POSITION DESCRIPTION

Australian Broadcasting Corporation

Label Description
Position Title: COMPLAINTS INVESTIGATOR
Position no: 50064227
Team:; [Managing Director’s Office]
Department; Ombudsman’s Office
Location: Flexible
Reports to: OMBUDSMAN
50064866
Classification: Administrative/Professional
Schedule: [Schedule A]
Roster cycle [Non-Rostered]
Band/level: [Band 7-8]
HR Endorsement: 19/06/2026
Purpose

Assess and investigate complaints about content published or broadcast on the ABC that raises
concerns about the ABC’s editorial standards, as stipulated in the Ombudsman Complaint
Procedure, and contribute to the continuous improvement of systems and processes within the
Ombudsman’s Office and communications more generally across the ABC.

Key Accountabilities

Under broad direction, conduct thorough and effective high-level complaint investigations. This
includes, but is not limited to:

o Assessing content compliance against relevant ABC policies, in particular Editorial
Policies and Code of Practice;

o Undertaking independent research and critical analysis of relevant issues;

o Resolving complaints through drawing evidence-based conclusions and consistent
reasoned interpretation of relevant policies;

o Managing particularly complex investigations;

o Providing accurate, impartial and timely responses to audience complaints.



Provide professional advice to senior management on editorial policy compliance matters, and
significantly contribute to the ongoing review and development of ABC policies, particularly as
they relate to complaint handling.

Collect and share insights from complaint analysis and investigation reports, including the
presentation of cases to the Ombudsman’s team and the wider ABC as appropriate.

Manage and coordinate documentation, reports, submissions and correspondence for senior
management as required.

Make significant contributions to the ongoing development of the Investigations Unit and provide
leadership, training, guidance and mentoring to staff.

Maintain accurate and up-to-date records of audience contacts with the ABC.
Actively promote the ABC values and apply all relevant workplace policies and guidelines.

Cooperate with any reasonable instruction, procedure or policy relating to safety and take
reasonable care for your own safety and that of other people who may be affected by your
conduct while at work. Additional WHS responsibilities apply to Managers and Supervisors, Team
Directors, and other Officers.

Key Capabilities/Qualifications/Experience
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Relevant tertiary qualifications or demonstrated equivalent significant skills, knowledge and
experience.

Demonstrated well developed ability to investigate particularly complex complaints and assess
content compliance against relevant ABC policies (in particular ABC Editorial Policies and Code
of Practice) on an enterprise-wide basis.

Demonstrated outstanding written and verbal communication skills with the ability to write high-
level recommendation reports.

Demonstrated ability to research, assimilate and analyse information of a specialist or
particularly complex nature, and then draw clear and reasoned conclusions.

Demonstrated high-level understanding of the principles of effective complaint handling and the
ability to demonstrate this understanding in the workplace.

Demonstrated significant experience and ability to negotiate and influence effectively whilst
maintaining strategic working relationships.

Outstanding ability to work under minimal supervision and to meet competing deadlines.

Demonstrated understanding of broadcasting and the broader media environment in which the
ABC operates.

ABC Values: Demonstrated personal commitment to fostering an inclusive and respectful
environment, grounded in integrity and aligned with the ABC Values of aiming high, thinking
differently, taking ownership, and delivering together.

ABC Policies: Understanding of the relevance and scope of ABC Policies and the ABC Values and
a commitment to adhere to these,; particularly in relation to complying with health, safety and
wellbeing requirements in the workplace and acting in accordance with the ABC Values.

Diversity and Inclusion: Ability to communicate effectively and build relationships with people
from a range of diverse backgrounds.
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