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1. Policy Statement

Antrick Education Pty Ltd trading as Antrick Health Academy (the RTO) recognises that unexpected
financial hardship can prevent a student from participating safely and successfully in training and
assessment. Where short-term hardship creates an immediate risk to attendance, participation,
wellbeing, placement readiness, travel to training, essential learning access, basic safety or continued
course engagement, the RTO may consider targeted support measures, including a discretionary once-
off support payment of up to $500.

The once-off support payment is a student-support intervention and not a general refund, scholarship,
wage, consumer credit product, loan, compensation payment or automatic entitlement. Approval
depends on eligibility, evidence, available funds, conflict checks, decision-maker authority, lawful use
of funds and whether the proposed support is proportionate to the hardship identified.

The RTO will assess hardship requests confidentially, consistently and as quickly as reasonably
practicable, while maintaining privacy, natural justice, fraud controls, payment controls, recordkeeping
and fairness between applicants. Where financial supportis not approved, the RTO may still offer or
facilitate non-financial support, referrals, payment-plan review, welfare intervention, reasonable
adjustment, academic support or other lawful measures that help the student continue or exit safely. All
outcomes will be provided in writing and retained in the students file.

2. Purpose

e setthe RTO’s framework for identifying, assessing, approving, paying, recording and reviewing
student financial hardship assistance;

e define the conditions under which an eligible student may access an up to $500 once-off support
payment;

e clarify that hardship assistance is discretionary, evidence-based and subject to available funding
and delegated approval;

e support student retention, safety, wellbeing and progression by providing a controlled pathway for
urgent hardship assistance;

e ensure decisions are consistent with student-support obligations, privacy requirements, financial
controls and recordkeeping obligations;

e reduce therisk of ad hoc, unfair or undocumented hardship decisions and ensure related payments
can be explained, audited and reviewed.

3. Scope

This policy applies to all current students and, where the RTO decides it is appropriate, prospective
students who have accepted an offer or are about to commence and whose immediate hardship would
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otherwise prevent safe commencement or participation. It applies across domestic, international,

blended, online, practical, work-placement, third-party and offshore delivery contexts to the extent
relevant and lawful.

This policy applies to all staff and third parties who receive hardship disclosures, provide triage, assess
eligibility, verify evidence, approve or refuse support, arrange payment, record decisions, or monitor the
effect of the support payment. It also applies to finance staff responsible for reconciliation and to
compliance staff responsible for document control, review and audit.

4. Legislative and Regulatory Context

This policy is informed by the RTO’s broader student-support obligations under the Standards for RTOs
2025. ASQA’s Training Support Practice Guide states that VET students must have access to support
services, trainers and other staff to support their progress throughout the training product, and that
RTOs should identify students at risk of not making adequate progress and offer additional support
services or reasonable adjustments where needed.

ASQA’s Wellbeing Practice Guide states that the wellbeing needs of the VET student cohort must be
identified and strategies put in place to support those needs. It specifically lists financial wellbeing
support as an example of a wellbeing support service that may need to be made known to students.

For overseas students, National Code Standard 6 requires providers to offer reasonable support at no
additional cost, provide access to support services and maintain staff and support arrangements that
help overseas students adjust to study and life in Australia. The Standard 6 fact sheet lists financial
support services as one of the services that may be provided or referred.

Where a hardship payment interacts with an overseas student’s fees, written agreement or student
account, the RTO must ensure the decision remains fair, clearly documented and consistent with the
written agreement framework. ASQA’s written-agreements guidance emphasises that agreements
should be fair and reasonable, clearly set out fees, refund policies and complaints processes, and be
retained with payment records for at least two years after the overseas student ceases to be accepted.

The RTO must also maintain controlled records relating to student administration and support. For
accepted overseas students, section 21 of the ESOS Act requires providers to keep and update certain
contact records and retain them for at least two years after the student ceases to be accepted. Hardship
applications involving overseas students must therefore be managed within the RTO’s controlled
recordkeeping framework, including privacy, access restrictions and retention controls.
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. Definitions

Financial hardship means a genuine, unexpected or acute short-term financial difficulty that
materially affects a student’s ability to safely commence, continue, attend, participate in, or
complete training and assessment, or to meet an immediate essential need connected to study,
welfare or personal safety.

