























Document 1.1.1.1

Acknowledgement of feedback

Dears 4F@

The Department of Home Affairs has received your feedback on 16 September 2025.
Feedback on our processes and services is important and we thank you for bringing this

matter to our attention.

This matter has been referred to the relevant business area for action. We aim to provide a
response within 15 working days of this email.

Your Feedback Case Number is IMMIS. 47F(1) . You should quote this number in any further
enquiries relating to this matter.

Yours sincerely

s. 22(1)(a)(ii)

Global Feedback Unit
Department of Home Affairs

17 September 2025





















Date: Wed, Jun 25, 2025 at 1:28 PM
Subject: Feedback response [SEC=OFFICIAL]
To:

OFFICIAL

Dear Mr-

Reference: IMMIST47E(1)

Deputy Consul General, Immigration
Department of Home Affairs

Australian Consulate General, Ho Chi Minh City

under the Freedom of Information Act 1982

Released by Department of Home Affairs

























Document 1.1.5.1

Contact Information
Please direct all correspondence to my email addressS.47F(@) ~ as | prefer
email communication.

Thank you for your attention to this serious matter. | trust the Department will investigate the
staff member’s conduct promptly and in accordance with its commitment to fair and transparent
processes.

Yours sincerely,

Released by Department of Home Affairs

under the Freedom of Information Act 1982



















Document 1.1.7

Important Notice: The content of this email is intended only for use by the individual or entity to whom it is addressed. If you have received this email by mistake, please advise the
sender and delete the message and attachments immediately. This email, including attachments, may contain confidential, sensitive, legally privileged and/or copyright

information.

Any review, retransmission, dissemination or other use of this information by persons or entities other than the intended recipient is prohibited. The Department of Home Affairs,
the ABF and the National Emergency Management Agency respect your privacy and have obligations under the Privacy Act 1988.

Unsolicited commercial emails MUST NOT be sent to the originator of this email.












Document 1.1.8.1

these positions. Staff members who fail to perform their duties properly should not receive
compensation without fulfilling the responsibilities expected of them.

As a result of this unsatisfactory handling, [ will be lodging a Freedom of Information request
for my Integrated Client Services Environment (ICSE) notes. Decisions lacking detailed
reasoning compel applicants to pursue FOI requests, adding unnecessary workload to
the Department and wasting resources on avoidable administrative processes.

I find it unacceptable to receive a standard reply along the following lines, as this simply
deflects responsibility without addressing the merits of my individual case.

It is important to note that I am not requesting a re-review here. Instead, I am expressing my
dissatisfaction with the lack of transparency, specific feedback, and Case Officer S 22(1)(@)(ii)
lack of attention to detail.

I urge the Department to take this matter seriously and to address the need for detailed, fair
assessments for all applicants. This complaint serves to highlight the deficiencies in my
recent refusal and to recommend corrective action within the Department. I, like many others,
expect fair consideration and transparency in decision-making.

Thank you for your attention to this matter.

Sincerely,

s. 47F(1)



Department of Home Affairs
WEBSITE: www.homeaffairs.gov.au
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Acknowledgement of feedback
Dear Mrs: 47F(1)

The Department of Home Affairs has received your feedback on 21 May 2024. Feedback on
our processes and services is important and we thank you for bringing this matter to our
attention.

This matter has been referred to the relevant business area for action. We aim to provide a
response within 15 working days of this email.

Your Feedback Case Number is IMMIS. 47F(1) . You should quote this number in any further
enquiries relating to this matter.

Yours sincerely

s.22(1)(@)(

Global Feedback Unit
Department of Home Affairs

31 May 2024
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Important Notice: The content of this email is intended only for use by the individual or entity to whom it is addressed. If you have received this email by mistake, please advise the
sender and delete the message and attachments immediately. This email, including attachments, may contain confidential, sensitive, legally privileged and/or copyright

information.

Any review, retransmission, dissemination or other use of this information by persons or entities other than the intended recipient is prohibited. The Department of Home Affairs,
the ABF and the National Emergency Management Agency respect your privacy and have obligations under the Privacy Act 1988.

Unsolicited commercial emails MUST NOT be sent to the originator of this email.






If a response is provided verbally to the client, please email the GFU at the above address advising the details (i.e. the method of delivery, date, time and a summary of the
conversation). ocument 2

Your responses should be completed within 15 working days, as per the service standards prescribed in the Client Feedback Policy (VM-3001). If a response is not received within
this timeframe, the case will be escalated to your Assistant Secretary for follow-up.

Business areas can monitor open feedback cases at 5. 22(2)(@)(ii)

If this feedback has been incorrectly allocated to your business area, please notify the GFU as soon as possible, as service standards commence from the date of the
original referral.

Further information about responding to feedback can be located in the Client Feedback Standard Operating Procedures (VM-5430).
If you have any questions or require additional information, please contact the GFU by email.

