cross
functional areas of the university

e Regular updates on complaint management or
investigation process

For students, Psychology and Wellness provides
wellbeing support services

For staff, Employee Assistance Program (EAP)
provide support services

Members of the public are referred to external
support services.

Support people are identified and/or appointed

Trauma-informed complaint and case handling.

Review of the complaints management process
includes identifying opportunities for improving
information and accessibility for complainants and
respondents to complaints, reducing psychological
costs and distress for parties, especially where the
complaint is sensitive, and reducing delays in the
complaint and investigation process.

Psychosocial risks
to case managers

Operational
psychosocial risks
to case managers,
including vicarious
trauma, threats and
abuse, and
excessive workload,
may impact staff
wellbeing, retention,
and operational
effectiveness.

e Ongoing and sustained exposure to
traumatic events and distressing
matters.

e Threats, abuse and dissatisfaction
from complainants and/or
respondents

e High complaint volumes and
investigation workloads

e EAP and wellbeing support services
e Structured debriefing and supervisory support
¢ Workload monitoring and caseload management

¢ Training, guidance and support on psychological
risk management and challenging behaviours

o Pilot of reflective supervision with counsellors and
psychologists with Converge, the university's EAP
provider.

e Escalation and management protocols.
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