M) AcknowLepc
w\ EDUCATION

6.2.5 International Students Refund of Fees Policy and
Procedure

1.0 Rationale

This document outlines the policy and procedures governing the refund of fees for international
students, including those on student visas. Our policy is to ensure that, in cases where AE must
refund a student due to circumstances beyond the student's control, the refund calculation is fair and
consistent. The policy and procedure outlined below are components of AE's formal agreement with
international students holding student visas. The procedures offer clearer guidance on the refund
method.

2.0 Scope

This policy and procedure are pertinent to all internal and external stakeholder groups associated
with student recruitment and admission. This includes students, their families, and caregivers.

3.0 Regulatory Context

3.1 Higher Education Standards Framework (Threshold) 2021
The Higher Education Standards Framework (Threshold Standards) 2015 (HES Framework)
includes requirements outlined in Standard 6.2.1 (1) for institutions to have reliable business
continuity strategies and sufficient financial and educational safeguards. These measures are
designed to reduce the impact on students who cannot continue their studies because of
unanticipated changes in the higher education provider's operations. Furthermore,
standards 7.2.1 and 7.2.2 require the public disclosure of a range of information, including
information pertaining to fees and charges.

3.2 National Code of Practice of Education and Training to Overseas Students 2018
Under section 47B of the ESOS Act, educational institutions must establish written
agreements with each international student detailing the refund conditions in case of student
default. Section 47D of the Act generally mandates institutions to provide refunds to overseas
students or prospective overseas students in accordance with these written agreements.
However, exceptions to this refund process are detailed in sections 47D(5) and 47E(1)(b)(i) of
the ESOS Act. These exceptions apply when a student is denied a student visa or when the
institution has not formed an agreement with the student meeting the requirements of
section 47B. In such cases, the institution must issue a refund to the student as per section
47E of the Act. The legislative instrument specified in subsection 47E(4) of the Act outlines
the specific method for calculating this refund amount. This instrument provides the
guidelines for determining the refund amount payable to the student.

33 Standards for Registered Training Organisations (RTOs) 2015
Clause 7.3 of Australian regulatory requirements mandates that Registered Training
Organisations (RTOs), including those serving international students, must protect pre-paid
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fees exceeding $1500. This applies to all student fees, covers domestic and international
students, and entails various protection measures. Policies for accommodating or refunding
students if services paid in advance can't be delivered, while other RTOs act when a student's
prepaid fees exceed $1500 must be in place.

4.0 Policy

Acknowledge Education applies consistent, transparent, and compliant rules for tuition fee refunds.
These rules are set out below:
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4.1.7

4.1.8
4.1.9

A refund of 70% of tuition fees will be given if an enrolment is cancelled more than 28

days prior to commencement of the course.

No refund of fees will be given if an enrolment is cancelled within 28 days of course
commencement, or the student does not commence on the agreed date or
withdraws from the course once it has commenced. Students enrolling to commence
courses within 28 days of application will not receive a refund if enrolment is
cancelled more than seven (7) days after receipt of the application or within seven (7)
days of course commencement.

No refund will be given to any student who has deferred their enrolment.

Early termination of homestay is subject to a 20% cancellation fee on monies paid.
Where proof of visa rejection is provided, refund will be calculated as prescribed in
section 47E of the ESOS Act. In accordance with the regulations, a full refund will be
provided less:

a) S$500 or five percent of the total amount of pre-paid fees received for the Course
(whichever is the lesser);

b) if the student has commenced study, refund will be provided less the proportion
of the course money that Acknowledge Education has received in respect of the
student before the default day that is equal to the proportion of the course that
was provided to the student before the default day.

Acknowledge Education may grant no refund if a student’s enrolment is cancelled or

a student’s visa or application for visa is cancelled or refused due to actions of the
student.

Acknowledge Education reserves the right to cancel or not offer a program. If any

program is cancelled and/or not offered, in accordance with sections 46A and 46D of
the Education Services for Overseas Students Act 2000, as amended, one of the
following options will be offered:

e Any unused portion of tuition fees paid by the student will be refunded, within
two (2) weeks from the date of default; or

e An alternative course or part course can be arranged at the providers’ expense.
If accepted by the student, the payment of course fees will be paid to the
alternative provider within two (2) weeks from the date of notice of default.

e If AE cannot provide a refund or an alternative course, then the Tuition
Protection Service (TPS) will assist students in finding an alternative course to
obtain refunds if a suitable alternative course is not found. Further information
regarding the TPS arrangement is provided at www.tps.gov.au.

