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Purpose

This policy and procedure sets out the circumstances under which students may claim for
a full or part refund of any fees or charges paid. This Policy has been updated with
information about refund eligibility in relation to the coronavirus outbreak and will be
further reviewed in May 2020.

1.0 Responsibilities
The General Manager is responsible for ensuring this policy and procedure is
implemented.

2.0 Scope
This policy and procedure covers all of LITA Training’s training and related services.

3.0 Definitions
Applicable refund means the balance of any fees and charges payment made upfront by
an applicant or enrolled student where the services have not been made available to
date.

Applicant means a prospective LITA Training student or interested party.
ASQA means the Australian Skills Quality Authority.

Compassionate and compelling circumstances means the following:

e lliness, injury or stress (including vicarious stress)

¢ Permanent or temporary disability (that has occurred during the duration of the
course)

e Death of close family members

¢ Incident or issue causing distress to a student impacting on their capacity for
study e.g. involvement in a serious accident, witnessing or being victim of a
serious crime

o Situations outside a student’s control that significantly and adversely effects their
ability to study.

Circumstances not considered compassionate and compelling are:

e An inability to pay tuition fees.

e Circumstances which are considered to be within the control of a student, or
which are to be expected in the normal course of the student's study, work, family
or social life.

e Anincrease in hours or duties of paid or unpaid employment which is at the
request of the individual student not regarded as circumstances beyond a
student's control.

Employer means an applicant or enrolled student’s place of employment.

Withdrawals, Deferment, Cancellations, PP017 v5 Page 1 of 7
Suspensions and Refunds Policy and Procedure

Date Published: 02 April 2020 Authorised by General Manager Next Review: May 2020

Once printed this is an uncontrolled document



Withdrawals, Deferment,

, Cancellations, Suspensions and
MYL.L.T.A. ja) Refunds Policy & Procedure

; TRAINING 7

Doc No: PP017

Fee for service courses means where an employer has an arrangement with LITA
Training to deliver training services to its workforce outside of a government funded
arrangement.

Student means an enrolled learner that has agreed to use the services provided by LITA
Training.

4.0 Policy
LITA Training maintains a fair and reasonable refund policy to ensure that refunds are
made available to students entitled to receive them.

Applicants and students are advised about their rights to withdraw or defer and any
refund arrangement, through both the Student Handbook and on the website through
publishing of this policy and procedure. This policy covers the way that LITA Training
administers fee refunds for both public students and fee for service employers.

A non-refundable application fee of $200 is set to cover administration costs associated
with course application and enrolment. Subsidised students through the Skilling South
Australia program are EXEMPT from payment of this fee.

It is the policy of LITA Training that all applicable refunds for fees are paid to applicants
within 5 working days from the time when notification has been made by the applicant to
LITA Training in accordance with LITA Training’s notification procedure (refer below).

It is the policy of LITA Training that all applicable refunds for fees are paid to students
who pay fees directly to LITA Training and who withdraw from any LITA Training
program or unit up to mid-course.

Where a third party has paid the student’s fees and charges eg. an employer, in the
instance of withdrawal and cancellation from the course, the third party only will receive
any eligible refund — no refund will be provided to the student in any circumstances. The
employer may also negotiate to transfer the balance of fees to another employee.

LITA Training does not put in place financial nor administrative barriers for any student
wishing to withdraw from their course. Where the student can demonstrate hardship, and
at the discretion of LITA Training’s General Manager, the administration fee will also be
fully refunded.
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5.0 Procedure
Applicant Refunds

PERIOD OF CORONAVIRUS AND UP TO MAY 2020 (DATE TO BE REVIEWED)

LITA Training considers the current health pandemic as grounds for compassionate and
compelling circumstances, where situations are outside a student’s control that
significantly and adversely effects their ability to study.

