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Policy Name: Domestic- Student Refund 

Document Number: FIN 1.1.01 

Approved by: National RTO Manager 
Last Approval Date: November 2024 
Review Date: November 2026 
Audience: Baseline Training Staff 
Contact Officer: CFO 
Related Documents Domestic Refund Policy and Procedure 

Application for Refund Form 
Complaints Handling and Appeals Policy and Procedure 

Legislation National Vocational Education and Training Regulator (Outcome Standards 
for NVR Registered Training Organisations) Instrument 2025 (Outcome 
Standards) 
National Vocational Education and Training Regulator (Compliance 
Standards for NVR Registered Training Organisations and Fit and Proper 
Person Requirements) Instrument 2025 (Compliance Requirements)  
Australian Consumer Protection Laws 

 

1. Policy Purpose and Objective 
This policy describes the fees, charges and refunds relating to VET courses. 
 
Baseline Training will ensure all prospective students have access to clear, accurate, and current 
information on refund policies prior to enrolment. This information, including refund conditions, fees, 
and application procedures, will be prominently displayed on the website and included in the Student 
Handbook. Any updates to the refund policy will be communicated to all enrolled students via email 
and updated on the official website. 
 
2. Policy Scope/Coverage 
This policy outlines the fees, charges, and refunds associated with VET courses offered by Baseline 
Training. It ensures compliance with relevant regulations, including the Standards for RTOs 2025, 
providing a framework for fairness and transparency in refund processing. 
 
3. Policy 
Fee Information Accessibility (Standard 2.1) 
Baseline Training will make fee and refund information easily accessible prior to enrolment. 
Information will include: 

• Fees, costs and charges associated with the student’s course 
• how and when fees must be paid 
• how to request a refund, and 
• conditions under which a refund would be provided. 
 
Where a student is being enrolled under any delayed payment arrangement, the terms of the 
arrangement will be clearly stated, including any debt that may be incurred; when repayment is 
required and under what conditions; and any associated fees, indexation, or interest. 

https://www.accc.gov.au/consumers/consumer-rights-guarantees
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In addition to fee information being easily accessible, Baseline Training will also directly provide 
students with documentation prior to enrolment OR prior to payment of any fees being required, 
which sets out all fees costs and charges the student will have to pay. 
 
3.1 Consumer Protection and Appeals (Standards 2.7, 2.8) 
Baseline Training will inform prospective students about their rights as a consumer, in accordance 
with state/territory laws.  
Students will be informed of their right to appeal Baseline Training decisions relating to refunds as 
per the Complaints Handling and Appeals Policy and Procedure. 
Baseline Training will notify students when any change occurs that may affect the services provided. 
 
This includes: 
• a change in ownership of the RTO, and/or 
• any changes to, or new third-party arrangements in place, for the delivery of services to those 

students. 
 
3.2 Evidence of Compliance - Support for Students (Standards 2.3, 2.6) 
Baseline Training will retain evidence showing these requirements have been complied with in full. 
 
3.3 Refund Period 

• All refund requests must be received through the website using the Refund Request Form with 
supporting evidence (as required). 

• All refund requests will be made at the sole discretion of the CFO and processed according to the 
Domestic Student Refund procedures. 

• If a student is not satisfied with the outcome of the refund process, the student may appeal the 
decision by following the Baseline Training Complaints Handling and Appeals Policy and 
Procedures. 
 

4. Refund Eligibility (Standard 2.1, 2.7, 4.1 and 4.3) 
Baseline Training will provide refunds based on circumstances surrounding student or provider 
defaults as specified below: 
 
Circumstance of enrolment 
Cancellation/withdrawal 

Refund Entitlement 

By Student 
Student failure to pay an amount due to 
Baseline Training 
 
Misconduct by the student 

No Refund 

By Provider 
Course cancelled by Baseline Training and did 
not commence on time Full refund 
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Credit Transfer Where a student applies for course credit and is 
granted credit transfer after the payment of 
tuition fees, the student is not entitled to refund 
of tuition fees for those units, including any paid 
in advance. However, the amount will be held by 
Baseline Training and Credited towards the 
next period of study fee. 
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5. Refunds on Student Default (Standard 2.1, 2.2, 2.7 and 4.1) 
A student or prospective student defaults, in relation to a course, if: 

• The course starts on the agreed starting day, but the student does not start the course on that 
day (and has not previously withdrawn). 

• The student withdraws from the course (either less than 5 days before or after the agreed starting 
day). 

• The student does not meet the conditional course requirements: or 
• Baseline Training refuses to provide, or continue providing, the course to the student at the 

location because of one or more of the following events: 
• the students failed to pay an amount they were liable to pay. directly or indirectly, to 

undertake the course. 
• misconduct by the student (refer to Student Handbook) 

 
6. Provider Default (Standard 2.1, 2.7, 4.1 and 4.3) 
After a student has accepted an offer of enrolment at Baseline Training and in the unlikely event that 
Baseline Training is unable to deliver the course as offered, Baseline Training will notify the student 
in writing and offer the student the following options to choose from: 

• Baseline Training may offer an enrolment place on an alternative course for a cost no greater 
than the cost of the original course of study. If the student chooses to accept placement in an 
alternative course, the student must agree to this in writing. 

