ISAUSTRALIA

ISAustralia is the innovator in Training and Employment.

Our people are our most important asset and we maintain high standards of environmental and safety practices.
We look out for one another, take the time to understand and respect our individual contributions and celebrate
our successes.

With core values of Communication, Responsiveness, Integrity, Solutions and People as the foundation of our
success, ISAustralia is One Team focused on delivering our customer service promise and financial performance,
irrespective of our job, where we live and where we work.

PURPOSE

This guideline sets out how Industries Services Training, trading as ISAustralia (RTO Code 0860), manages fees,
charges, deposits, credits and refunds across training, employment, consulting and logistics services.

Fees are the commitment a student makes before they receive anything. The purpose of this guideline is to ensure
students know the full cost before they pay, that ISAustralia never holds more of a student’s money than it has
earned, and that refunds are fair, prompt and applied consistently.

SCOPE

This guideline applies to:

» all prospective and enrolled students, and all clients purchasing ISAustralia services;

« all fees, charges, deposits, credits and refunds, whether paid by the student, an employer, a corporate client or
a third party on the student’s behalf;

« nationally recognised training, non-accredited training, and employment, consulting and logistics services; and

« all personnel involved in quoting, invoicing, collecting, receipting or refunding fees, and any third party doing
so on ISAustralia’s behalf.

It does not set the fees themselves. Current fees are published in the Fee Schedule, the Course Information Guide
for each course, the Participant Handbook and on the ISAustralia website.

PRINCIPLES
Principle What this means in practice

Full cost disclosed first The total of all fees, costs and charges, the payment terms, the refund terms and any non-
refundable amount are given to the student in writing before enrolment or before any fee
including a deposit is required to be paid, whichever comes first.

Never hold more than ISAustralia does not hold more than $1,500 of any student’s prepaid fees for training and

earned assessment not yet delivered.

Publicly available This guideline, the Fee Schedule and the refund terms are published and easily accessible.

Fair and prompt refunds | Refunds are assessed against this guideline, not case by case, and paid within 14 calendar
days of a decision.

Alternatives before Where a student withdraws, ISAustralia first offers a transfer to another scheduled course
refunds date before processing a refund.
Written record Every quote, invoice, receipt, payment plan, refund application and refund decision is

recorded and retained.

Right of appeal A student who disagrees with a fee or refund decision may appeal it.

FEE INFORMATION THAT MUST BE PROVIDED

The following is provided to the prospective student in writing, through the Course Information Guide, the Fee
Schedule, the Participant Handbook and the website, before enrolment or before any fee is requested.
o The total amount of all fees including: course fees, administration fees, material fees and any other charge for
enrolling in the training product.
o Payment terms: the timing and amount of each payment, the enrolment fee deposit, and any non-refundable
administration fee.
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o The refund terms in this guideline, and the cancellation administration fee where it applies.

« The nature of ISAustralia’s guarantee to deliver the services and complete the training and assessment once
the student has commenced.

« Any fee reductions, exemptions, government training entitlements or subsidies available, and their eligibility
conditions.

» Fees for additional services, including re-issuance of a certificate, Statement of Attainment or parchment.

o Other costs the student may incur such as equipment, materials, IT, personal protective equipment, licensing
applications, and the cost and process of obtaining a Unique Student Identifier.

The Fee Schedule and all payment plan structures are approved by the CEO or delegate. Where a fee is negotiated
directly with an employer, the Directorate is notified within 10 business days of the fee being agreed.

ENROLMENT FEE DEPOSIT

An enrolment fee deposit secures the student’s place in a scheduled course. It is not an administration fee and it is
not, of itself, an acceptance of enrolment.

Course value $1,500 or less Course fees are payable in full before commencement. No separate deposit applies.

A deposit of 30% of the total course fee, capped at $1,500, is payable to secure the place.
The balance is payable by instalments under an approved payment plan, with the final
payment due before the Statement of Attainment or qualification is collected.

Course value above $1,500

Payment of the deposit, or of the course fee in full, holds the student’s place in the
nominated cohort. It does not confirm enrolment, enrolment is confirmed only after the
pre-enrolment requirements are complete and suitability is determined.

What the deposit secures

When it is collected At enquiry, once the student has been given the written fee and course information

required above. The deposit must not be requested before that information is provided.

If the student is not suitable | Where ISAustralia determines the student is not suitable for the training product, the
deposit is refunded in full, with no cancellation administration fee, within 14 calendar

days.