Once-off support payment means a discretionary hardship payment or equivalent approved support
with a maximum value of $500 for a single approved hardship event or application under this policy.
It may be paid by EFT, voucher, reimbursement, direct supplier payment, or approved student-
account credit, depending on the circumstances and internal controls.

Essential study or safety expense means an urgent cost reasonably connected to continued
participation, safety, placement readiness or short-term welfare, such as emergency food
assistance, urgent transport, temporary accommodation support, compulsory study materials,
essential technology access, placement travel, urgent medication or other approved necessities.
Decision-maker means the person authorised under the delegation matrix to approve, refuse, vary or
escalate a hardship request.

Fraud indicator means a red flag suggesting false identity, fabricated hardship, altered evidence,
duplicate requests, collusion, improper pressure, undisclosed third-party payment, or any other
circumstance requiring further verification before a decision is made.

. Guiding Principles

student safety, dignity, privacy and participation should guide the response to hardship;

support should be timely, proportionate, evidence-informed and targeted to the identified need,;

the RTO may combine financial support with non-financial support rather than treat payment as the
only response;

students should be treated fairly and consistently, but each case must be assessed on its own facts;
support payments are discretionary and subject to available budget, authority, documentation and
fraud controls;

where a lower-cost or safer support option exists, the RTO may choose that option instead of paying
the full $500;

support should not be structured in a way that breaches consumer, tuition-protection, privacy, anti-
discrimination, visa or financial-control obligations;

Eligibility for Hardship Support

A student may be considered eligible for hardship assistance where the student is enrolled or about to

commence, has disclosed a genuine hardship event, has provided sufficient information to allow
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assessment, and the hardship is likely to adversely affect attendance, participation, safety, progression,

placement or completion without intervention.

Examples of events that may support eligibility include sudden loss of income, family or domestic
violence, theft, housing instability, emergency medical or pharmacy costs, unexpected travel required
for safety, placement-related emergency expenses, critical-incident impact, bereavement, disaster
impact, cybercrime loss affecting immediate study access, or another urgent event accepted by the
RTO.

The student must normally have engaged with the RTO in good faith, responded to reasonable requests
for information, and not be seeking support for an unlawful, non-essential or clearly unrelated purpose.
Previous misconduct does not automatically exclude a student if the hardship is genuine, but decision-
makers may consider risk, honesty and any relevant conduct issues when determining the payment
method and controls.

[o]

. Non-Eligibility and Exclusions

e general or ongoing living expenses that are not linked to an acute hardship event and are better
addressed through budgeting support, external services or payment plans;

e non-essential consumer purchases, entertainment, fines, penalties, gambling losses, debt
consolidation, luxury goods or costs unrelated to education, safety or urgent wellbeing;

e amounts already recoverable through insurance, external grants, statutory entitlements, family
support, tuition protection or another identified source, unless the timing of that support would still
leave the student in immediate hardship;

e duplicate claims for the same expense or hardship event;

e applications supported by false, misleading, altered or incomplete information where the gaps are
material and not satisfactorily explained;

e requests that would create an unfair or unlawful change to an international student written
agreement unless the variation is separately authorised, documented and compliant

9. Payment Rules and Limits

The once-off support payment under this policy is capped at a maximum value of $500 per approved
application. Approval of the full $500 is not automatic. The RTO may approve a lower amount where that
amount is sufficient to address the verified need or where a mixed response is more appropriate, such
as a smaller payment plus a payment plan, fee deferment, food voucher, referral or timetable
adjustment. Unless the CEO or another authorised executive approves an exception in writing, a student
should normally receive no more than one once-off support payment per student under this policy.
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The RTO may choose one of the following payment methods based on risk and need: direct payment to

the student by EFT; direct payment to a supplier; voucher or prepaid essential-goods support;

reimbursement on evidence of purchase; or a documented student-account credit where lawful and
appropriate. Cash payments should be avoided.

10. How Students Access the Support Payment

Students may request hardship assistance by contacting Student Services, or Administration, who can
refer the matter for triage. The student should be given the hardship application form, a plain-English
explanation of the process, privacy information and advice about any urgent safety options or external
supports.

Students should provide information about the hardship event, the impact on study or safety, the
specific amount or type of support needed, any other help already sought, and any supporting evidence
reasonably available. Lack of perfect evidence should not prevent initial triage where there is immediate
risk, but the RTO may approve interim non-financial support first while verification is completed.

