WORKPLACE
TRAINING

AP062 Refund Policy

Course cancellation by Go Workplace Training
On an occasional basis, Go Workplace Training may have to cancel or re-schedule a course. For
example, a trainer or training resources may suddenly become unavailable; there may be an
insufficient number of students enrolled in a course etc. In these circumstances Go Workplace
Training will advise students as soon as practicable. Unless exceptional circumstances prevent us
from doing so, Go Workplace Training will advise students booked into the cancelled/re-scheduled
course at least 2 days prior to the course commencement day (e.g. If the course is due to commence
on a Friday, Go Workplace Training would advise the student no later than Wednesday).
Where this occurs, participants may elect to either:

e Receive a full refund of fees paid, or:

e Transfer fees paid to an alternate course (provided the alternate course commences no

later than one month after the initial course commencement date).

In the event of a course cancellation during a course, participants may elect to:
e Transfer fees paid to an alternate course (provided the alternate course commences no later
than one month after the initial course commencement date); or
e Receive a refund calculated at a daily rate, based on the number of days remaining in the
course.

In the event that a course is being run by another organisation (who is training/assessing on GWPT’s
behalf), and that organisation closes or ceases to deliver the course in which the participant is
enrolled (this includes cancellations and re-scheduling), participants will be able to transfer fees paid
to an alternate course being run by GWPT (provided the alternate course commences no later than
one month after the initial course commencement date).

In the event that a participant books into training with GWPT through a GWPT broker or agent, and
that broker/agent closes; GWPT will honour any payment towards course fees that the participant
has paid to the broker/agent on production of evidence of payment by the participant.

In the unlikely event that Go Workplace Training closes or ceases to deliver a course before the
course commences, or mid-way through a course, participants will be entitled to a full refund of fees
paid.

Cooling off Period
To book into a course, Students are required to pay the course fee or $1499.00, whichever is the
lesser amount. Once the fee has been paid, the student will receive a confirmation email enclosing:
e |nvoice
e Course Information Sheet
e Pre-Enrolment Book
e Other course-related documents
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Students are entitled to cancel their booking and obtain a full refund for any reason up to 5.00pm
the business day after they receive this confirmation email, or prior to the commencement time of
their course (whichever occurs earlier). To cancel their booking under this provision, students must
speak to one of GWPT’s Administration Staff on 1300 82 92 95 within this cooling off period.

If students have any questions about their course which would affect their enrolment in the course,
these must be asked during the cooling off period to obtain a refund of the deposit.

Cancellation due to Language, Literacy or Numeracy Issues

Students must have sufficient language, literacy and numeracy (LLN) skills to do simple calculations,
read, write and understand English, and provide verbal responses to questions in English. If the
student is unsure as to whether they have suitable English and Maths skills for their particular
program, they are advised to have an interview with Go Workplace Training staff before booking.
Depending on the course, verbal assessments may be possible (for an additional fee).

Attached to all Course Confirmations is a copy of our Language, Literacy and Numeracy Test. This
Test should be completed and returned to our office by 5.00pm the business day after the
confirmation email is received, or prior to the commencement time of their course (whichever is
earlier). If it is returned during that period and an individual is assessed not having the required LLN
skills for their course, they will receive a full refund of fees paid.

If the student does not contact the administration staff regarding the inability to complete the
literacy and numeracy assessment and it becomes clear to the trainer during the induction process
that the student does not have sufficient LLN skills, the student will be advised that they cannot
continue the course. In these circumstances, the course fee (or payment of $1499.00), will remain
applicable & will not be refunded.

Student Cancellation

In the event that a student (or person responsible for student fees) has made a booking, and
subsequently wishes to cancel their booking, except as otherwise provided under this Policy, they
will forfeit the course fee (or payment of $1499.00).

Where students have booked into a three day forklift course, but volunteer to complete the course
in two days, they will not be eligible for a refund in the difference in course costs. It is the student’s
decision to attempt the assessment on the second day of the course and Go Workplace has made
facilities and trainers available for the full three days.

If a student withdraws from the course once they have commenced the face-to-face training
component, no refund will be given.

Onsite booking cancellations
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In the event that a company has made a booking for onsite training, and subsequently wishes to
cancel their booking, or training cannot be conducted due to facilities & equipment not being
adequate, except as otherwise provided under this Policy, they will forfeit any fees paid.