As such, during this period, the following student refunds will apply:

e any student who is currently enrolled in a training program where LITA Training is
not able to provide a training and assessment approach which is acceptable to
the student, may opt to withdraw from their studies and receive a refund for any
part of their fees where training services was not provided. A Change in
Enrolment Form will be required to be completed by the student.

e any student who is currently enrolled in a training program where LITA Training is
not able to provide a training and assessment approach which is acceptable to
the student, may opt to defer their studies for up to 6 months. No refunds will be
issued in this scenario. A Change in Enrolment Form will be required to be
completed by the student.

¢ any student who has been accepted in a training program but has not
commenced and has paid up-front fees, may receive a full refund where LITA
Training is not able to provide a training and assessment approach which is
acceptable to the student. This will include a full refund of the administrative
enrolment fee where applicable. The student must forward an email to LITA
Training’s General Manager at training@lita.org.au outlining the name of the
course and specifying that they are seeking to withdraw. Students are
encouraged to provide their advice asap and at least 5 business days prior to the
commencement of the training.

¢ Any student who has pre-paid fees, is asked to go home by LITA Training as it
LITA Training’s opinion that the student is ill, will be eligible for a credit note*, to
use for any course at LITA Training up to Dec 2020.

e Any student who has pre-paid fees and is in quarantine will be eligible for a credit
note*, to use for any course at LITA Training up to Dec 2020.

* In cases of hardship and at the General Manager’s discretion, LITA Training will
consider a refund. In this instance, a Change in Enrolment Request Form will be
required to be submitted, available on LITA Training’s website.

Where a third party, such as the student’s employer, has paid for any fees on behalf of a
student, the refund will be issued to the third party.
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GENERAL BUSINESS

Any applicant wishing to be considered for a course refund must notify LITA Training’s
General Manager in writing (eg. via email) and the notification must be received by LITA
Training no later than 5 business days from the time when any up-front payment has
been made by the applicant to LITA Training.

A full refund of the amount paid by the applicant, minus the $200 application
administration fee (where applicable) will be reimbursed by LITA Training within 5
working days.

Where a third party has paid the student fee in a forklift course and the student requests
to withdraw 48 hours prior to course commencement and LITA Training cannot fill the
place, no refund will be provided as LITA Training organises these courses on the
viability of accrued enrolment and fees.

If LITA Training terminates the agreed training services early and an applicant has paid
fees (partial or fully), impacted students will receive a full refund inclusive of the
application administration fee, ie. full refund. The refund will be issued within 1 month of
the date of course/ service termination.

Enrolled Student Refunds

Any enrolled student wishing to be considered for a course refund must complete the
Change of Enrolment Request Form which will be forwarded to General Manager for
review, regardless if the student is a trainee, funded or fee for service student.

In instances where LITA Training ceases to offer a course, it will ensure that the
impacted students will receive Statements of Attainment/s for all completed Unit/s of
Competency and be offered either credit transfer into a replacement course where
appropriate and relevant and be offered a refund for the balance of their initial enrolled
course should they not wish to enrol in the alternative course. The refund will be issued
within 1 month of the date of course cancellation. No Change of Enrolment Request
Form will be required in this instance. Should a withdrawn student elect to enrol in an
alternative course at LITA Training, LITA Training will only accept the student’s
application with clear written permission by the student.

If LITA Training terminates the agreed training services early, impacted students will
receive Statements of Attainment/s for all completed Unit/s of Competency and be
offered a refund for the balance of their enrolled course. The refund will be issued within
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1 month of the date of course cancellation. No Change of Enrolment Request Form will
be required in this instance.

Should an enrolled student be unable to attend a course and a notice of cancellation (ie.
through completion of the LITA Training Change of Enrolment Request Form) has been
received prior to course commencement, a full refund less the non-refundable deposit of
$200.00 will be issued where applicable and collected, eg full qualifications.

A refund post enrolment will be considered on a case by case basis upon receipt of a
written request (ie. through completion of the LITA Training Change of Enrolment
Request Form).

In the instance of a forklift short course where LITA Training could not fill the place and
notice of withdrawing was made by the student within 48 hours of the course
commencement, no refund will be provided.