Applications should be acknowledged within 5 business days and triaged as urgent, priority or standard.
Urgent cases involving housing loss, food insecurity, family violence, inability to travel safely to
placement, or other acute risk should be assessed on the same day where practicable.

11. Minimum Evidence and Verification

Evidence requirements must be proportionate and trauma-informed. The RTO should seek enough
information to make a defensible decision without imposing unreasonable barriers on a student in crisis.
Acceptable evidence may include bank statements, overdue notices, tenancy notices, utility
disconnection notices, police or support-worker letters, medical certificates, pharmacy receipts,
placement rosters, quotes for essential goods, travel evidence, statutory declarations, screenshots of
relevant official correspondence or other documents the decision-maker considers reliable.

Where evidence is incomplete but the risk is immediate, the RTO may approve a limited urgent payment
or supplier arrangement subject to follow-up evidence, or may provide non-financial emergency support
while checking details. Identity, student status, enrolment status, prior hardship-payment history and
any potential duplicate claim should be checked before payment is released.

12. Assessment Criteria

Decision-makers should consider the seriousness and immediacy of the hardship, the connection
between the expense and the student’s participation or safety, whether the expense is essential and
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reasonable, whether another support measure would be more appropriate, the evidence provided, the

student’s vulnerability factors, and whether the proposed payment is proportionate and likely to assist.

Decision-makers may also consider course stage, upcoming placement or assessment deadlines,

access to family or community support, existing payment plans, previous hardship support, student

engagement with support options, risk of coercion or exploitation, and whether the payment method

itself should be restricted to a supplier or voucher rather than EFT. International-student cases should
additionally consider written-agreement, PRISMS and visa-related implications where relevant, without
using visa status as a reason to deny reasonable support if the hardship is otherwise genuine and the

supportis lawful.

12.1 Hardship Assessment Matrix

Use this matrix as a guide. It does not replace delegated decision-making or case-specific judgement.

Assessment Factor

Low

Moderate

High / Urgent

Immediate impact on study /
safety

Manageable inconvenience

Significant disruption likely
within days

Immediate inability to attend,
remain safe or continue without
intervention

Evidence strength

Limited but plausible

Clear supporting documents or
corroboration

Verified emergency, multiple
credible sources or obvious
urgent need

Essential nature of expense

Helpful but not essential

Important to maintain
participation

Essential to food, shelter,
safety, urgent travel, placement
or core study access

Alternative supports available

Other supports readily available

Some other supports but delay
or gap remains

No realistic immediate
alternative or delay would create
harm

Fraud / control risk

No evident concerns

Some clarifications required

Strong red flags — escalate
before payment

13. Delegations and Approval Pathway

All hardship decisions must be made by a person with delegated authority. The staff member receiving
the request must not promise approval before the formal decision is made. Where the applicant

discloses a relationship, conflict, intimidation or any circumstance affecting impartiality, the matter

must be reassigned.

13.1 Delegation Matrix

Support Amount / Action

Primary Decision-Maker

Secondary / Escalation
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Up to $150 Student Services Manager or delegate CEO/COO
$151 to $500 Authorised manager with finance visibility CEO/COO
Exception above policy limitor | COO/ Executive only CEO/ Board of governance

repeat payment request

Urgent same-day supplier or Student Services Manager with documented Finance notified same day
voucher support follow-up

Suspected fraud / conflict / Compliance Manager CEO /COOQ / legal/ external advice
complex international fee as required

interaction

14. Decision Outcomes

e approve the requestin full;

e approve the request in part;

e approve a non-cash or supplier-based alternative;

e defer the decision pending more information;

o refuse the request with reasons; or

e refer the student to other support measures without approving a payment.

Decision reasons should be recorded in plain language and communicated respectfully. A refusal
should explain the main reason, any alternative support available, and how the student may seek review
or lodge a complaint if they believe the process was unfair.

15. Payment Processing and Conditions of Use

Before payment is released, finance or the authorised processor must confirm the approved amount,
payment method, student identity, bank or supplier details, budget code and documentary basis for the
payment. Payments should be released within 5 Business days of approval unless urgent same-day
action is warranted and documented.