If a student withdraws from the course once they have commenced the face-to-face training
component, no refund will be given.

Students removed from a Course

Any student who is asked to leave the course by a Trainer due to reasons including (but not limited
to) bullying, aggression, racism, sexual harassment, or any other serious disruption of the class will
not be entitled to a refund. Information about unacceptable behavior is covered in the course
induction and our policy is displayed at all training venues.

Re-scheduling courses
If a student or company wishes to re-schedule their course or part of their course to an alternative

date/s, one week’s notice prior to the course commencement date and time must be provided. In
the event that a student or company wishes to re-schedule after that time:
e The student will forfeit the course fee (or amount up to $1499.00).
e The company will forfeit the full course fee (or amount up to $1499.00) for each student
booked into the course

For example, if a course commences at 8.00am on a Monday, a student or company can only re-
schedule without forfeiting the course fee (or payment up to $1499.00) if they contact Go
Workplace Training prior to 8.00am the Monday before.

GWPT require students rescheduling courses to attend a re-scheduled course within 6 months of the
original course booking date. If students do not attend the course within 6 months of their original
course booking date; students will forfeit any fees that are applicable or paid to GWPT & their
booking will be deemed a “new booking”, requiring a new course fee 9or $1499.00, whichever is
less) to be paid, relevant to the course they are booking into.

Re-scheduling due to a Medical Condition or Hardship

A student may reschedule a course on the grounds of an unforeseen medical condition or hardship.
In these circumstances, a Medical Certificate or Statutory Declaration must be received by GWPT
within 48 hours of the course commencement date & the student will not be required to re-pay a
course fee to secure their place in a rescheduled course.**

**NOTE: GWPT will accept up to 3 re-schedules with a Medical Certificate or Statutory Declaration; if
a course is required to be re-scheduled a 4" time; the student will forfeit fees paid & need to repay
the course fee (or $1499.00, whichever is less) relevant to the course they are booking in; to secure
their place.
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Exceptional Circumstances
In the event of exceptional circumstances occurring requiring cancellation or re-scheduling of a
Course, a full refund may be given only in the event of exceptional circumstances. Exceptional
circumstances include:

1. Serious long term illness

2. Death or disability of the student or family members

Refunds for exceptional circumstances must be approved by the General Manager. Please note that
proof must be provided where exceptional circumstances are claimed.

Payment of Refunds
Payment of refunds will be made as follows:
1. Where GWT provides a refund under this policy, the refund will be paid to students within
30 days of the date of cancellation
2. If a Credit Card was used to make a payment, the refund must be paid back into the same
Credit Card.

Student Late Policy

Students more than 20 minutes late to the first day of a course will be turned away and the course
fee will remain payable. Students that are more than 20 minutes late to subsequent course days may
be directed to repeat the day/s and further costs for those days will apply on a pro-rata basis.

Refund Complaints Process

In the event that a student has been rejected by GWPT for a refund, they may make a complaint in
accordance with GWPT’s Complaints and Appeals Procedure.

1. Supporting Documentation

Document Location Description

Pre-enrolment book Z:\RTO Master\ Forms\ 004- Pre-enrolment book Pre-enrolment document provided to students;
includes outline of fees & refund policy. Provided to
students in their booking confirmation & available on
GWPT Website

Confirmation email Through ACCESS booking system Booking confirmation email; containing all required
pre-enrolment information

Invoice MYOB Produced through MYOB

Course information Z: RTO Master\ Forms\ 052 Course info Course information brochures; attached in the booking

sheet confirmation email

LLN Z: RTO Master\ Forms\ 070 Literacy & Numeracy LLN that may be provided to students on enquiry into
assessment courses & is attached to booking confirmation emails

& provided within the enrolment document
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Behavior policy

On display at GWPT facilities

Expected behavior from students attending GWPT

training
2. Version control table

Version Number Staff Member | Date Amendment

V1 MH July 2018 Created to summarise refund policies as set out in a range of
documents; such as the pre-enrolment book

V2 MH 14/05/2019 Small changes to refine policy

V3 EC 7/06/2019 Update to fees & refund policy for onsite bookings

V4 EC 28/06/2019 Updated to rescheduling requirements (number of medical
certificates accepted & 6 month timeframe for rescheduling)

V5 EC 2/07/2019 Updated to reflect requirement of full fee (or payment up to
$1499.00, whichever is less) at time of booking.

END OF DOCUMENT
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