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The Problem: Reporting Framework Doesn’t Work
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The ad eventually gets
removed...

... after it has been seen by
thousands of vulnerable people

... after the company’s
benefited enormously from it

... after harm has been caused

... and nothing is recorded, so
businesses can keep
advertising again and again




Where we operate: no barriers to entry (G)
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How we work: accessible,quick, efficient (G)
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Case Study:

UTS Centre for Media Transition, Digital Complaint Handling

A clearing house for digital platform complaints
This option consists of a multi-pronged approach that builds on existing complaints channels
chP n "T H "nlI"a. with a streamlined access point. This could have the following elements:
l I n [] 1. the existing or enhanced complaint handling roles performed by the OAIC or a new

OPTIONS FOR AN EXTERNAL
DISPUTE RESOLUTION SCHEME
2.
July 2022
3.
4.

Privacy Ombudsman as well as the eSafety Commissioner, along with any new
arrangement for mis- and disinformation resulting from anticipated co-regulatory
arrangements and the existing law enforcement functions associated with criminal
matters;

an expanded role for the TIO in dealing with residual user-to-platform transactional
complaints not addressed by the OAIC, eSafety Commissioner and any other bodies
that have specific complaint roles;

a standards development role for the ACMA or eSafety to encourage improved
internal dispute resolution systems across all types of complaints; this could include
the development of online dispute resolution for addressing user-to-user complaints,
both social and transactional;

a clearing house or portal that enables user complaints to be redirected to the
appropriate external disputes scheme and that collects data on matters that are the
subject of complaints as well as outcomes of those complaints.

We think that it would be worth considering whether the clearing house function could be
funded and performed by an industry body. If that were the case, there would need to be
sufficient safeguards in place to ensure the scheme operated transparently and
independently from digital platforms.
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https.//www.uts.edu.au/node/247996/projects-and-research/digital-platform-complaint-handling




Why it will work: People will be empowered (G)
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Future Extensions (@)
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