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1. Policy Statement 

Antrick Education Pty Ltd trading as Antrick Health Academy (the RTO) is committed to fair, transparent and 
legally compliant fee protection and refund arrangements for domestic and international students. The RTO will 
provide clear information about fees, prepaid fee protections, refund entitlements, refund processes, provider-
default obligations and available complaints and appeals pathways before enrolment and at other relevant 
times required by law. 

 

The RTO will safeguard prepaid fees in accordance with applicable regulatory requirements and will maintain 
controls to ensure protected monies or fee protection arrangements are used only for their lawful purpose. 
Refunds and alternative placement arrangements will be managed promptly, accurately and consistently, with 
documented approvals and records. International student arrangements will also reflect the ESOS framework, 
written agreement requirements, provider default obligations and the role of the Tuition Protection Service. 

 

This policy is intended to work together with the RTO’s fee charging, written agreement, financial management 
and complaints processes. Where a legislative rule is more specific or more protective than this policy, the 
legislative rule prevails. 

 

 

2. Purpose 

• Set out how the RTO protects prepaid fees and manages refunds; 
• Ensure students receive accurate information about fees, cancellations, refunds and provider default; 
• Define roles, approval steps and timeframes for refund processing; 
• Support compliance with domestic prepaid fee requirements and CRICOS / ESOS obligations; 
• Ensure protected funds, guarantees or other fee protection arrangements are properly controlled and 

monitored; 
• Provide a clear, fair and reviewable refund process for students and intending students. 

 

3. Scope 

This policy applies to course money, tuition fees, non-tuition fees where refundable, prepaid fees, deposits, 
instalments, agent-collected monies, protected accounts, alternative course placement obligations, provider 
default situations, student default situations and any other refund-related decision made by or on behalf of the 
RTO. It applies to domestic students, overseas students and intending students, subject to the specific legal 
rules that apply to each cohort and course type. 

 

 



 
 

   

 

4. Legislative and Regulatory Context 

ASQA’s Accountability Practice Guide states that where an NVR registered training organisation or third party 
receives prepaid fees from or on behalf of an individual in excess of $1500 in relation to the same VET course, 
the organisation must comply with the threshold prepaid fee protection requirements. It also states that the 
refund policy provided to students at enrolment must reflect those prepaid fee protection requirements, and 
that protected accounts should have adequate withdrawal controls such as multiple signatories and use 
restrictions. 

 

For overseas students, ASQA’s written agreements guidance states that ESOS providers must enter into a 
written agreement before or at the same time as accepting course money and that the written agreement must 
include fees, refund and cancellation policies, the process for claiming a refund, student default and provider 
default refund requirements, and an explanation of what happens if a course is not delivered including the role 
of the Tuition Protection Service. 

 

Under ASQA’s default obligations guidance for the ESOS framework, a provider default occurs when the 
provider fails to start or stops providing a course before completion. In such cases, providers must give notice 
within 3-7 business days, notify students in writing, and within 14 days either offer an alternative course or 
provide a refund of unspent tuition fees, followed by further PRISMS reporting. The Department of Education 
also states that the TPS assists international students if providers are unable to fully deliver a course. 

 

This policy should also be read consistently with Australian Consumer Law and any contract, funding, state or 
territory rules that provide additional refund rights or regulate how fees may be collected and refunded. The RTO 
reserves the right to hold all Non-Refundable Fee amounts.  

 

5. Definitions 

• Prepaid fee means fees received from or on behalf of a student in advance of services being delivered. 
• Threshold prepaid fee amount means the amount identified by law for fee protection purposes for the same 

VET course.  
• Provider default means a provider default under the ESOS framework or another applicable tuition 

protection regime. 
• Student default means a circumstance where a student does not commence or continue the course as 

agreed, subject to contract and law. 
• Unspent tuition fees means tuition fees collected for services not yet delivered to the student. 
• Protected account / protection arrangement means a bank guarantee, tuition assurance membership, 

protected account or other approved measure used to protect prepaid fees. 

 

 



 
 

   

 

6. Policy Principles 

• Students must be told clearly, before enrolment, what fees apply and when they may or may not receive a 
refund. 