Tuition fees are not transferable to another person.

Notwithstanding the above provisions, Acknowledge Education may grant a refund of
fees on compelling or compassionate grounds made known to the Registrar in
writing.
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5.0 Procedure
This section outlines the procedures that ensure compliance with the above policy.

5.1 Applying for a refund.

5.1.1 Students, parents or guardians must submit a written request for a refund:

a) by mail, to: b) by email, to:

The Registrar
Acknowledge Education
168 Exhibition Street OR registrar@ae.edu.au
Melbourne VIC 3000

Australia

5.1.2  Written requests for refund should contain:
a) the student’s details, including full name, student number, date of birth and
address.

b) details of why a refund is requested.
c) contact details; and

d) the requested destination of the refunded payment.
5.1.3  Written requests for refund must be made as soon as practicable after the reason for
the refund request arises

.5.1.4 The Registrar will assess entitlement to a refund against the applicable policy.
5.1.5 Refunds granted will be paid within 28 days of the request for refund.

5.1.6 The Registrar will issue notice of the amount of refund and the date of its payment as
soon as practicable after its payment.

5.1.7 Where no refund is granted the Registrar will issue notice immediately on assessing
the request for refund.

6.0 Roles and Responsibilities

6.1 Registrar
Responsibilities include assessing refund entitlements in line with the applicable policy,
issuing notices of refund amounts and payment dates, and promptly notifying applicants
when no refund is granted.
AE is responsible for implementing and adhering to the refund policy. This includes
determining eligibility for refunds based on the criteria outlined in the policy.

6.2 Students, Parents, or Guardians
Students and their respective parents or guardians are responsible for initiating refund
requests.

6.3 Tuition Protection Service (TPS)
In cases where Acknowledge Education is unable to provide a refund or offer an alternative
course, the Tuition Protection Service (TPS) steps in to assist students in finding suitable
alternative courses to obtain refunds.
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6.0 Definitions

Term

Definition

Alternative Providers

Educational institutions other than Acknowledge Education that may
offer alternative courses to students in the event of program
cancellation.

Compelling or Compassionate

Extraordinary circumstances or reasons that warrant special

Grounds consideration for a refund, as communicated to the Registrar in
writing.
Registrar An individual or office responsible for processing refund requests,

assessing eligibility, and issuing notices related to refunds.

Tuition Protection Service (TPS)

A service that assists students in finding alternative courses and
obtaining refunds in situations where the educational institution
cannot provide a refund or an alternative course.

7.0 Related Documents

Document Name

1.1.1 Admissions Policy for Overseas Students (HE and VET)

1.1.2 Admissions Procedure for Overseas Students (HE and VET)

1.1.4 Admissions Policy for Domestic Students (HE and VET)

7.2.1 Sales Material Integrity and Compliance Policy

Policy and Procedure - Complaints and Appeals 220823
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9.0 Change Log

Date Version By Notes

8/5/2012 1.0 RF Created

21/06/2012 1.1 RF Updated international refund policy to reflect changes to ESOS Act

effective 1/7/2012

13/09/2012 1.2 RF Removed duplicate sentence, new format

24/06/2013 1.3 RF Added process for applying for refund.

29/08/2013 1.4 BS Amend incorrect formatting

20/06/2014 1.5 BS Change to AE

10/10/2014 1.6 BS Amend in accordance with new ESOS direction

24/11/2014 1.7 BS Removed Domestic Policy

11/01/2016 1.8 BS Reviewed, format change

30/06/2016 1.9 BS Changed Logo

20/11/2017 1.10 BS Changed format

19/05/2018 1.11 BS Amend refund for Visa Refusal

19/12/2018 1.12 BS Clarify refund items, add TPS

20/02/2021 1.13 BS 2.3.1-3 missing from previous version

20/10/2023 2.0 Narelle  Added sections: Scope and Regulatory Context. Rewrote rationale for
Whatley clarity, separated policy and procedure sections, added policy
Dean number and changed title, added definitions section, updated

branding, added 4.1.7 third dot point regarding TPC.
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