• Baseline Training will provide a refund based on tuition fees paid for the course. 
 
Provider default occurs. 
Baseline Training deemed in default if: 

• The course did not start on the agreed starting day. 
• The course ceased to be provided at any time after it commenced but before its completion. 
• The course was not provided in full because a condition was imposed on the registration of 

Baseline Training, or the registration has been suspended or cancelled, and the student has not 
withdrawn before the occurrence of any one of the events stated above. 
 

7. Refund Application (Standard 2.1, 2.7, 2.8, 4.1 and 4.3) 
Baseline Training will only process a refund request if: 

• Baseline Training has received student payments into its accounts as cleared funds, and 
• The student’s course cancellation/withdrawal has been processed. 
 
Students are advised to contact Baseline Training Student Services to determine if a refund is valid. 
 
Students are required to complete the Student Refund Request Form on the website and submit.  
 
The completed and signed form together with relevant documentary evidence must be submitted to 
Baseline Training. 
 
Once the Student Refund Request Form has been received and the approval process has been 
completed, the Student Service Officer will contact the student with information regarding the status 
of the refund request. 
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If a refund request is approved, refund payments will be made within twenty business days of 
receiving the Student Refund Request Form. 
 
Refunds will be paid to the nominated person in this agreement who paid for the student fees. 
Electronic Funds Transfer (EFT) will be made for refunds only. 
 
Refunds above those specified in this policy are at the discretion of the Baseline Training CEO and 
may be negotiated on a case-by-case basis if exceptional circumstances apply as deemed by the 
CEO. 
 
If a student is not satisfied with the outcome of the refund request, the student may lodge an appeal 
with Baseline Training within twenty working days of being informed of the status of the refund 
request. Students who wish to appeal a decision made on a refund request may do so under the 
Baseline Training Complaints Handling and Appeals Policy available from the website. 
 
Should students wish to appeal any decision made concerning a refund, Baseline Training 
Complaints Handling and Appeals Policy and Procedures does not remove the rights of a student to 
take action under Australia’s Consumer Protection Laws. 
 
8. Support for Students (Standards 2.3, 2.6) 
Baseline Training recognises that unforeseen circumstances may impact a student’s ability to 
complete their course. In cases of financial hardship or compassionate grounds, students may: 

• Apply for a discretionary refund. 
• Submit supporting evidence, such as medical certificates or proof of financial distress. 
• Have their application reviewed and approved by the CEO. 

 
9.  Continuous Improvement (Standard 4.4) 
Baseline Training is committed to improving its refund policy and procedure through: 
 

• Regular reviews of student feedback and complaints. 
• Monitoring the outcomes of appeals to identify opportunities for improvement. 
• Aligning updates with evolving regulatory standards and student needs. 

 
10. Governance and Risk Management (Standards 4.1, 4.3) 
Oversight and Compliance: 
 

• The CFO is responsible for ensuring compliance with refund policies and standards. 
• Regular audits and reviews are conducted to mitigate financial risks. 
• Refund decisions are monitored to ensure fairness, transparency, and adherence to policy. 

 
Risk Management: 
 

• Financial planning mechanisms are in place to support refund obligations. 
• Conflicts of interest in refund decisions are identified and managed effectively. 

https://www.accc.gov.au/consumers/consumer-rights-guarantees
https://www.accc.gov.au/consumers/consumer-rights-guarantees
https://www.accc.gov.au/consumers/consumer-rights-guarantees
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Procedure 
 
1. Procedure Purpose and Scope 
This procedure outlines Baseline Training’s arrangements for assessing and processing refunds for 
students and applies to all prospective, current, and former students. 
 
The Student Refunds Policy and Procedure is accessible to students on the website and through the 
student handbook. 
 
NOTE: Neither the procedures below nor the Baseline Training Complaints Handling and Appeals 
Process remove the right of a student to act under Australia’s Consumer Protection laws or to pursue 
other legal remedies. 
 
2. Process and Key Controls (Standard 2.1, 2.7, 4.1, 4.3 and 4.4) 
• Eligible students must apply in accordance with this procedure for a refund to be considered and 

processed by Baseline Training. 
• To process a refund application, a student must have an amount in credit in their student 

account. 
• The CFO, of Corporate Protection, has primary responsibility for managing the student fees 

function at Baseline Training, including authorising refunds. 
• Baseline Training will process refund requests within twenty business days of receiving a valid 

student refund application. If information required from a student to process an application is 
not complete or correct, the processing timeframe will commence once the required information 
is received. 

