REFUND POLICY AND PROCEDURE

1. SCOPE

In accordance with the National Vocational Education and Training Regulator

(Outcome Standards for NVR Registered Training Organisations) Instrument 2025 (Standards)
and (Compliance Standards for NVR Registered Training Organisations and Fit and Proper
Person Requirements) [Compliance Standards], this policy encompasses the systems used for
receiving fees in advance, processing refund and cancellation requests and providing alternative

options where a refund is not available.
2. AUDIENCE AND APPLICABILITY

The Refund Policy and Procedure is applicable to all TTA staff involved in administrative procedures

and fee handling.

This policy sets out the commitment of TTA to ensure students have access to information about their
right to obtain a refund in compliance with Standard 2.1 and Compliance Standards, 18 Prepaid

fee protection measures.
3. PURPOSE

The purpose of this policy is to ensure that TTA management systems remain effective and efficient in

their operation and are compliant with the Standards, particularly:

Standard 2.1

VET students have access to clear and accurate information, including to make informed decisions about the

training product and the RTO, and are made aware of changes that affect them.

An NVR registered training organisation demonstrates:
(a) all information provided to VET students by the organisation or any third parties is clear, accurate

and current;

(b) how it identifies which information VET students require prior to their enrolment and how that

information is communicated to VET students prior to their enrolment;
(c) the following information is easily accessible by VET students:

(i) the training product code and title, duration, modes of delivery, training delivery
location, training commencement dates, scheduling, any requirements to commence or
complete the training product including assessment requirements, whether any
licencing or occupational licence requirements apply, and details of any third party

arrangements that apply to the delivery of the training;

(ii) the training support services and wellbeing support services that are available to the VET

student, and how the student can access those services;
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(iii) all fees, costs and charges associated with the provision of the training product which
VET students may incur, including payment terms and conditions, any applicable
refund policies and the availability of any relevant government training entitlements
and subsidies; and

(iv)any obligations or liabilities which may be imposed on VET students undertaking the training
product, including any obligations requiring VET students to acquire any materials, equipment
or IT, any costs and processes associated with withdrawing from training, any costs and
processes associated with obtaining a Student Identifier, and any requirements for VET

students to undertake work placements;

(d) the organisation provides all VET students with documentation prior to their enrolment or

before any fees are required to be paid which sets out:
(i) the training which the organisation or third parties will provide the VET student;
(ii) all fees, costs and charges which the VET student will be required to pay; and

(iii) any obligations or liabilities which may be imposed by the organisation or third parties
on the VET student; and

(e) that it informs VET students, as soon as practicable, of any changes to training products or the
organisation’s operations that may affect VET students, including any changes relating to the

transition of superseded, deleted, or expired training products.
In relation to the Compliance Standards:

18. Prepaid fee protection measures

(1) Where an NVR regqistered 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 threshold prepaid fee
amount), the organisation must:

(a) where the organisation is a government entity or an Australian university — comply with the

requirements set out in subsections (2) and (3); or

(b) where the organisation is any other NVR registered training organisation — implement one or more

of the arrangements set out in subsection (4).
Requirements for other NVR registered training organisations
(4) The NVR registered training organisation must implement one or more of the following arrangements:

(a) an unconditional financial guarantee from a bank operating in Australia, provided:

(i) atall times, the guarantee is at least equal to the total amount of prepaid fees held by the
organisation in excess of the threshold prepaid fee amount; and

(ii) the costs of establishing and maintaining the guarantee are met by the organisation.

Note: For example, where an NVR registered training organisation receives prepaid fees of $2000 from three

individuals (totalling $6000), the guarantee must be at least equal to $1500 (i.e. $500 multiplied by three).
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(b) a current membership with a tuition assurance scheme operator which, if the organisation is unable

to provide services for which the individual has prepaid, must ensure:

(i) the individual will be placed into an equivalent course at a location suitable to the individual
and receive all services for which the individual has prepaid at no additional cost to the

individual; or

(ii)  if an equivalent course cannot be found — the individual will be refunded the prepaid fees

which are in excess of the threshold prepaid fee amount.
(c) any other fee protection measure approved by the National VET Regulator.

This policy will ensure that individual students will have access to refund and cancellation options and

will be made aware of these rights prior to enrolment.
4. DEFINITIONS

The Definitions within the Standards, defines certain words and expressions which have specific
meaning in the Standards. TTA and all staff will defer to the definitions as published in the Standards

where relevant.