If the student withdraws The refund provisions of this guideline apply to the deposit in the same way as to any

other fee paid.

Where an employer or corporate client is invoiced, the deposit is arranged with that
client. No invoice is issued to, and no deposit is collected from, the individual student.

Corporate bookings

Receipting A tax invoice and a receipt are issued for every deposit received.

Deposit process

Step Stage What happens Responsible
1 Provide fee information Before requesting any payment, issue the Course Information Enrolment
Guide, the fee information and the refund terms in writing. Administration
Record what was sent and when.
2 Request and receipt the Request the deposit of 30% of the total course fee, capped at Enrolment
deposit $1,500. Issue a tax invoice and, on receipt, a receipt. Record the | Administration
payment in aXcelerate against the correct intake.
For corporate bookings, invoice the client separately and do not
attach an invoice to the student’s enrolment email.
3 Complete pre-enrolment | The student completes the Online Enrolment Form, English Enrolment
requirements Placement Test, LLN&D assessment and Student Acceptance Administration /
Declaration. Student
4 Determine suitability The Trainer/Assessor reviews the pre-enrolment requirements Trainer / Assessor
and determines suitability, support needs, reasonable
adjustments and any RPL or credit transfer.
5a Accepted: confirm and Send the enrolment acceptance notification, including the Enrolment
invoice the balance Course Guide, course fees, payment schedule and additional Administration
non-tuition charges.
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Step Stage What happens Responsible
The balance is payable in full before commencement, or under
an approved payment plan. At no point may the amount held
for undelivered training exceed $1,500.

Sb Not suitable: refund the Send the unsuitable-for-course notification with the support Enrolment
deposit and referral options and the appeals process. Refund the Administration /
deposit in full within 14 calendar days. No cancellation Accounts

administration fee applies.
Record the refund and the reason.

6 Confirm payment before Before the course commencement date, confirm all pre- Enrolment
commencement enrolment requirements are complete and that the balance is Administration
paid in full or an approved payment plan is in place. Confirm the
final class list and cohort allocation.

7 File the record File the fee information issued, the invoice and receipt, the Enrolment
payment plan, the suitability outcome and any refund decision Administration
against the student record.

PROTECTING PREPAID FEES

Where an RTO or a third party holds prepaid fees from or on behalf of an individual in excess of $1,500 for the same
VET course the RTO must put a protection measure in place, such as an unconditional bank guarantee or
membership of a tuition assurance scheme.

ISAustralia’s position is to stay below the threshold.

« No more than $1,500 is accepted from, or on behalf of, any student before the course commences. This
applies whether payment is made by the student, an employer or a third party.

« The online payment gateway will not accept a single payment above $1,500.

o After commencement, further instalments may be invoiced, but only so that at any given time the amount
held for training and assessment not yet delivered does not exceed $1,500.

« Instalments are aligned to the proportion of training delivered, under the approved payment plan.

o The CEO oversees the financial security of student prepaid fees, and Quality Assurance monitors compliance
with this limit.

PAYMENT TERMS AND NON-PAYMENT

» Fees are invoiced on confirmation of enrolment, other than the enrolment fee deposit, which is invoiced at
enquiry.

o Theinitial fee payment is due within 7 days of the invoice date.

« Students may apply to pay by instalments under a payment plan. Payment plans are approved by the CEO or
delegate.

o Where fees are not paid in accordance with the Fee Schedule or the approved payment plan, ISAustralia may
cancel the enrolment or discontinue training and assessment. The student is given written notice and a
reasonable opportunity to remedy before this occurs.

« ISAustralia may withhold a certificate or Statement of Attainment where fees remain unpaid on completion or
withdrawal. Withholding a document for non-payment does not affect the student’s right to appeal or to a
correct record of their results.

« Students are issued a receipt for every payment, in addition to the invoice.
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ADDITIONAL FEES AND CHARGES

Fee Amount When it applies

Re-issuance of a certificate, Statement of
Attainment or Induction to Construction card

$80.00 On request, payable before the
re-issuance is produced. See the
Certificate and SOA Re-issuance

SOP.

Cancellation administration fee of qualifications and
accredited courses

On cancellation after
commencement, deducted from
any refund payable.

$250.00 per qualification

Equipment, materials, IT and personal protective
equipment

Where the training product
requires them.