• Refund decisions must be made consistently, documented and capable of review. 
• Protected fee arrangements must be maintained and monitored so that students can be refunded or placed 

in an equivalent course where required. 
• The RTO will not use protected monies for general operational expenses where law or policy restricts such 

use. 
• International student refunds and defaults must be managed consistently with written agreements, ESOS 

obligations and the role of the TPS. 

 

7. Pre-Enrolment and Written Agreement Requirements 

Before or at the time of accepting course money, the RTO must provide or incorporate clear information about 
tuition fees, non-tuition fees, payment options, refund terms, cancellation rules, provider default and student 
default outcomes, how a refund can be claimed, who a refund may be paid to, and the available complaints and 
appeals processes. For overseas students, these requirements must be included in the written agreement in 
plain English and must also explain the role of the Tuition Protection Service if the course is not delivered. 

 

8. Domestic Prepaid Fee Protection Requirements 

Where prepaid fees exceed the applicable threshold for the same VET course, the RTO must implement and 
maintain the required protection arrangements. Depending on the legal status of the provider, this may include 
a prepaid fee policy, an unconditional financial guarantee from a bank operating in Australia, membership in a 
tuition assurance scheme, or another fee protection measure approved by the National VET Regulator. The RTO 
must be able to show how the level of protection was determined and ensure that the protected amount is 
always sufficient. 

• If a protected account is used, withdrawals must be restricted and, where practicable, require multiple 
signatories. 

• Administrative staff must understand that protected funds are only to be used for lawful student protection 
purposes, not normal operating costs. 

• Protection arrangements must cover fees received directly or indirectly, including fees collected by relevant 
third parties where required by law. 

• The Finance function must monitor protected balances or equivalent protection coverage at monthly 
scheduled intervals.  

 

 

 



 
 

   

 

9. Refund Categories 

Refund categories must be described clearly and applied consistently. Categories may include provider default, 
student default before commencement, student withdrawal after commencement, visa refusal or visa non-
grant matters where applicable, course cancellation, refused enrolment, overpayment, duplicate payment, 
compassionate or compelling circumstances, and other circumstances specified in a written agreement or 
funding rule. Refer to the Refund and Protected Fee Arrangement Registry’s. 

 

10. Provider Default – International Students 

If the RTO defaults in relation to an overseas student or intending overseas student, the RTO must act in 
accordance with the ESOS framework. This includes giving notice of provider default within 3 business days, 
notifying each affected student in writing in plain English, and within 14 days after the default day either 
arranging an alternative course accepted by the student in writing or refunding the student’s unspent tuition 
fees. Within 7 days of the end of the provider obligation period, the RTO must notify the outcome through 
PRISMS as required. If at risk of defaulting or unable to meet obligations, the RTO must contact the TPS 
immediately. 

 

11. Student Default – International Students 

Where an overseas student defaults, refund entitlements must be decided in line with the written agreement, 
the ESOS Act and any other applicable law. The written agreement must set out the refund requirements that 
apply in cases of student default and provider default, including amounts that may or may not be repaid. Refund 
decisions must therefore be made by reference to the signed written agreement and documented evidence. 
Refer to the RTO Refunds & Default Rules/Percentage Matrix.  

 

12. Domestic Refund Rules 

For domestic students, refund entitlements are governed by the enrolment terms, this policy, any applicable 
funding contract, Australian Consumer Law and any other mandatory rule. The RTO may specify administrative 
or non-tuition fees that are non-refundable only where lawful, fair, clearly disclosed and not inconsistent with 
mandatory law. Course fees for services not yet delivered, or overpayments, should ordinarily be considered for 
refund or credit according to the RTOs documented rules and circumstances.  

 

13. Refund Application and Assessment Process 

• Refund requests should be made in writing on the approved refund form. 
• Applications should include supporting documents such as receipts, visa correspondence, medical or 

compassionate evidence, cancellation notices or other relevant records. 
• The RTO must assess the request against the written agreement, this policy, applicable law and any funding 

conditions. 
• The outcome, amount, basis of decision, payee and processing timeframe must be recorded. 