Words and expressions that remain undefined in the Standards take on dictionary meaning under the
direction of the Australian Skills Quality Authority (ASQA).

For this policy document, TTA has identified the necessity to define the following expressions:

Australian Skills Quality Authority [ASQA] means the National VET Regulator for Australia’s
vocational education and training sector. As referenced within the National Vocational Education and
Training Regulator Act 2011 (S155(2)).

Commencement Date for fulltime, internal, or in-class students, commencement date means the first
scheduled day of attendance of classroom-based training or the first-time logging onto and
commencing an online unit of study, whichever comes first. For an external study or flexible study

student, the commencement date means the date of enrolment registration.

Corporate Group Booking means any confirmed booking received from a corporate client to provide

group-based training.

External study refers to a student who is enrolled in a program where there are no requirements to
attend face to face training sessions. The only training product that this relates to is the ‘Business

Plan’ program.

Fees in advance or prepaid fees means the deposit payment received upfront from students

enrolling into a course or qualification to secure their place on the program.

Flexible Study refers to a student who is enrolled / registered to complete a qualification over a
period (e.g. over a course a several months rather than a block of training). Flexible study is available

for qualification courses only.
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Fulltime Study refers to students who enrol to participate in a block of classroom training, completing
all contact days within the designated timeframe. Fulltime programs include Certificate Il in Security

Operations, Certificate Il in Close Protection Operations, and Certificate Il in Security Operations.

Short Course means a course of 1 or 2-day duration. Short courses include but are not limited to first

aid and fire safety training.

Student identifier means an identifier assigned to an individual by the Registrar under section 10 or
12 of the Student Identifiers Act 2014.

Training product means an AQF qualification, a skill set, a unit of competency, accredited short

course or module.
5. POLICY AND PROCEDURE

This information outlines the application of our Refund Policy and Procedure, detailing how we handle
advance payments, process refund and cancellation requests, and offer alternative solutions when
refunds are not possible.

5.1 Disclosure of course fees

All fees, costs, and charges associated with the provision of the training product which VET students

may incur, are disclosed via the following methods:

e Published on the website: www.tacticaltraining.edu.au (the website). Course fees are

displayed on the course page, accessed via the Courses menu.

e Published on marketing brochures that are available from the Customer Care team upon

request and for download on the website course pages.
o Course fees are disclosed to clients upon enquiry via telephone, email, or face-to-face.

o Fees for corporate group training are provided on a Price on Application (POA) basis. Clients
will be issued with a quote based on their specific training requirements and any customisation
needs.

5.2 Disclosure of occupational licensing fees

Information relating to occupational licensing fees for relevant training products are disclosed in the

following ways:

e Published on the website: www.tacticaltraining.edu.au (the website). Occupational licensing

fees are disclosed within the course pages, accessed via the Courses menu.

e Published on marketing brochures that are available from the Customer Care team upon

request and for download on the website course pages.

¢ Occupational licensing requirements and fees are disclosed to clients upon enquiry via

telephone, email, or face-to-face.
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Occupational licensing fees apply to the following training products:
o CPP20218 Certificate Il in Security Operations
o CPP31418 Certificate Il in Close Protection Operations
o CPP30619 Certificate Ill in Investigative Services

o BSBOPS601 Develop and implement business plans

5.3 Fees in advance

The RTO does not collect prepaid fees more than $1500 from an individual. The following terms apply

in relation to collection of fees paid in advance:

¢ A minimum deposit of 50% of the full course or package fee (whichever is relevant) is required
upon enrolment to secure placement in a program and to receive course materials, except
where 50% of the course fee is more than $1500.

¢ In accordance with Compliance Standard 18 Prepaid fee protection measures, a maximum
amount of $1500 is collected in advance as a deposit for any VET accredited qualification or

course.

o Where a deposit has been paid, a scheduled payment plan will be organised for the remaining
fees.

o An initial deposit of no more than $1,500 will be collected prior to course

commencement.

o Additional instalments will be scheduled at agreed intervals (e.g. weekly, fortnightly, or
aligned to training milestones) and will only be invoiced after the relevant training or

services have been delivered.
o At no time will more than $1,500 be collected in advance.

o All outstanding fees must be paid prior to course completion and/or the issuance of

certification.