Where the payment is restricted to an essential expense, the RTO may require evidence that the funds
were used for the approved purpose, may pay the supplier directly, or may limit the paymentto a
voucher or specific purchase. The RTO may recover funds or refuse future hardship support where a
student knowingly uses the payment for a materially different or prohibited purpose and the misuse is
established through a fair process.
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16. Interaction with Fees, Refunds and Student Accounts

A hardship payment under this policy does not automatically alter tuition fees, non-tuition fees, refund
rights, provider-default rights, student-default rights, written-agreement obligations or any debt that may
otherwise exist. Where the RTO decides to apply hardship assistance to a student account, the decision
must be expressly documented, lawful, consistent with finance controls and, for overseas students,
compatible with the written agreement and ESOS framework.

17. Privacy, Confidentiality and Sensitive Disclosures

Hardship applications often involve sensitive personal information, including financial distress, health
information, family violence, housing insecurity or other crisis information. The RTO must collect only

the information reasonably necessary to assess and administer the request, store it securely, restrict

access to authorised persons, and manage it in line with privacy law, the Australian Privacy Principles

and the RTO’s records management framework.

Where a student discloses violence, abuse, self-harm risk, child safety risk or another issue requiring
urgent protective action, the RTO may need to share limited information on a need-to-know basis to
protect safety or comply with law. Students should be informed of the usual privacy approach and any
limits to confidentiality.

18. Records Management and Retention

Every hardship request must be recorded in the approved system of record, whether or not the request is
approved. The record should include the application, supporting evidence received, verification notes,
decision-maker, reasons, amount approved if any, payment method, date paid, follow-up actions and
review outcome if relevant.

For overseas students, hardship-related records should be linked to the student’s broader compliance
record so that decisions affecting contact, welfare, fees, course engagement or critical-incident
response can be understood in context. Retention, archiving and disposal must follow the RTO’s
approved recordkeeping rules and any applicable ESOS or payment-record retention obligations.

19. Complaints, Review and Appeal

A student who believes a hardship request was handled unfairly, unreasonably delayed, affected by
bias, or inadequately explained may request an internal review or lodge a complaint under the relevant
student complaints and appeals process. A review should consider process fairness, evidence,
delegated authority, consistency and any new information the student provides, but the existence of a
review right does not create an automatic entitlement to payment.
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20. Fraud, Misuse and Integrity Controls

The RTO must take reasonable steps to prevent and detect fraud, duplicate claims, identity misuse,
collusive applications, falsified documents, coercive use of student accounts, unauthorised promises of
payment and other misuse of hardship funds. Suspected fraud or serious misuse must be escalated to
Compliance and Finance before payment is released or, if detected later, before any further payment or
recovery action is taken.

Students and staff must not pressure decision-makers, split claims to avoid delegation limits, backdate
evidence, or use hardship funds for personal benefit outside the approved purpose. Staff misconduct
relating to hardship funds may result in disciplinary or other lawful action.

21. Monitoring, Review and Continuous Improvement

The Responsible Officer must monitor hardship applications, approval rates, average payment values,
turnaround times, repeat-request patterns, student outcomes, high-risk categories and any fraud
indicators. De-identified trend analysis should inform continuous improvement of student support
strategies, payment controls, communication materials and referral pathways.

22. Procedure

22.1 Student Access to Hardship Support

Students may request financial hardship assistance or a once-off support payment by contacting
Student Services or Administration.

Student Services or Administration must provide the student with the hardship application form, a plain-
English explanation of the process, privacy information, and advice about any urgent safety options or
external support services where relevant.

Where appropriate, Student Services or Administration must triage the matter immediately or refer it to
the designated decision-maker for assessment.

Applications may be received through the approved contact pathway, including email, online form, QR
code process or after-hours escalation pathway.

22.2 Application Information Requirements

The student should provide sufficient information to allow the RTO to understand the hardship event and
assess the request.

This should include details of the hardship event, the impact on the student’s study, attendance,
placement participation or safety, the specific amount or type of support requested, and any other
assistance already sought or received.

The student should also provide any supporting evidence that is reasonably available at the time of
application.

A lack of complete or perfect evidence must not prevent initial triage where there is an immediate safety,
welfare or study continuity risk.




