OMARA Portal - User Guide

OMARA Portal User Guide - complain about a
Registered Migration Agent

This guide explains how to lodge a complaint against a Registered Migration Agent.

IMPORTANT: The Office of the Migration Agents Registration Authority (OMARA) has
jurisdiction to consider complaints about registered migration agents (RMAs) only. If you
encounter a person providing unlawful immigration assistance, report them to the Department
of Home Affairs using the Border Watch form (homeaffairs.gov.au).

Legislation came into effect on 22 March 2021 allowing Australian legal practitioners
(lawyers) to lawfully provide immigration assistance without being an RMA. As a result,
lawyers no longer appear on the OMARA Register of Migration Agents (the Register).

If your complaint is about a previous RMA who is now a legal practitioner, you should
contact their relevant state or territory legal professional body. For more information about
on how to lodge a complaint about a legal practitioner providing immigration assistance
please refer to the Department of Home Affairs website.
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Note: The images shown in this guide are based on a standard computer screen. What you
see will depend on the device you are using and may not match the images shown. The
steps will remain the same, regardless of the device you are using.
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https://www.homeaffairs.gov.au/help-and-support/departmental-forms/online-forms/border-watch
https://immi.homeaffairs.gov.au/help-support/who-can-help-with-your-application/using-a-legal-practitioner

How to make a complaint

To make a complaint:

1. Open the OMARA website: www.mara.gov.au

2. From the home page select Complain about agents.

The Steps to choose a registered migration agent page displays.

3. Select Before you make a complaint.
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The Before you make a complaint page displays.

This page provides important information for you to consider before you make a
complaint about an RMA, including what to do in preparation for making a complaint and
what happens once you have made a complaint.

Review the information on this page. Here are some thoughts to consider:
Have you tried to resolve the issue by discussing the matter with the RMA?
What would you like to happen as a result of the complaint?

Is the OMARA the right authority to assess the complaint?

The OMARA cannot order an RMA to give you a refund. Follow the Agencies that handle
complaints about financial disputes (mara.gov.au) link for valuable information about
choosing the right agency to take your complaint and how to apply for a refund or help
you with financial disputes.

What information and documents will need to be included when lodging the complaint?
Once you commence the process of lodging a complaint you cannot save the form and
come back to it later, so make sure you have all the relevant information and
documentation ready in advance. Prepare scanned or electronic copies of all your
documents. Include supporting evidence such as written communications with the RMA
and copies of tax invoices and receipts. Refer to the Have the right information section
for guidance on the type of documentation that will be expected.
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Will another person be acting on your behalf?

If another person will be acting on your behalf in relation to the complaint, scroll to the If
you are acting for another person section and follow the Authorisation for representation
declaration link to download the declaration form that will need to be completed, signed
and submitted as part of the complaint.

4. When you are ready to lodge the complaint with the OMARA, follow the Make a
complaint about a registered agent link.

The Make a complaint about a registered migration agent page displays.

5. Follow the Online complaints form link

The OMARA Portal opens at the Make a complaint form.

The first step is to search for the RMA who is the subject of the complaint.
There are four search fields.
e The Last Name and Given name fields allow you to search using the RMA’s name.

e Every RMA has a unique identifying number, known as an MARN (Migration Agent
Registration Number). If you know the agent’s MARN, you can use this field to search
for their record. If you are using this number to conduct a search there is no need to
complete any other search fields.

e The Business Name field allows you to search for all RMAs linked to a business or
organisation.

6. Complete the relevant search fields to locate the RMA record.
7. Select Search.
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Records matching your search criteria are displayed.

8. Select the agent from the search results.

If you are unable to locate your agent, they may no longer be registered. In this instance
send an enquiry to the OMARA. To do this, select Contact us from the page header then
follow the online enquire form link.

The Make a Complaint form displays.

The form is divided into pages that are marked by tabs. The tabs have a colour coding:
e Blue — current page

e Green — completed page

e Grey — page to be completed.

9. Complete the form with the details of the complaint.

OMARA Portal - OMARA Portal User Guide - complain about a Registered Migration Agent Page 5 of 19



Some tips to help you complete the form.

General tips

e Some questions are mandatory, so you will not be able to move to the next section until
the question is answered. Mandatory questions are marked with a red asterisk - *

e You can move between tabs using the previous and next buttons but you cannot close
the application and come back to it later. You must have everything ready to lodge your
complaint so you don't have to start again.

e Some additional questions may appear on the form depending on the answers you
provide.
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Nature of complaint

e Select the option or options that best describes the reason for the complaint. You can
choose more than one option but remember the OMARA cannot help you if you are only
seeking a refund.

e When deciding if you will give permission for the RMA to be notified about your complaint,
please be aware that the OMARA may not investigate your complaint unless you give
permission to tell your RMA about your complaint. If you give your permission, the
OMARA will show the RMA your complaint with your name. If you give permission please
select Yes.

e If you do not give your permission for the RMA to be notified about your complaint and
wish to remain anonymous, please select No. You can still submit your complaint and the
information you provide will be recorded, however please remember that it may be more
difficult for OMARA to investigate your complaint if we cannot provide your details to the
RMA.

e If you have appointed someone else to represent you in this matter, you will be asked to
submit a copy of a signed declaration at the supporting documents step. Follow the link
to download the declaration for completion and have it signed by your representative.
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Complaint Background

e As you complete this page, remember to provide as much background information as
possible. This will assist in the consideration of your complaint.

e If you indicate that you are not a client of the RMA the complaint is about, you will be
asked what your relationship is to the RMA.

e If you have already tried to resolve your dispute with your RMA, briefly explain what you
have done. For example, have you contacted your RMA to tell them why you are not happy
with them? If you have records of correspondence or text messages, upload them at the
supporting documents page as they can be very helpful when considering your complaint.
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e If you have contacted other government agencies or courts about this matter, you will
be asked to advise which agencies. For example, the police, a tribunal or a court.