e Where payment is made by a person other than the student, the name and contact details of

this person will be recorded.

o Where a deposit for enrolment is received, clients must have arranged scheduled practical

dates within 3 months of the enrolment date.

o Course fees must be paid in full prior to issuing qualifications, statements of attainment, or any
other certificate.

e Deposits are non-refundable where the conditions of payment are not met.
e Enrolments will be cancelled where the client breaches the terms of this policy.
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5.4 Disclosure of refund terms and conditions

Refund terms and conditions are disclosed by the following methods:

The Refund Policy and Procedure is published on the website:

https://www.tacticaltraining.edu.au/information/terms-and-conditions

The Student Information Handbook references the Refund Policy and provides instructions on

how to access it.

Discussed with clients at the enrolment induction appointment prior to confirmation of

enrolment.

A hard copy of the Refund Policy and Procedure is made available for clients upon request.

5.5 General terms of refund

Individuals requesting a refund must provide the original receipt of payment (tax invoice and if
paid via EFTPOS, said receipt) to TTA.

An administration fee of $250 will be retained in all instances to recover administrative costs.

Student resources must be returned to TTA at the time of submitting a refund request and

must be un-marked and in good condition to avoid incurring further costs.
Refund requests may take up to 7 days to process.
Approved applications for refund will be processed as follows:

o Inall cases, other than a web-based payment, including where payment was made by
a person other than the student, the refund will be returned to the person who made

the payment via EFT.

o Website payment refunds will be processed via TTA’s eWAY account, and funds will

be returned directly into the account from which payment was made.

Under no circumstances will a cash refund be issued.

5.6 Refund terms for fulltime study

Refunds will not be granted automatically. Clients are expected to be aware of work and
personal commitments before enrolling and will need to demonstrate that the cause of the

withdrawal could not be reasonably anticipated before enrolment.

All requests for refunds are required to be made in writing, addressed to Tactical Training
(Australia) Pty Ltd, Unit 3/190 Glynburn Road, Tranmere SA 5073 or via email to:

customercare@tacticaltraining.edu.au

An administration fee of $250 will be retained in all instances to recover administrative costs.
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If applicable, training resources must be returned to TTA at the time of submitting a refund

request and must be un-marked and in good condition to avoid incurring further costs.

To be considered for a refund, an application must be submitted in writing at least 7 days prior
to the first scheduled contact day. Requests received after this time are not eligible for a

refund (for further options refer to Cancellation after refund expiry period).

Refund requests received after the first scheduled contact day or upon commencement of

online or hard copy assessments are not entitled to a refund (for further options refer to

Cancellation after refund expiry period).

The refund period does not reset upon deferral of scheduled training dates.

5.7 Refund terms for flexible study programs

Flexible study programs are defined as courses that commence immediately upon enrolment, with

access to learning materials and/or online systems provided at that time.

Refunds will not be granted automatically. Clients are expected to be aware of work and
personal commitments before enrolling and will need to demonstrate that the cause of the

withdrawal could not be reasonably anticipated before enrolment.

All requests for refunds are required to be made in writing, addressed to Tactical Training
(Australia) Pty Ltd, Unit 3/190 Glynburn Road, Tranmere SA 5073 or via email to:

customercare@tacticaltraining.edu.au

An administration fee of $250 will be retained in all instances to cover administrative costs.

Training resources must be returned to TTA at the time of submitting a refund request and
must be un-marked and in good condition to avoid incurring further costs.

Refund requests must be submitted in writing no later than 7 days after the initial enrolment
date to be considered for a refund. Requests received after this time are not eligible for a

refund (for further options refer to Cancellation after refund expiry period).
Students who fail to commit to their study arrangement will not be eligible for a refund.

Students are permitted up to 12 months to complete flexible study programs where this study

option is selected or up to 24 months for Certificate Ill in Investigative Services, Certificate IV

in Security Management, and Diploma of Security Risk Management.

Requests for extension of time must be submitted in writing, via letter or email to TTA and will

be considered on an individual basis.

Additional fees may be incurred to replace materials that have been lost, stolen, damaged, or
in the event the relevant training package has been superseded and is outside of the teach-

out transition period*.

* also refer to the Transition of Superseded Training Products Policy and Procedure
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5.8 Refund terms for short courses

Short courses are defined as training programs requiring one or two days of attendance (for example,

First Aid or Fire Warden training).

