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), I DESCRIPTION

Position Title Coordinator, Complaint Resolution

Classification Level 7

School/Division Student Life and Community

Centre/Section Student Conduct and Resolution Centre

Supervisor Title Associate Director, Student Conduct and Resolution Centre

Supervisor Position Number 307415
Position Number 822453

Your work area

The Directorate of Student Life and Community sits within the Education and Student
Experience Portfolio, overseen by the Deputy Vice Chancellor (Education and Student
Experience). Student Life and Community play an integral role in the shared strategic goal of
providing a world-class student experience. The Directorate comprises five core divisions: the
Student Conduct and Resolution Centre, Student Engagement and Belonging, Student Equity
and Accessibility, Student Health and Wellbeing, and UWA Sport. The Directorate delivers an
infegrated suite of services and initiatives across the student lifecycle, including programs and
activities that promote access and participation at UWA, foster inclusion, belonging and
community connection, support safety, health and wellbeing, advance equity and
accessibility, encourage positive student conduct and early resolution pathways, and
enhance engagement in learning, university life, and leadership. The Directorate works in close
partnership with the student Guild, student associations, affiliated residential colleges, and the
broader Education and Student Experience portfolio to ensure an integrated, student-centred
approach aligned with UWA's strategic priorities and values.

The Student Conduct and Resolution Centre (SCRC) works collaboratively across the
University to promote integrity, accountability, respectful behaviour and a safe, inclusive
community. Reporting to the Director, SCRC is responsible for the strategic oversight and
operational management of the University's complaint resolution and student conduct
framework. The Centre delivers student-centred, frauma-informed and educative
approaches to complaint resolution and conduct management, including early intervention,
restorative mediation and alternative resolution pathways where appropriate. SCRC also
supports the consistent application of University policies and standards, promotes procedural
fairness and contributes to initiatives that strengthen community wellbeing, safety,
accountability and institutional integrity.

Reporting structure

Reports to: Associate Director, Student Conduct and Resolution Centre

Your role

As the appointee you will, play a vital role in promoting complaint making, facilitating early
resolufion and ensuring low barrier access for students, safeguarding integrity and procedural
fairness in university decision making. This position delivers a transparent, consistent, frauma
informed and coordinated approach to triaging complaint and conduct matters and
coordinating and facilitating complaint resolution. In addition, you will contribute to
continuous improvement via early identification of trends in matters, updating systems and
resources, and providing advice and support to stakeholders across the university.



Your key responsibilities

e Coordinate fair, fimely and trauma informed management of complaints. Assist to deliver
equitable and prompt outcomes by triaging, assessing, and coordinating the
management of complaints from intake through to resolution, in line with institutional
policies and natural justice principles.

e Administer structured and compliant complaint proceedings. Coordinate hearings, panel
arrangements, and related administrative functions to upholding integrity and
procedural fairness under the University's student conduct frameworks.

e Provide guidance and support to stakeholders. Offer advice and coordinate with
Schools, students and staff to ensure consistent, timely and informed responses to
complaints matters.

e Conftribute to continuous process improvement and risk reduction. Identify system or
policy deficiencies via tfrend analysis to inform enhancements and to reduce recurrence
and improve complaint management.

e Maintain accurate data systems and transparent communications. Ensure robust
recordkeeping, analyse case frends, and review digital resources (web pages, systems)
to ensure they are updated for fransparency and stakeholder awareness.

e Balance empathy with operational efficiency under pressure. Handle sensitive cases with
discretion and emotional intelligence, while maintaining workload management, and
sefting clear expectations supporting both complainants and process fimeliness.

e Navigate regulatory and ethical compliance frameworks. Uphold university values and
standards and comply with external regulatory requirements, ensuring the University's
processes align with best practice and regulatory expectations.

e Other duties as directed.

Your specific work capabilities (selection criteria)

e Relevant degree or demonstrated equivalent competency.

o Demonstrated experience in undertaking assessment of complaints and complaint
handling.

e Ability to work independently, show initiative, problem solve and work productively as part
of ateam.

¢ Highly developed written and verbal communication skills, with experience presenting fo
varied audiences.

e Highly developed interpersonal skills specific to service delivery.

e Strong stakeholder engagement skills, including the ability to work across diverse teams.

¢ Highly developed organisational skills with the demonstrated ability to set priorities and to
meet deadlines in a complex environment.

e Proficiency in a range of computing skills, including word processing, spreadsheets,
databases, internet and email.

Special requirements (selection criteria)

e  Working with Children Check.
e National Police Clearance.

Compliance

Ensure you are aware of and comply with legislation and University policies.
To learn more about the Code of Conduct, see Code of Conduct.

To learn more about Diversity, EqQuity and Inclusion, see Diversity, Equity and Inclusion.

To learn more about Safety, Health and Wellbeing, see Safety, Health and Wellbeing.



https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.uwa.edu.au%2Fpolicy%3F%23184F3554-D498-4400-9A86-4282EED06B32&data=05%7C02%7Cadrian.wilks%40uwa.edu.au%7C6d7df9c8d1cd4359fc6a08dc6012779e%7C05894af0cb2846d8871674cdb46e2226%7C0%7C0%7C638490879636655952%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=B8ENMf%2BIGU%2FGqw9b8CJvLQbVCrygOwCXYWgFw%2Byu%2BNY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.uwa.edu.au%2Fabout-us%2Fvalues-vision-strategy%2Fdiversity-equity-and-inclusion&data=05%7C02%7Cadrian.wilks%40uwa.edu.au%7C6d7df9c8d1cd4359fc6a08dc6012779e%7C05894af0cb2846d8871674cdb46e2226%7C0%7C0%7C638490879636668252%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=aWUc9IcUvZzuRM59oMe%2B7J4MO5IxrSoN%2FJftKqUviSg%3D&reserved=0
https://www.uwa.edu.au/about/campus-services/safety