As published in the Course
Information Guide

Licensing application fees

Payable by the student directly to
the relevant regulator.

As set by the regulator

Other non-tuition fees

As published in the
Participant Handbook

As set out in the Participant
Handbook and Fee Schedule.

REFUNDS

ISAustralia maintains a fair and reasonable process for the refund of fees paid and refunds fees and charges where
training and assessment has not been delivered.

A full refund is issued where

ISAustralia cancels or postpones the course. No application is required, the refund is processed automatically,
or the student may transfer to the next available course.

ISAustralia, or a third party delivering on ISAustralia’s behalf, ceases to deliver the training product. Where only
part of the product has ceased, the refund is calculated on the proportion of delivery time of that part in
relation to the whole product.

ISAustralia determines the student is not suitable for the training product following the pre-enrolment review.
No cancellation administration fee applies.

The student gives written notice of cancellation at least five (5) business days before the course
commencement date.

The student is unable to attend due to illness, hospitalisation or another medical condition, or other
extenuating circumstances, supported by documentary evidence.

The student cancels an unsolicited enrolment within the statutory cooling-off period.

Short courses and standalone units of competency

Circumstance Notification requirement Refund

Student withdraws

In writing, at least 5 business days before
commencement

100% of the course fee paid

Student withdraws

In writing, less than 5 business days before | Partial refund at the discretion of

commencement the CEO or delegate
Student withdraws After the course has commenced Nil refund
Student withdrawn by ISAustralia After commencement, due to Nil refund

inappropriate behaviour

Course cancelled or postponed by
ISAustralia

100% of the course fee paid, or
transfer to the next available
course

Scheduling conflict

Student was able to attend the
rescheduled delivery

Nil refund

Scheduling conflict

Student was unable to attend the
rescheduled delivery

1st occurrence: 50%
2nd occurrence: 25%
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Qualifications and accredited courses

Where a student withdraws after commencing a qualification or accredited course, the refund is calculated on the
proportion of units commenced, less the $250 cancellation administration fee.

Progress at the time of withdrawal Refund Cancellation administration fee
Up to 25% of units commenced 50% of fees paid Less $250
Up to 50% of units commenced 25% of fees paid Less $250
More than 50% of units commenced Nil refund Not applicable

No refund is issued where the student

« has commenced a short course or standalone unit;

« does not achieve the qualification or unit after assessment;

« has been supplied recognition of prior learning resources and services, and then withdraws from the RPL
assessment;

« has achange in work hours or employment status;

« isunable to travel to class, or moves away from the delivery location;

« changes their mind outside the statutory cooling-off period; or

« makes insufficient progress towards completion.

ISAustralia does not accept liability for loss or damage suffered in the event of a student withdrawing from a course,
and is not responsible for costs incurred because of a cancellation caused by conditions beyond its control,
including extreme weather or insufficient enrolments.

Statutory cooling-off period — unsolicited enrolments

o Where an enrolment is an unsolicited consumer agreement, the student may cancel within 10 business days of
completing their enrolment and receive a full refund of fees paid.

« Astudent who cancels an unsolicited enrolment 10 or more business days after completing their enrolment is
not entitled to a refund under this provision, and the ordinary refund terms apply.

o This does not limit any other right the student has under the Australian Consumer Law, or ISAustralia’s
obligation to refund where it has failed to deliver the services.

Discretion

The CEO or delegate may approve a refund outside these terms where the student demonstrates extenuating or
significant personal circumstances led to their withdrawal. Every discretionary decision is recorded with the reason,
so that decisions remain consistent between students.

DEFERRAL, TRANSFER AND SUBSTITUTION

o Astudent unable to attend may defer to a later scheduled date and their fees are retained and applied to the
new date.

o Acredit may be issued for a future course where a booked student cannot attend on the day for reasons of
health or other unavoidable extenuating circumstances.

« Another participant from the same organisation may take the place of a booked student, using the existing
course fees. Written notice is required at least 3 days before commencement.

o A student withdrawing from a course they have already commenced must complete the Deferring, Transferring
and Discontinuing Form.

