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Refunds Policy and Procedure 
 

Purpose 

The purpose of this document is to set out the policy and procedure adhered to by Universal Education 
Centre Pty Ltd (trading as Universal English College and herein referred to as “UEC” or “the college”) 
and by Australian International Studies Institute (trading as Ambridge Institute and UEC Business and 
herein referred to as “Ambridge” or “UEC” or “the college”) and its staff with respect to refunds of 
fees paid by or for overseas students.  
 
The core principle of this policy is to confirm that UEC will ensure it takes all reasonable measures to 
comply with all legislative and regulatory requirements, such as those set out in the ESOS framework, 
including those requirements relating to refunds of fees paid by or for overseas students set out in 
Section 47 of the ESOS Act, the Calculation of Refunds Specification, and Standard 2 and 3 of the 
National Code 2018.  
 
In its engagement with and support of international students, UEC prioritises the protection of the 
rights of potential and current international students as well as protection of the reputation of UEC 
and of the Australian international education industry as a whole. 
 
 

Scope 

This document and the policy and procedure set out in it apply to all activities of UEC, its staff, 
contractors, and relevant third parties related to refunds of fees paid by or for international students. 
 

This document and the policy and procedure set out in it exist in the context of all other UEC policy 

and procedure documentation. In particular, this policy and procedure works in conjunction with the 

policy and procedure on Student Fees, Deferring, Suspending, and Cancelling Enrolments, and that on 

Complaints and Appeals and should be read together with those two documents. 
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Definitions 

For the purposes of this document, the below terms and associated definitions are clarified. 
  

Student Default Students are considered to have ‘defaulted’ when: 

• they communicate that they wish to cancel or otherwise 
withdraw from a course 

• they breach the conditions of their visa, such as the minimum 
attendance requirement or course progress 

• they fail to make a payment to UEC when it is due 

• they are expelled by UEC for breach of the student Code of 
Conduct 

• they fail to start or finish an enrolment for any reason other 
visa rejection or provider default. 

Provider Default UEC will be considered to have defaulted when it does not deliver a 
course in part or in full when it has confirmed enrolment for that 
course 

  
 

 

 

Policy Details 

Below are the specific details of UEC’s Refunds policy. 
 

1. UEC is committed to ensuring that its decisions and actions in relation to the refunding fees 
of international students is ethical and in accordance with all legislative and regulatory 
requirements that govern UEC and its operations, including the requirements of Section 47 of 
the ESOS Act, the Calculation of Refunds Specification, and Standard 2 and 3 of the National 
Code.  
 

2. This document exists in the context of the UEC policy and procedure documentation relating 
to the policy and procedure on Student Fees, Deferring, Suspending, and Cancelling 
Enrolments, and that on Complaints and Appeals. These documents provide crucial policy and 
procedure details particularly relating to obligations and commitments of UEC and its staff 
with respect to circumstances that may lead to refunds being due to international students.  

 
3. UEC will, in all matters relating to refunds of fees paid, prioritise the rights of international 

students as they are set out in the ESOS Framework and in Australian consumer law and will 
adhere to this policy and procedure in ensuring these rights are communicated to 
international students prior to their enrolment, such as in the Terms and Conditions of 
Enrolment, as well as at any time a student should request or reasonably require information 
about refunds. 
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4. UEC will ensure that it provides clear, accurate, and appropriately complete information to 
international students prior to their enrolment with respect to the conditions under which 
refunds will be paid and the amounts of those refunds. This information will include the 
clarification that no statement by or contract with UEC will reduce the student’s right to take 
action under the Australian Consumer Law, if applicable. 
 

5. UEC will, in any case relating to payment of refunds to an international student under the age 
of 18, adhere to the policy and procedure relating to Younger Learners and ensure that the 
student’s parent and/or legal guardian are included in all communications. 
 

6. UEC will ensure that the management of matters relating to refunds of fees paid by or on 
behalf of an international student will involve sufficient oversight in order to ensure 
compliance with this policy and with all legislative and regulatory requirements, such as those 
set out in the ESOS framework. 

 
7. UEC will ensure appropriate records are kept relating to any refunds made to or for an 

international student and appropriate communications are sent to students, parents, the 
ESOS agency (ASQA), and the TPS Director as and when required.  