• Unless stated in the Student Refunds Policy and Procedure, administrative fees, and charges, 
including the Enrolment Fee, Student Services Fee, and Textbooks and Materials Fee, will not be 
refunded on the cancellation of enrolment. 

• Refunds are made to the original payment source. 
• Students have a right to seek a review of a refund decision in accordance with Section 3 of this 

Procedure. 
 

3. Eligibility For Refund (Standard 2.1, 2.7, 4.1, 4.3 and 4.4) 
• A full refund of all fees paid will be made where a student is unable to commence the Baseline 

Training Program.  
• Fees paid by students are not pre-paid tuition fees, as students start their program immediately, 

they enol. Certified evidence is required for a refund. 
• Any student who cancels an enrolment after the scheduled commencement of their course is not 

eligible for a refund of any fees paid. 
• A refund is not payable where Baseline Training cancels a student’s enrolment in the following 

circumstances: 

I. Baseline Training withdraws a student’s offer of a place in the program or cancels a 
student’s enrolment in the program, due to the provision of incomplete or incorrect 
information in an application for enrolment. In this case the cancellation charge will be 
applied as per 3.2 – 3.4 above. 

II. Baseline Training cancels a student’s enrolment in the program under the Student 
Misconduct Policy. In this case fees paid by the student are not refunded. 



 

POLICY & 
PROCEDURE 
RTO No: 110029 

 

BASELINE FIN1.1.01 Domestic Refund Policy & Procedure_2025_V1.2  7 | P a g e  
 

• In the unlikely event that Baseline Training is unable to deliver a program in full, a student will be 
offered a refund of all unspent prepaid tuition fees paid for the study period in which the default 
occurs, and any tuition fees paid in advance for future studies in the program, or the student may 
be offered enrolment in an alternative program. 

• If Baseline Training is unable to deliver the program that has been paid for and does not offer 
students an alternative program that they accept, or pay a refund of unspent prepaid tuition fees, 
the Australian Government’s Tuition Protection Service (TPS) will assist students to find an 
alternative program or to get a refund, if a suitable alternative is not found. 

 
4. Applications For Refund (Standard 2.1, 2.3, 2.6, 2.7 and 4.3) 
• Students applying for a refund must submit an online Cancellation form via the Baseline Training 

website. 
• Baseline Training will process refund requests within twenty business days of receiving a valid 

student refund application. If information required from a student to process an application is 
not complete or correct, the processing time will commence once the required information is 
received. 

• Where a student provides documentary evidence clearly demonstrating that compelling or 
compassionate circumstances apply, a refund of fees will be at the discretion of Baseline Training 
CEO. 

• NB. Compelling and compassionate circumstances are those beyond the control of the student 
and which have an impact upon the student’s academic progress or well-being. These include, 
but are not limited to: 

I. Serious illness or injury. 
II. Bereavement of close family members such as parents, siblings, or grandparents. 
III. Natural disaster. 
IV. Involvement in a traumatic experience. 

 

5. Appeals Process (Standard 2.1, 2.7, 2.8 and 4.1) 

• Students will receive written notification of a decision regarding their refund application within 
fourteen business days of receiving a valid student refund application. The student will also be 
provided with a copy of the Complaints Handling and Appeals Policy and Procedures. 

• Where any student disagrees with Baseline Training’s application of the Refund Policy and 
Procedure the student has twenty-eight business days to submit an appeal using the Baseline 
Training Complaints Handling and Appeals Process. 

• The CFO reviewed the student’s appeal. Students will receive written notification of a decision 
regarding the outcome of the appeal, including any reasons for an appeal being denied. 

• If the appeal is denied the student is informed of their option to appeal to the Queensland 
Ombudsman. The student is informed that they have ten working days to make an appeal to the 
Queensland Ombudsman and that they are required to inform Baseline Training of their case 
number as proof of lodgment
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Definitions 

Cancellation of 
Enrolment (Appeal) 

If there is an appeal in progress, no cancellation can take effect until 
after the appeal initiated by the student has been finalised. 

Enrolment Where the student has enrolled and accepted by Baseline Training and 
is occupying a place in the registered course for which the student was 
accepted.  

Online Enrolment 
Agreement 

Online enrolment agreement between Baseline Training and students 
outlines provisions and conditions of enrolment. 

Student A student enrolled at Baseline Training. 

 
Reference List 
 
Baseline Training Student Information 

Description Contact details for all enquiries 

Contact Details Email: training@baselinetraining.com 

 
Queensland Ombudsman 

Description Contact details for students to appeal decisions once the Baseline Training 
appeals processes have been exhausted 

Contact Details +61 7 3005 7000 
Level 18, 53 Albert Street, Brisbane QLD 4000 
GPO Box 3314, Brisbane QLD 4001 
ombudsman.qld.gov.au/about-us/contact-us/enquiries-and-feedback 
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