To add an agency:

e Select Add. The Create pop-up displays.

e Select the search option. The Lookup records pop-up displays.

e Select the best option.

e Choose Select.
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e Select Submit. The option is added.

e Repeat this process for each agency you have contacted.

If you have records of correspondence with the agencies, upload them at the
supporting documents page as they can be very helpful when considering your
complaint.

e If you dealt with anyone else in relation to this matter, you will be asked to provide their
details and explain what they did for you.

e To help with your complaint, you are asked what type of visa the RMA was assisting you
with.

To provide this information:

e Select the Search icon on the Visa Category field. The Lookup Records pop-up box
displays.
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e Select your visa category from the list.

e Choose Select. The Visa Category field is updated.

Repeat this process for the Visa SubCategory.

If you cannot find the visa category or you are not sure which category to select,
leave these fields blank.

e A service agreement or contract lists the services an RMA agrees to provide for you and
should include the cost of those services. It should also include any additional costs such
as visa application fees. If the RMA gave you a contract or agreement, upload a copy of
it at the supporting documents page.

e When answering the question How much did you pay the agent? tell us the total amount
of money paid in Australian dollars. Do not include a dollar sign ($) or comma (,). For
example, if you paid the agent AUS2,000 one day, AUS1,000 another day then another
AUS2,000 another day, you would enter 5000 in answer to this question.

e If the RMA provided you with receipts for your payments, upload copies of the receipts
at the supporting documents page.
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Complainant’s Personal Details
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e Complete the fields with your full name, date of birth and contact details.

e The email address you enter here will be the one the OMARA will use to contact you about
the complaint.

Note: It is important to enter your email address here, otherwise you will not receive
confirmation that your complaint has been received and other important information.
This can also delay the investigation process.

e Inthe Do you need an interpreter field, you can say here if you need an interpreter. You will
be asked which language the interpreter will need to speak.

To do this:

e At the In what language field, select the search icon. The Lookup records pop-
up box displays.

e Select your language.

e Choose Select. The In what language field is updated.

¢ In the Form of Identification field. Select the relevant form of identification from the list.
This can be any travel document, or if the Department has previously supplied you with
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an identification number, you could use this number here. Enter the number in the ID
Number field.

Complaint details

e You can either type the details of your complaint in the box provided or if you have a saved
document with all the relevant details you can upload this at the supporting documents
tab.

e When you are telling the OMARA about your complaint, please provide as many details
as possible. This could include when you first asked the RMA to provide assistance and
the date you were expecting your application to be submitted. Also include why you are
concerned about the RMA's conduct and what they could have done better.
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Complainant’s representative details

e This section only displays if you have advised that someone else is acting on your behalf.
Remember a signed Authorisation for representation declaration form from this person is
required if they are acting for you.

e Complete the fields to provide this person’s full name, date of birth and contact details.

e Atthe end of the form you must indicate who this person is to you and the details of your
connection with them.
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Supporting Documents

e The list of Mandatory documents is based on the answers you provided while completing
the form. You must upload these documents to be able to submit the complaint.

e The list of Optional documents are other documents that you think might support the
complaint. You can upload as many of these documents as you like.

e To upload a document:

e Select Add Files. The Add Files pop-up displays.
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e From the Document Type drop down, select the type of file you are uploading.

e Select Choose Files.

e Follow the prompts to select and upload your file from wherever it is stored on
your device.

e Select Add files.

The uploaded document displays in the document list, and the file type has a tick next
to in the document list. Repeat this process for any additional files.
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Declaration

e The final page is a declaration. To submit your complaint you must agree to the
declaration.

e Read through the five statements provided and if you agree, tick the ‘l agree’ box.

e Please note that if you selected No when asked if you give your permission for the RMA
to be notified about your complaint, on the Nature of Complaint tab, the declaration below
will display instead. Read through the three statements provided and if you agree, tick the
‘| agree’ box.
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e Enter the code from the image. Make sure you enter it exactly as it appears, including
capitals and small letters. For example the code displayed above would be entered as
SGtRtTx.

e Select Submit. A Complaint Submitted message displays.

What happens next?

An email is sent to the email address you provided in the complaint, letting you know your
complaint has been received. Remember it is important that you entered your email address
under the Personal Details tab.

The complaint is allocated to a case officer who will either contact you for more information
or start to investigate the complaint based on the information you have provided.

The OMARA will contact the agent to see how the complaint can be resolved. How the
contact is made depends on why you made the complaint and how serious it is. If your
complaint is straightforward (for example, asking that documents be returned to you), the
OMARA will telephone your RMA and ask for a response. If your complaint is more serious
(for example, concerns about your agent’s conduct), the OMARA will contact the agent in
writing and ask for a response.

The officer assigned to your case then decides if the Code of Conduct for registered
migration agents has been breached by your RMA and, if so, what action is needed. You will
be sent an email once the case officer has made a decision about your complaint.

Please note that while all complaints received by the OMARA are acknowledged upon receipt,
due to the large number of complaints received, it can be some time before a complaint is
allocated to a case officer and consideration of the complaint is commenced.

All complaints received by the OMARA are given careful consideration and this process can
take a significant amount of time, depending on the complexity of the actual complaint. A
complaint will also take longer to investigate if there are multiple complaints against a
particular agent that need to be considered simultaneously.
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