Regards

s. 22(1)(a)(i)

Feedback Officer

Global Feedback Unit

Service Delivery Operation Branch | Service Design and Delivery Programs
Immigration Group

Department of Home Affairs

E: $:2M@(a)homeaffairs.gov.au
17 September 2025

Important Notice: The content of this email is intended only for use by the individual or entity to whom it is addressed. If you have received this email by mistake, please advise the
sender and delete the message and attachments immediately. This email, including attachments, may contain confidential, sensitive, legally privileged and/or copyright information.

Any review, retransmission, dissemination or other use of this information by persons or entities other than the intended recipient is prohibited. The Department of Home Affairs, the
ABF and the National Emergency Management Agency respect your privacy and have obligations under the Privacy Act 1988.

Unsolicited commercial emails MUST NOT be sent to the originator of this email.









Document 2.1.1

16 September 2025

s. 47F(1)

Good afternoon,

Re:

Client name

Date of birthS . 47 F(l)

Date of visa application 25 August 2025
Application ID 5. 47F(1)

Transaction reference numberS. 47F(1)
File number S. 47F(1)

Please note that this complaint is not intended to challenge the refusal decision itself, but rather to
raise concerns about the process by which such decisions are communicated to applicants. | am well
aware of the Department’s standard feedback response, which typically states: “As the issues you
raise in your feedback relate to an application for a Visitor visa and the subsequent decision, your
feedback will be forwarded to the appropriate area for their information. Once a decision has been
made on an application it cannot be reviewed or changed by the Department...” and further explains
that the onus is on the applicant to satisfy the decision maker. That is precisely why | stress that my
concern is not about reviewability or legal outcome, but about the quality, transparency, and utility
of the refusal letters themselves, which currently fail to provide meaningful, applicant-specific
reasoning.

In a recent visitor visa refusal decision, the wording provided by Delegate 5. 22(2)(@)(ii) (Position
Number: S. 47E(C) was nothing more than a generic, copy-and-paste extract that could be applied
indiscriminately to any applicant. This demonstrates a clear lack of care, competence, and
professional judgment in decision-making. Such formulaic wording does not reflect a genuine
assessment of the applicant’s circumstances, nor does it provide specific or substantive feedback
that would enable the applicant to understand the basis of the refusal or to address the
Department’s concerns in any future application.

| wish to emphasise that this type of templated refusal letter is problematic because (1) It lacks
transparency, as the applicant cannot identify what particular factors were determinative in their
case. (2) It fails to provide procedural fairness, as applicants are not in a position to remedy or
respond to unstated concerns in the future. (3) It creates an incentive for repeated FOI and Privacy
Act requests, as applicants will inevitably seek their ICSE notes and internal correspondence to
determine the real basis for refusal. This imposes a burden on the Department, particularly the FOI
and Legal teams.

For those reasons above, | cannot be satisfied that the delegate properly reviewed the
documentation | submitted, or that they discharged their duties correctly. The decision refers to
“having regard to any other relevant matter,” yet without providing a copy of the internal
assessment, there is no assurance that the delegate considered the full range of evidence.
Furthermore, if the ICSE notes do not specifically list every single document that | submitted, this
would itself demonstrate poor decision-making and a failure to properly perform their role.



Document 2.1.1

If | do not receive a satisfactory and substantive response to this process complaint, please be
aware that within the coming days, | intend to circulate detailed public guidance on how applicants
may obtain their departmental files — including internal correspondence and ICSE notes — under
the Freedom of Information Act and Privacy Act 1988.

As you will be aware, the current pattern of increased refusal rates combined with non-
transparent, copy-pasted decision letters makes such guidance inevitable. This is not in the
interests of the Department or applicants.

| therefore request that you review this matter and provide a meaningful response addressing how
the Department intends to ensure decision letters contain clear, applicant-specific reasoning rather
than generic text that can be copied and pasted for any applicant.

Yours sincerely,

s. 47F(1)



Document 3

This enquiry was submitted through the departmental website.

Originating form: http://www.homeaffairs.gov.au/Forms/Pages/compliments-complaints-suggestions.aspx
Destination email: 522@@H @homeaffairs.gov.au
Submitted at Tuesday, 16 September 2025 6:10 PM and relates to Visa Complaint

| have read and understood the Department's Privacy Statement.

| have read and understood the Department's Security Statement.

Do you wish to report fraud, criminal or suspicious behaviour?: No

Do you require Technical Support for ImmiAccount or VEVO?: No

Do you have an enquiry or seek a status update regarding a service or product offered by the Department, including
ABF?: No

Title: Mrs
Given name(s):fpzl)"'ﬂ:(l)
Family name:

Email: s. 47F(2)

Subject of your feedback: Visa
Type of feedback: Complaint
Do you wish your feedback to be anonymous?: No

Client type: Visa applicant

Departmental reference number:S. 47F(21)
Your client ID: 8- 47F(1)

Visa type: Visitor (subclass 600)

Dear GFU,

Please note that this complaint is not intended to challenge the refusal decision itself, but rather to raise concerns
about the process by which such decisions are communicated to applicants. | am well aware of the Department?s
standard feedback response, which typically states: ?As the issues you raise in your feedback relate to an application
for a Visitor visa and the subsequent decision, your feedback will be forwarded to the appropriate area for their
information. Once a decision has been made on an application it cannot be reviewed or changed by the
Department?? and further explains that the onus is on the applicant to satisfy the decision maker. That is precisely
why | stress that my concern is not about reviewability or legal outcome, but about the quality, transparency, and
utility of the refusal letters themselves, which currently fail to provide meaningful, applicant-specific reasoning.