 

Procedure Details - General 

Below are the specific elements of the implementation of the above-detailed policy and the 

procedures to be followed by UEC staff and its contractors and partners. 

 
8. Responsibility for approving and ensuring the effective maintenance and implementation of 

this policy is held by the General Manager. Should this role be temporarily vacant for any 
reason, the responsibility immediately escalates to the Managing Director of UEC.   
 

9. As per the details of the Governance and Compliance Policy, this policy and procedure will be 
reviewed at least annually (i.e. within 12 months of its latest update) and will be updated 
whenever is required by any changes in the regulatory or legislative requirements that govern 
UEC, in its marketing, student recruitment, or enrolment practices, or other changes that 
might require its review. 
 

10. As per the details of the Governance and Compliance Policy, this policy and procedure will be 
made available by UEC to all relevant stakeholders. 
 

11. All staff, contractors, or partners to whom this policy applies are made aware of this policy 
and procedure, are supported to understand its contents, and trained to follow its directives 
through: 

a. Effective induction of new staff, contractors, and partners; and 
b. Ongoing training of new and existing staff, contractors, and partners; and 
c. Any other means deemed appropriate from time to time. 

 
 



Refunds 
 Policy & Procedure 

Version 1.1 
May 2022 

© Universal Education Centre Pty Ltd & Australian International Studies Institute Pty Ltd 2021 

Procedure Details – Visa Refusal 

 
12. Where a student communicates that they wish to receive a refund of pre-paid fees because 

of a visa refusal, the Registrar or staff member managing the case will require that the student 
or their representative provide a copy of the notification from Australian immigration 
indicating that the visa application has been rejected and complete the required forms. 
 

13. On receipt of a copy of the official communication of refusal, UEC will assess what tuition and 
non-tuition fees have been used or remain unused. The unused tuition fees for an ELICOS 
student will be equal to the weekly fee multiplied by the number of unattended weeks 
remaining for which UEC has already received payment. The weekly fee will be equal to the 
total tuition fee, divided by the total number of weeks of the program (rounded up to the 
nearest dollar). For a VET student, the unused tuition fees will be equal to the amount paid 
for a term of study the student has not yet started. The same approaches will apply with 
respect to calculating unused non-tuition fees in cases if visa refusal. 
 

14. Having made the calculations set out in step 13 above, UEC’s Accounts will, within 4 weeks of 
receiving the request for refund and the notice of visa refusal, refund the unused amount, 
minus the lesser of the following amounts: 

a. 5% of the amount of course fees received before the default day; 
b. $500. 

 
15. UEC Accounts team will ensure the refund is paid to the student via the same account from 

which the original payment was received unless the student has made a written request for 
the payment to be made to an alternate account and that alternate account presents an 
appropriate and legitimate avenue for payment. 
 

16. UEC Accounts team, after issuing the refund, will communicate all details of the student, the 
account, and the amount paid to UEC Registrar who will record the details in the students file. 

 

Procedure Details – Provider Default 

 
17. A provider default will be considered to have occurred in the unlikely event that UEC does not 

deliver a course in full. 
 

18. In such a situation, the admissions team will work with the Academic Director and/or the 
General Manager to identify appropriate alternative courses at UEC for all impacted students. 
Alternative courses are appropriate if they are at the same AQF level, and/or have the same 
the entry requirements, and offer similar outcomes or outcomes relevant to the students’ 
needs and interests. 
 

19. Then, the Academic Director or the General Manager will communicate the situation in writing 
and, where possible, in person to all impacted students and the students’ respective teachers. 
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This communication will include advising students that counselling services are available to 
help them understand and make decisions about the information.  
 

20. The impacted students will be offered a choice of enrolment in the alternative courses 
identified at no extra cost or a refund of any as-yet-unused, pre-paid fees. The students will 
be informed that UEC will be required to communicate the situation and the student’s choice 
of alternative course or refund to the ESOS Agency (ASQA), to the TPS Director, and via PRISMS 
and that each student should seek advice from an immigration official regarding any impact 
on the status of his or her visa.   
 