Refund and deferral requests must be submitted in writing at least 3 days prior to the

scheduled contact days.

Where 3 days’ notice is provided students may be eligible to be refunded 75% of the full

course fee.
An administration fee of 25% will be retained in all instances to recover administrative costs.

Failure to attend a scheduled training day without notice will result in the forfeiture of the

course and the full course fee.
In the event of extenuating circumstances, TTA will consider each case on an individual basis.

Where 3 business days’ notice is not provided, a re-booking fee of 25% applies to provide a

new training date.

5.9 Refund terms for RPL applicants

A fee of 75% of the full course fee applies to all RPL assessments.

Where gap training* is required, RPL applicants will be charged a fee per unit. The total cost of
gap training will not exceed the full course fee for the relevant qualification or unit of

competency.

* Gap training is the training and assessment identified through the RPL process to address gaps in an applicant’s
knowledge, skills, or evidence, where full competency cannot be confirmed.

A minimum deposit of 50% of the RPL fee (whichever is relevant) is required upon enrolment /
registration to initiate the RPL assessment and to receive resource materials, except where

50% of the course fee exceeds the maximum fees in advance that may be collected.

In accordance with Compliance Standard 18 Prepaid fee protection measures, a maximum
amount of $1500 is collected in advance as a deposit for any VET accredited qualification or

course.

Refund requests must be submitted in writing no later than 7 days after the initial enrolment

date to be considered for a refund.

An administration fee of 25% (up to a maximum of $250) will be retained in all instances to

cover administrative costs.

Applicants who fail to submit their RPL assessment and evidence portfolio within 6 months of

enrolling will forfeit all fees paid and their right to assessment.

Each refund request will be considered on an individual basis.
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5.10 Cancellation after refund expiry period

Clients failing to request a refund within the designated time periods are provided with several

alternative options as detailed below:

e Students may defer course to a later date:

O

O

Limited to 2 deferrals without incurring additional fees.

Students deferring more than 2 times will incur a re-booking fee of $250 for each

additional deferral.

Deferred training must be completed within 6 months (12 months for flexible study

students) of the original enrolment date.

If a student fails to complete their course within the designated time frame and the training
product becomes superseded, falling outside the teach-out transition period, additional

fees will be charged to cover the costs of replacement course materials.

* also refer to the Transition of Superseded Training Products Policy and Procedure

e Students may transfer their course to an alternative study option, such as flexible study:

O

O

O

In all instances, a non-refundable $100 transfer fee will apply.

Additional costs will apply where a student transfers into a course of greater monetary

value than the original enrolment.

Additional costs may be incurred for supply of additional or alternative learning resources.

e Students may nominate, in writing, another person to attend the course in their place.

O

It is the responsibility of the student to nominate the person to take their place.

Nominations for replacement students must be made in writing by the original student /

client.

It is the responsibility of the student to arrange with the nominated person to recover fees

from them personally.

The replacement student will be subject to the terms, conditions, rights and

responsibilities of enrolment of the course.

Where replacement course materials are required to be supplied additional costs will be

incurred.

TTA takes no responsibility to provide a replacement student on behalf of the original

student / client

e In all circumstances, failure to notify a cancellation in the specified time will result in the

forfeiture of fees.
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5.11 Refund terms where course fees are funded by an employment services provider or other

agency
e All refund requests must be submitted in writing to be considered for eligibility.

¢ Refund arrangements will be negotiated between an authorised representative of Tactical

Training (Australia) Pty Ltd and the funding agency.
¢ Any eligible refunds will be issued to the paying agency only.

¢ Refund requests will be considered on an individual basis and are subject to the terms set out

in Clauses 5.5 to 5.10 of this policy.

5.12 Cancellations made for corporate group bookings

¢ Notifications of cancellations, refunds, and requests for transfers must be made in writing to

accounts@tacticaltraining.edu.au

¢ Inthe event of a cancellation, Tactical Training (Australia) Pty Ltd will refund in full, any pre-
paid fees if notice is provided in writing of a cancellation more than 10 working days prior to

the program commencement date.

¢ Inthe event of a cancellation where less than one working day (24 hours’ — Mon-Fri) notice

prior to the program commencement is provided, an administration charge of $350.00 will
apply.

¢ Inthe event of a cancellation, any fees already incurred by Tactical Training (Australia) Pty Ltd
in relation to the program that cannot be refunded or rearranged, will be at the expense of the

client (this may include but is not limited to airfares, freight for training resources,

accommodation and car hire, etc.) if applicable.