In a recent visitor visa refusal decision, the wording provided by the Delegate of the Minister S747F(L)" (Position
Number: S+ 47E(C) was nothing more than a generic, copy-and-paste extract that could be applied indiscriminately
to any applicant. This demonstrates a clear lack of care, competence, and professional judgement in decision-making.
Such formulaic wording does not reflect a genuine assessment of the applicant?s circumstances, nor does it provide
specific or substantive feedback that would enable the applicant to understand the basis of the refusal or to address
the Department?s concerns in any future application.

| wish to emphasise that this type of templated refusal letter is problematic because (1) It lacks transparency, as the
applicant cannot identify what particular factors were determinative in their case. (2) It fails to provide procedural
fairness, as applicants are not in a position to remedy or respond to unstated concerns in the future. (3) It creates an
incentive for repeated FOI and Privacy Act requests, as applicants will inevitably seek their ICSE notes and internal
correspondence to determine the real basis for refusal. This imposes a burden on the Department, particularly the FOI
and Legal teams.

For those reasons above, | cannot be satisfied that the delegate properly reviewed the documentation | submitted, or
that they discharged their duties correctly. The decision refers to ?having regard to any other relevant matter,? yet



Document 3

without providing a copy of the internal assessment, there is no assurance that the delegate considered the full range
of evidence. Furthermore, if the ICSE notes do not specifically list every single document that | submitted, this would
itself demonstrate poor decision-making and a failure to properly perform their role.

If I do not receive a satisfactory and substantive response to this process complaint, please be aware that within the
coming days, | intend to circulate detailed public guidance on how applicants may obtain their departmental files ?
including internal correspondence and ICSE notes ? under the Freedom of Information Act and Privacy Act 1988.

As you will be aware, the current pattern of increased refusal rates combined with non-transparent, copy-pasted
decision letters makes such guidance inevitable. This is not in the interests of the Department or applicants.

| therefore request that you review this matter and provide a meaningful response addressing how the Department
intends to ensure decision letters contain clear, applicant-specific reasoning rather than generic text that can be
copied and pasted for any applicant.

Please also note that if the GFU or RBA continues to provide the same generic response that fails to address my
complaint substantively, | will have no choice but to escalate this matter to the Commonwealth Ombudsman.

Yours sincerely,

s. 47F(1)
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Dear §122(2)(@)(ii)

The attached feedback (IMMI-S. 47F(1) ) was received by the Global
Feedback Unit (GFU) from Mrs. 47F(1) (on behalf of SHAZE(E@MN ) on 18 August
2025.

This feedback is forwarded to you for investigation and response.
Your response to the client should:

« refer to the feedback matter by the GFU reference (IMMI-S. 47F(1) ) ST 47F(@) )

L[]

note the date the feedback was received by the GFU

L[]

make reference to the issue(s) raised by the client feedback
e address each issue in turn

be tailored to the client’s individual feedback and concerns

L[]

include the first name and position number of the departmental author

Your response to the client should be sent by email (unless the client has specified
otherwise), with a copy (CC) to the GFU at 8 22@)@)) @homeaffairs.gov.au

If a response is provided verbally to the client, please email the GFU at the above address
advising the details (i.e. the method of delivery, date, time and a summary of the
conversation).

Your responses should be completed within 15 working days, as per the service standards
prescribed in the Client Feedback Policy (VM-3001). If a response is not received within this
timeframe, the case will be escalated to your Assistant Secretary for follow-up.

Business areas can monitor open feedback cases at
s. 22(1)(a)(ii)

If this feedback has been incorrectly allocated to your business area, please notify the
GFU as soon as possible, as service standards commence from the date of the original
referral.

Further information about responding to feedback can be located in the Client Feedback
Standard Operating Procedures (VM-5430).

If you have any questions or require additional information, please contact the GFU by email.

Regards

s. 22(1)(a)(ii)

Feedback Officer

Global Feedback Unit

Service Delivery Operation Branch | Service Design and Delivery Programs
Immigration Group

Department of Home Affairs

E: 5 22(D@)(i) @homeaffairs.gov.au

16 September 2025
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whom it is addressed. If you have received this email by mistake, please advise the sender and delete
the message and attachments immediately. This email, including attachments, may contain
confidential, sensitive, legally privileged and/or copyright information.

Any review, retransmission, dissemination or other use of this information by persons or entities
other than the intended recipient is prohibited. The Department of Home Affairs, the ABF and the
National Emergency Management Agency respect your privacy and have obligations under the
Privacy Act 1988.

Unsolicited commercial emails MUST NOT be sent to the originator of this email.