21. The unused tuition fees for impacted ELICOS students will be calculated as the weekly fee 
multiplied by the number of unattended weeks remaining for which UEC has already received 
payment. The weekly fee will be equal to the total tuition fee, divided by the total number of 
weeks of the program (rounded up to the nearest dollar). For impacted VET students, the 
unused tuition fees will be equal to the amount paid for a term of study the student has not 
yet started. The same approach will apply with respect to calculating unused non-tuition fees.   
 

22. Each impacted student will be required to confirm his or her choice in writing. 
 

23. Where any student elects to take a refund, UEC Accounts team will ensure the refund is paid 
to the student within 14 days of the default date.  
 

24. Payment will be made to the same account from which the original payment was received 
unless the student has made a written request for the payment to be made to an alternate 
account and that alternate account presents an appropriate and legitimate avenue for 
payment. 
 

25. UEC Accounts team, after issuing the refund, will communicate all details of the student, the 
account, and the amount paid to UEC Registrar who will record the details in the students file 
and communicate them, within 7 days of the default date, to the ESOS Agency (ASQA), to the 
TPS Director, and via PRISMS as appropriate.  
 

26. Where any student elects to shift to an appropriate alternative course, the UEC Registrar will 
process the course change and will provide the student with written confirmation of the 
change. 
 

27. The UEC Registrar will record the details in the students file and communicate them, within 7 
days of the default date, to the ESOS Agency (ASQA), to the TPS Director, and via PRISMS as 
appropriate. 

 
 

Procedure Details – Student Default  

28. Students are considered to have ‘defaulted’ when: 
a. they communicate that they wish to cancel or otherwise withdraw from a course 
b. they breach the conditions of their visa, such as the minimum attendance 

requirement or course progress requirement 
c. they fail to make a payment to UEC when it is due 
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d. they are expelled by UEC for breach of the student Code of Conduct 
e. they fail to start or finish an enrolment for any reason other visa rejection or provider 

default. 
 

29. Where a student has defaulted on their course and they wish to receive a refund of any fees 
paid, they must make the request in writing. This request will be forwarded to the UEC 
Registrar. 
 

30. The UEC Registrar or delegate managing the case will review the request and determine the 
refund due according to whether the student submits the written request:  

a. more than 28 working days before the course start date*: the refund will be all tuition 
fees less any enrolment fees, additional fees, course deposit and accommodation 
booking fees. A $250 Cancelation Fee applies. 

b. 28 working days or less, but more than 14 working days before the course start date*: 
the refund will be 80% of tuition fees less any enrolment fees, additional fees, course 
deposit and accommodation booking fees. A $250 Cancelation Fee applies. 

c. 14 working days or less before the original course start date*: the refund will be 50% 
of tuition fees less any enrolment fees, additional fees, course deposit and 
accommodation booking fees. A $250 Cancelation Fee applies. 

d. there will be no refund of course fees where the cancelation is made after the course 
start date*.  

 
*Note that where a student defers their course start date and later cancels the enrolment, the course 

start date will be taken to be the original start date agreed to in the student’s signed Letter of Offer & 

Written Agreement. 

 
31. After calculating the amount due, the Registrar and/or Accounts team will confirm this with 

the General Manager, before communicating this to the student, the student’s representative 
agent, and the relevant marketing staff before forwarding the details to UEC Accounts team 
who will ensure that payment is made within 4 weeks of the date of the initial receipt of the 
request.   
 

32. If the student wishes to contest the amount to be refunded, they should address the matter 
informally in the first instance by contacting Student Services. Where the matter is not 
resolved to their satisfaction they are to be directed to the Complaints and Appeals policy and 
procedure and supported with the process involved. 
 

33. UEC Accounts team will ensure the refund is paid to the student via the same account from 
which the original payment was received unless the student has made a written request for 
the payment to be made to an alternate account and that alternate account presents an 
appropriate and legitimate avenue for payment. 
 

34. The UEC Accounts team, after issuing the refund, will communicate all details of the student, 
the account, and the amount paid to UEC Registrar who will record the details in the students 
file. 
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In Compliance With 

The various elements of this document have been developed to comply with the requirements under 
the ESOS framework, including, but not necessarily limited to: 
 

ESOS Act: Section 19 and Section 47 

National Code 2018: Standard 2 and Standard 3 
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