 
 

   

 

 

14. Refund Payment Rules 

Approved refunds must be paid to the person or account authorised by the written agreement, enrolment terms 
or law. Where the student has nominated another person to receive the refund, or an agent collected fees on 
behalf of the RTO, payment must be handled strictly according to the authorised written arrangement and 
applicable law. Refunds should not be offset against unrelated debts or transferred to another person without 
lawful authority and clear records. 

 

The normal refund processing target is within 28 days of approval or of the event giving rise to the refund, unless 
a shorter legal timeframe applies. International provider default obligations must always be handled within the 
ESOS timeframe even if the normal internal processing timeframe is longer. 

 

15. Complaints and Appeals 

A student who is dissatisfied with a refund decision may access the RTO’s internal complaints and appeals 
process and, where relevant, an external appeals option. The written agreement for overseas students must 
outline the internal and external complaints and appeals processes. Access to the complaints and appeals 
process does not remove any right the student has under Australian Consumer Law or other law. 

 

16. Records and Monitoring 

The RTO must retain refund applications, decisions, calculations, payment records, written agreements, 
receipts and protection arrangement records in accordance with the Records Management and Data 
Governance Policy and any specific ESOS retention requirement. For overseas students, records of written 
agreements and receipts of payment must be kept for at least two years after the student ceases to be an 
accepted student. Refund trends, processing timeframes, complaints and protected-fee balances should be 
reviewed periodically for governance and continuous improvement purposes. 

 

17. Roles and Responsibilities 

• CEO / Board: approve the policy framework and ensure adequate student protection arrangements are 
maintained. 

• Finance Manager: maintain protection arrangements, process approved refunds, monitor protected 
balances or guarantee cover, and retain financial evidence. 

• Admissions / Student Administration: provide pre-enrolment information, receive refund requests, verify 
supporting documents and ensure written agreements are complete. 

• Compliance Manager: monitor ESOS and regulatory requirements, support PRISMS / default reporting and 
review policy compliance. 



 
 

   

 

• Education agents and third parties: must promptly pass on student monies, disclose collected amounts, 
and follow the RTO’s refund and recordkeeping rules. 

 

18. Non-Compliance and Escalation 

Failure to maintain fee protection arrangements, misuse of protected funds, inaccurate disclosure of refund 
terms, delayed or incorrect provider default response, failure to make required notices, or unjustified refusal or 
delay of a lawful refund may constitute a serious compliance breach. The RTO may take disciplinary, 
contractual, insurer notification or regulator notification action and must implement immediate corrective 
controls where such issues arise. 

 

19. Procedure 

19.1 Pre-Enrolment Setup 
1. Ensure current fee schedules, refund terms and payment options are approved and published or issued to 

students. 
2. For overseas students, ensure the written agreement includes all required fee, refund, default and 

complaints information before accepting course money. 
3. Verify that the current fee protection arrangement remains active and sufficient before accepting protected 

prepaid amounts. 

19.2 Refund Processing 
4. Receive and register the refund request. 
5. Check the student record, payments, written agreement or enrolment terms and supporting documents. 
6. Determine the applicable refund category and calculate the amount using the approved matrix or legal rule. 
7. Obtain approval under delegation and record the decision. 
8. Process payment to the authorised payee and issue written outcome advice. 
9. Advise the student of the complaints and appeals pathway if dissatisfied. 

19.3 Provider Default Response 
10. Escalate the event immediately to the CEO, Compliance Manager and Finance Manager. 
11. Give required default notice within 3 – 7 business days and notify affected students in writing. 
12. Within 14 days, arrange an alternative course accepted in writing or refund unspent tuition fees. 
13. Complete required outcome reporting within the required PRISMS timeframe and contact the TPS 

immediately if assistance is needed. 
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Source basis used in drafting: ASQA Accountability Practice Guide; ASQA written agreements guidance; ESOS provider default 
obligations guidance; Department of Education Tuition Protection Service guidance; and the broader RTO / CRICOS regulatory 
framework relevant to fees, refunds and student protection. 