5.13 Cancellations made by the RTO

Where practicable TTA will provide 3 days’ notice in the event of a postponement of a Short Course.

Student / Client rights and obligations:

e Students / clients will be enrolled to the next available date for training at no further cost to

them.

e If less than 3 days’ notice is provided by TTA, and where it is not practicable for the student /
client to postpone training, the student / client shall be entitled to a full refund fees paid in

advance.

e As per the provisions of this policy, request for refund must be submitted in writing to TTA.
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5.14 Weather policy

TTA reserves the right to postpone any short course where extreme or unsafe weather conditions are

forecast:

Extreme weather includes, but is not limited to:
e Extreme high temperatures
e Heavy rain

e Electrical storms

Courses that are affected by weather policy include:

¢ Practical components of First Attack firefighting Equipment, Emergency Warden, and or Chief
Warden Programs. These programs will be postponed accordingly in the event of local and

state fire bans and restrictions.

e Canine Handling course, practical component — extreme weather policy applies to this
program. The practical component of this program is also subject to postponement on days

where the temperature forecast is for 30 degrees Celsius or higher.

5.15 Withdrawals, discontinuance, non-completion and non-disclosure

All students, including fulltime, external, and individuals enrolled for short courses, (nationally
recognised or non-accredited) who neglect to complete any aspect of training in part or in full, forfeit

their training without right to refund.
This includes students who:

¢ Fail to provide prior notice of non-attendance according to the terms of this policy.
¢ Fail to attend make-up days or rescheduled training days.
¢ Fail to respond to contact attempts made by TTA in relation to rescheduling training.

¢ Fail to respond to contact attempts made by TTA to follow up progress of external training

components.

o Fail to complete and / or submit assessment activities within the course completion timeframes

as detailed in this policy.
e Fail to commit to their study arrangement.

¢ Fail to provide identification information required for the creation of a student identifier or a

valid student identifier.

e Fail to finalise any outstanding or overdue payments owing to TTA.
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5.16 Refund procedure

Upon receipt of a written refund request:

e The Customer Care team must collect the following information from the person submitting the

request:
o Written request.
o Original Tax Invoice and EFTPOS receipt (where applicable).
o Student file.
o Completed Refund Request Form (completed by the Customer Care team member).
o Details of method of payment.

e This information must be forwarded to the Administration Manager for further investigation of

the request and determination of an outcome based on the conditions of this policy.

o If not eligible the client is advised of alternative options as disclosed in Clause 5.10

Cancellation after refund expiry period.

o If eligible the client is advised of the refund amount and method in accordance with the
terms of this policy.

e The accounting process will be performed by the Administration Manager and the Head of

Finance via TTA’s financial management system as per the documented procedure.
¢ Financial records are retained and archived by the RTO as per legislative requirements.
e Following the refund process:

o The student will be removed from any future training occurrences in the RTOs student

management system.
o The student will be withdrawn from enrolment as per the data reporting requirements.
o Any access to online learning platforms and resources will be revoked.

o Student records, including personal information, will be retained and securely stored in
accordance with legislative requirements and the RTO’s records management and
privacy policies. Where permitted, personal information will be securely destroyed when

no longer required.
6. TRANSPARENCY

Prior to enrolment the following information will be available via the TTA website, information

brochures, and/or through contacting the TTA Customer Care team:
e 45a Student Information Book (SO).
e 45b Student Information Book (SRM)

e 45c Student Information Book (INV)
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e 45d Student Information Book (RPL)

e Student enrolment and induction procedures
7. POLICY PROMOTION

This Policy is accessible:
e To staff members, via the Public Drive on the Server.

o Terms of this policy are promoted in information provided and throughout student’s pre-

enrolment and enrolment process.
e To students in hard copy format, upon request to the TTA Customer Care team.

¢ Available to students and other clients of TTA through publication in Terms & Conditions on

www.tacticaltraining.edu.au/information/terms-and-conditions

8. REVIEW OF POLICY

TTA will review the Refund Policy and Procedure every 12 months or on an as needs basis

(whichever occurs first).

9. ENDORSEMENT

Prepared by: Compliance Manager
Approved by: Chief Executive Officer
Date of effect: 3 June 2026

Next review date: June 2027
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