APPLYING FOR A REFUND

Step Stage What happens Responsible
1 Offer a transfer first On notice of withdrawal, offer the student a transfer to another Enrolment

scheduled course date before a refund is processed. Administration
2 Written application The student applies in writing using the Request for Refund / Credit | Student

Note form, by letter or by email to info@isaustralia.com.au, stating

the reason in detail and attaching any supporting evidence.
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Step Stage What happens Responsible
3 Assess Assess the application against this guideline. Identify the course Accounts /
type, the date and form of notice, progress through the units, and Enrolment
any cancellation administration fee. Administration
4 Approve Standard refunds are approved under this guideline. Discretionary CEO or delegate
refunds and extenuating-circumstance decisions are approved by
the CEO or delegate.
5 Notify and pay Notify the student of the decision and the amount, with reasons Accounts
where the refund is partial or declined, and advise them of the
appeals process. Pay the refund within 14 calendar days of the
decision, to the original payer.
6 Record Record the application, assessment, approval, payment and reason | Accounts
against the student record and in the refund register.

ROLES AND RESPONSIBILITIES

Role

Responsibility

CEO

Approves the Fee Schedule, payment plan structures and this guideline. Approves
discretionary refunds and extenuating-circumstance decisions. Oversees the financial
security of student prepaid fees. Maintains and publishes the Fee Schedule, payment
plans and refund terms. Manages deposit collection, instalment arrangements and
refunds under delegation. May delegate in writing.

Quality Assurance

Monitors compliance with the $1,500 prepaid fee limit and with this guideline. Samples
invoices, receipts and refund decisions. Raises and closes non-conformances.

Enrolment Administration

Issues fee information before any payment is requested. Invoices and receipts accurately,
collects the enrolment fee deposit, tracks payments and payment plans, follows up
arrears and processes refund applications.

Accounts

Processes refunds within 14 calendar days, maintains the refund register and reconciles
prepaid fee balances.

Trainers and Assessors

Provide accurate fee information during enrolment discussions and refer all fee and
refund enquiries to Enrolment Administration.

Students Pay fees in accordance with the agreed terms, and apply for refunds in writing using the
Request for Refund / Credit Note form.
RECORDS
Record Where held Retained
Fee information issued before payment was | Student file; aXcelerate Life of the student record
requested
Tax invoices and receipts Xero; aXcelerate Per Records Management Policy

and taxation law

Approved payment plans Student file; Xero Life of the student record
Prepaid fee balance reconciliation Accounts records Per Records Management Policy
Request for Refund / Credit Note forms and | Student file Life of the student record
supporting evidence
Refund decisions, including discretionary Refund register Per Records Management Policy
decisions and reasons
Deferring, Transferring and Discontinuing Student file Life of the student record
Forms
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MONITORING AND REVIEW

Activity What is checked Frequency
Prepaid fee balance check No student balance for undelivered training Monthly
exceeds $1,500; payment gateway limit still
enforced
Invoice and receipt sampling Fee information issued before payment Monthly minimum 5 files

requested; deposit correctly calculated and
capped; receipt issued

Refund register review Refunds paid within 14 calendar days; decisions | Quarterly
consistent with this guideline; discretionary
decisions reasoned and recorded

Published fee information review Fee Schedule, website, Course Information Six-monthly, and on any fee
Guides and Participant Handbook are current change
and consistent

Guideline review Alignment with the Standards, the Australian Annually, or earlier on
Consumer Law and funding contract conditions | regulatory change

Non-conformances are raised in the Continuous Improvement Register and closed out with root cause recorded, in
accordance with the Continuous Improvement Guideline.

FEEDBACK, COMPLAINTS AND APPEALS

A student who is dissatisfied with a decision about fees, a deposit or a refund may give feedback, make a complaint

or appeal the decision through the process in the Feedback, Complaints and Appeals Guideline. Information on how
to do so is publicly available on the ISAustralia website and in the Participant Handbook. A decision is not final until

any appeal is concluded.

RELATED DOCUMENTS

Communication Policy

Student Recruitment Guideline

Advertising and Marketing Guideline

Pre-Enrolment and Enrolment SOP — Accredited Courses
Certificate and SOA Re-issuance SOP

Fee Schedule

Request for Refund / Credit Note form

Deferring, Transferring and Discontinuing Policy and Form
Recognition of Prior Learning and Credit Transfer Policy
Reasonable Adjustment Policy

Feedback, Complaints and Appeals Guideline

Continuous Improvement Guideline

Access and Equity Operational Guideline

Records Management and Document Control Operational Guideline
Quality Assurance Policy and Implementation Plan
Corporate Governance Policy and Implementation Plan
Course Information Guide

Participant Handbook
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