Where an enrolled student believes at any time that LITA Training did not fully advise of
the course requirements and student responsibilities, and he/she remains dissatisfied
with the course, the student will be referred to LITA Training’s Complaints & Appeals
Policy & Procedure for a review, which may result in a full or partial refund to the student.

LITA Training Withdrawing Students

Where a student opts to withdraw from his/her course, they are required to complete a
Change in Enrolment Form, to formally notify of their decision. Should a student not be
available, as occurs from time to time with transient employee, the student’s employer
may also complete and submit the Form. This is in addition to the requirement to notify
the relevant AASN for any trainee.

For any Skilling South Australia subsidised student who has opted to withdraw, LITA
Training will render their Training Account as inactive within 20 business days and
ensure that the student receives their AQF certification, in accordance with LITA
Training’s Issuing Qualifications Policy & Procedure.

LITA Training Cancelled Students

Where an enrolled student is not progressing, LITA Training will, according to its
Progression and Intervention Policy & Procedure, and only after three attempts at
contact which have all resulted in a lack of student response (which may also be through
their employer), LITA Training will undertake the following procedures:
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¢ for students who have completed some of the course requirements, LITA
Training will cancel and advise the student in writing. Where relevant, the
student’s employer will also be notified by being copied into the email.

e for students who have completed the course’s training but not submitted all
assessments, LITA Training will forward a reminder email, which advises of the
cut-off date for assessment submission which will always be for a period of 6
months from the last contact date. Where relevant, the student’s employer will
also be notified by being copied into the email. No refund will be provided. Should
the student not submit the outstanding assessments, LITA Training will cancel
the student.

For trainees who are cancelled, LITA Training will also advise the relevant AASN.

For any Skilling South Australia subsidised student who has been cancelled, LITA
Training will render their Training Account as inactive within 20 business days and
ensure that the student receives their AQF certification, in accordance with LITA
Training’s Issuing Qualifications Policy & Procedure.

All cancelled students who wish to re-enrol in unit/s of competency whereby they had
previously paid full fees (and in the instance of a student where the fees have not been
transferred to another employee), the cancelled student may re-enrol and subject to
meeting all entry requirements, will pay a reduced fee of 50% for the unit/s of
competency.

LITA Training Deferring Students

LITA Training student may request to defer their studies up to a period of 6 months and
through completion and submission of the LITA Training Change of Enrolment Form. Al
requests are subject to approval by LITA Training’s General Manager and the student
will be advised in writing of the LITA Training decision. All students have the right to
appeal any decision made but it must be done within 10 days of the date of LITA
Training’s decision and using LITA Training’s Decision Appeals Lodgement Form
(available on LITA Training’s website).

LITA Training will notify the student one month in advance of the scheduled date of re-
commencement of studies and unless LITA Training hears otherwise from the student,
LITA Training will re-commence the fee payment arrangement on the date of scheduled
re-commencement.

LITA Training Suspended Students
Where a student is suspended from their enrolled course, no fees will be refunded until
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LITA Training and the student makes a decision to either continue (no fees will be
refunded) or withdraw (partial refund based on the balance of tuition remaining against
the fees paid to date).

Where LITA Training makes a decision NOT to refund a student’s full or partial fees and
charges, the student will be referred to LITA Training’s Complaints & Appeals Policy &

Procedure for a review which may result in a full or partial refund to the student.

7.0 Forms and Records

The following forms should be used in conjunction with this procedure:

The following references should be read in conjunction with this procedure:

FORM Change of Enrolment Request Form
DOCUMENT Staff Handbook
DOCUMENT Student Handbook

POLICY & PROCEDURE Application and Enrolment
POLICY & PROCEDURE Progression and Intervention
POLICY & PROCEDURE Fees and Charges

POLICY & PROCEDURE Student Responsibilities
POLICY & PROCEDURE Complaints & Appeals
POLICY & PROCEDURE lIssuing Certification
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