
 
 

  
 

RTO REFUND POLICY  

 
1. Governing Policy/Framework  

This policy supports the Quality Framework.  
 
2. Background/Context and Purpose 

This policy explains the criteria under which Carers Queensland may issue a partial or total 
refund to students.  

 
3. Policy 

Carers Queensland is committed to the implementation of transparent refund eligibility criteria, 
and the consistent application of that criteria relating to partial and total refunds for both 
funded and fee-for-service students of accredited courses. 
  
See Appendix A for the criteria in which a refund would be issued.  

 
4. Policy Objectives 

a. To ensure the policy and associated procedure is publically available 
b. To define the circumstances under which a refund would be issued  
c. To ensure all prospective and current students are made aware of this policy and their rights 

as a consumer 
 

5. Scope 
This policy is applicable to all student fees and charges associated with any accredited training 
program conducted by Carers Queensland Ltd. This includes student co-contribution fees 
charged under the Certificate 3 Guarantee Program as funded by the Queensland Government.   

 

6. Legislation and other Mandates 
Standards for Registered Training Organisations  2015  
Vocational Education and Training (VET) Quality Framework  
Pre-qualified Supplier Policy 2019-20 for Queensland VET Investment Programs  
Privacy Act 1988  

 
7. Monitoring and Evaluation 

The policy will be reviewed every two (2) years or in line with any relevant legislative or policy 
changes. 
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8. Roles and Responsibilities 

Role  Responsibility  

Executive 
Leadership Team 

Approves this policy. 

General Manager 

Strategy 

Policy owner. 

To oversee the implementation of the policy 

Chief Executive 
Officer  

To receive audit reports and audit treatment plans. 

General Manager 
Strategy 

To oversee the implementation of the policy 

To receive routine reports of refunds 

RTO Quality and 
Compliance Officer 

To audit compliance with this policy 

To review and respond to refund requests in line with this policy  

To develop post audit treatment plans and monitor the 
implementation of audit recommendations 

To update the risk and complaints registers as appropriate 

To review the policy, procedure and associated documentation as per 
review schedule. 

All RTO staff To comply with this Policy  

Provide information and advice to the student about the Refunds Policy 
and Procedure 

 
9. Appendices 

Appendix A – Refund conditions  
 

10. Related Documents 
RTO Refund Procedure 
RTO Complaints and Appeals Policy  
RTO Complaints and Appeals Procedure 

 
11. Document Control 

DOCUMENT – APPROVAL AND AMENDMENT HISTORY 
 Date Effective from Version control number 
Original approval 9/9/2019 9/9/2019 V.1.0 
1st  amendment  approval    
2nd amendment approval    

 
 
 



 
 
 

APPENDIX A – REFUND CRITERIA 
 

Circumstances Refund Entitlement  
Student provides written notice of withdrawal one 
week prior to commencement of an accredited 
course. 

 
 
 
 
Refund of 100% of fees paid. 

A student is unable to complete the course due to 
extended hospitalisation/illness. Such requests 
should be supported by medical documentation. 
If for any reason Carers Queensland cancel or delay 
a course. 
Review of credit transfer indicates that a student 
does not have to undertake part of the course 

Pro-rata refund dependant on the number of units 
that the student has received credit transfer for.  

Student provides written notice of withdrawal on or 
after the training has commenced. Reasons could 
include: 
- Changes occur in student work hours; 
- It becomes inconvenient for a student 

to travel to class; 
- A student changes their mind about 

participating in the course; 
- A student moves interstate; 
- A student changes jobs or becomes retrenched;  
- A student is expelled from the course for a 

serious breach of conduct. 

No refund of fees paid. 

 
 
 