Level 5, 525
Flinders Street
Melbourne, VIC 3000

E: admin@antrick.edu.au
W: www.antrick.edu.au

s
>

» o’v;’,

v 13
u

)

RTO: 41572

Where urgent need exists but verification is still incomplete, the RTO may consider interim non-financial
support, referral support, or other temporary assistance pending final verification and approval.

22.3 Acknowledgement and Triage

Applications must be acknowledged 5 business days of receipt.

Each application must be triaged as urgent, priority or standard, having regard to the seriousness of the
hardship, the immediacy of any safety or welfare concern, and the likely impact on the student’s ability
to continue training or assessment.

Urgent cases involving housing loss, food insecurity, family violence, inability to travel safely to
placement, or any other acute or immediate risk should, where practicable, be assessed on the same
day.

Where an application is assessed as urgent, the matter must be escalated in accordance with the
approved fast-track process.

22.4 Verification and Eligibility Checks

Before any payment is released, the RTO must verify the student’s identity, current student status,
enrolment status, and prior hardship or support-payment history.

The RTO must also check for any duplicate claim, overlapping request, prior payment for the same
event, or other issue that may affect eligibility or approval.

Verification and approval checks must be completed using the approved checklist, system of record and
delegated approval process.

Where full verification cannot be completed immediately in an urgent case, the RTO may record the
reason for expedited handling and apply any approved interim support arrangements pending
completion of the remaining checks.

22.5 Assessment and Decision

Applications must be assessed on the information available, the seriousness of the hardship, the
immediacy of the student’s need, the impact on safety and study continuity, and the availability of
appropriate support options.

The assessor may request further information where necessary, but must take a practical and
proportionate approach, particularly where the student is in distress or facing immediate harm.

A decision may include approval of financial assistance, approval of hon-financial support, referral to
external services, request for further information, or decline of the application.

All decisions must be documented, including the reason for the outcome, the support approved, any
conditions attached, and any follow-up actions required.

22.6 Payment Release and Student Notification

Where support is approved, payment or other approved support must only be released after the required
approval steps have been completed and recorded.

The student must be advised of the outcome as soon as practicable, including the type of support
approved, the amount if applicable, any conditions, and any further steps required.

Where the application is declined or only partially approved, the student should be informed of the
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reason in plain English and, where appropriate, be offered information about other internal or external

support options.

22.7 Recordkeeping and Follow-Up

All applications, triage decisions, verification checks, approvals, payments, conditions and follow-up
actions must be recorded in the approved hardship support register and retained in the controlled

recordkeeping system.

Sensitive supporting evidence should be handled in accordance with privacy requirements and access

should be limited to authorised staff.

Where ongoing vulnerability, study disruption or safety risk is identified, the matter should be referred for
follow-up support, monitoring, or further welfare intervention as appropriate.

Appendix A - Guide to Evidence and Payment Options

Examples only. Staff should apply judgement and escalation rules.

Category

Examples

Evidence examples

Bank statement, eviction or utility notice, police event
number, support-worker letter, medical certificate,
pharmacy receipt, quote, placement roster, travel
evidence, statutory declaration.

Non-cash supports

Food voucher, direct supplier payment, transport card,
emergency accommodation contribution, technology
top-up, placement travel reimbursement.

Payment controls

Identity check, duplicate check, supplier verification,
budget code, documented reason, approval within
delegation, restricted use condition where relevant.

Urgent escalation triggers

Homelessness risk, no food, unsafe travel to
placement, family violence, critical incident impact,
immediate inability to continue course activity safely.
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Supporting Forms and Registers

Form / Register

Financial Hardship Application Form

Assessor Decision Financial Hardship Record Form

Financial Hardship and Once-Off Support payment
Registry

Approval and Endorsement

Name Position Signature Date
Dimity Leech CEO 01/3/2026
Tony Yeung ICOO/Compliance 01/03/2026

Printed copies are uncontrolled unless verified against the current controlled version. This document is company confidential and may only be
used, disclosed or reproduced with authorisation except where required by law.

Source basis used in drafting: ASQA Leadership and Accountability Practice Guide; ASQA Standards for RTOs 2025 framework; NVETR Act 2011;
Fit and Proper Person Requirements; and the wider ESOS, AQF, privacy, WHS and anti-discrimination compliance framework relevant to RTO
governance.



