TRNO10 Quality Management Procedure for

IZZ:ans lM PACT

COMMUNITY SERVICES

1.

Purpose

1.1.

General

To ensure that all students are clearly informed of IMPACT Community Services’ refund policy and understand
the procedures required to access refunds where applicable.

To provide a refund process that complies with the Standards for Registered Training Organisations (RTOs)
2025 and the requirements of the State Government Skills Assure Agreement.

IMPACT Community Services will accept a maximum of $1,500 in student fees prior to course commencement.
After the course has commenced, any additional fees collected will not exceed $1,500 for any portion of the
course that is yet to be delivered.

1.2

Quality Objectives

To ensure that all refund requests within the Training Services area are assessed fairly, processed promptly,
and handled in accordance with established guidelines. This supports accountability, enhances client trust, and
reflects IMPACT Community Services’ commitment to professional and ethical service delivery.

Responsibilities

2.1.

Managing Director / General Manager

Managing Director / General Manager will approve any request for a student refund where the student has
requested a refund.

2.2,

Training Services Coordinator

Responsible to ensure this policy is provided to MARCOMMS website and kept up to date.

Responsible to ensure staff in the RTO understand the refund policy so they can provide accurate information
to students.

2.3.

MARCOMMS

Responsible to ensure this policy is available on our website.

24,

Trainers / Administration Staff

Training staff are responsible for advising all students of the organisations refund practice and procedures.

Administration staff are responsible to send this procedure via email to all students through our SMS prior to
them enrolling in SAS agreement courses.

Terms and Definitions

SAS: Skills Assure Supplier

NRT: Nationally Recognised Training
PQS Pre-qualified Supplier

RTO: Registered Training Organisation
usi Unique Student Identifier

VQF: VET Quality Framework

SMS: Student Management System

References

ASQA VET Quality Framework | Australian Skills Quality Authority (ASQA)
DTET Department of Trade, Employment, and Training updated 14/07/2025
Student Identifiers Act 2014  Student Identifiers Act 2014 (legislation.gov.au)

USI Regulation 2014 Student Identifiers Requlation 2014 (legislation.qgov.au)
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https://www.asqa.gov.au/about/asqa-overview/key-legislation/vet-quality-framework
https://www.bing.com/ck/a?!&&p=4b7b3081e64459ffJmltdHM9MTY3NTEyMzIwMCZpZ3VpZD0yYzc5NDEwYi01M2M4LTY0ZmQtMzRmZS01MWYyNTIwZDY1MjEmaW5zaWQ9NTE3Mw&ptn=3&hsh=3&fclid=2c79410b-53c8-64fd-34fe-51f2520d6521&psq=desbt&u=a1aHR0cHM6Ly9kZXNidC5xbGQuZ292LmF1Lw&ntb=1
https://www.legislation.gov.au/Details/C2021C00535
https://www.legislation.gov.au/Details/F2021C00286
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Standards for RTO’s National Vocational Education and Training Requlator (Outcome Standards for
Registered Training Organisations) Instrument 2025 - Federal Register of Legislation

Privacy Act 1988 (Cwth) Privacy Act 1988 (legislation.gov.au)

Information Privacy Act 2009 Information Privacy Act 2009 - Queensland Legislation - Queensland Government

Skills Assure Supplier (SAS) Agreement (held by Manager / Coordinator)

5. WHA&S / Risk Management / Environmental Requirements

IMPACT Community Services takes seriously its Duty of Care to all employees, volunteers, students and
clients, and takes all steps which are reasonably possible to ensure their health, safety and wellbeing.
IMPACT has concern for both the physical and mental health of our workers and clients and abides by all
relevant health & safety legislation.

IMPACT Management is committed to employee welfare; all activities as per this procedure are to be
conducted with due regard to staff workloads, comfort, health and safety.

If any staff member experiences any difficulties regarding their work environment, they are expected to
discuss the issues with either theirimmediate Supervisor/Manager or the Work Health and Safety Manager.

All staff are expected and required to maintain currency regarding updates and changes to IMPACT's
WH&S policies and procedures.

RISK MANAGEMENT

All staff are expected to be familiar with both POL002 Risk Management Policy, MGT008 Organisational
Risk Management and WHS007 Activity Risk Management Procedures. Any matters that are seen by
any staff to represent a risk to IMPACT’s operations must be brought to the attention of their immediate
Manager, who will then liaise with the Work Health and Safety Manager, so that appropriate preventative
and/or improvement measures can be put in place.

ENVIRONMENTAL STATEMENT
IMPACT management encourages staff to be environmentally responsible whenever possible. Staff are
required to be familiar with both the POL023 Environmental Policy and the MGT011 Environmental
Management Procedure and to follow, when possible environmentally sound practices such as:

v Double-sided printing (long documents and emails)

v Saving and storing files electronically

v Recycling paper (confidential or general shredding)

v" Recycling drink cans and bottles (to bins provided)

v" Fans, air conditioners, lights, etc., turned off when rooms unoccupied

SMOKING POLICY

All IMPACT buildings and grounds up to and including 5 metres outside of our boundary on public lands
(including R&C and business enterprises) are designated as Smoke Free zones. IMPACT staff are asked
to restrict their smoking activity to lunch breaks only and must remove themselves from the grounds of
IMPACT.

Smoking is not permitted inside IMPACT vehicles at any time. Please refer to POL006 Smoke-Free
Workplace Policy.

6. Procedure

6.1. Refund Practice

Students will be advised of the refund process as part of the pre-enrolment process, in accordance with
the Standards for Registered Training Organisations (RTOs) 2025 and the Skills Assure Supplier Agreement.

If a student withdraws from a course, a full, partial or proportionate refund may be applicable depending on
the circumstances. The following outlines general conditions under which a refund may be considered. For
individual cases, please contact IMPACT Community Services on (07) 4153 4233.

Refund Procedure:
IMPACT Community Services will provide a full refund if a training program is cancelled or discontinued.
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6.1.1.

6.1.2.

6.1.3.

6.1.4.

Refunds may also be granted in other circumstances, such as student withdrawal due to iliness, hardship, or
other valid reasons. These will be assessed on a case-by-case basis. The Managing Director / General
Manager of Training reserves the right to approve refunds where the reason for withdrawal is deemed
reasonable and supported by appropriate documentation.

In accordance with the Skills Assure Supplier Agreement, students who have paid co-contribution fees are
entitled to a full or proportionate refund if they withdraw from training before completion. The amount refunded
will reflect the portion of training not delivered at the time of withdrawal.

Course Withdrawal

Students must submit a refund request within 14 calendar days of their withdrawal date by completing
the TRN010.01 Request for Refund form and emailing it to training@impact.org.au.

Requests submitted after this period may still be considered in cases of iliness, hardship, or other exceptional
circumstances, subject to supporting documentation and approval by the Managing Director, General Manager
for Training.

The application will be reviewed, and the student will be advised of the outcome within 7 working days.

Withdrawal Prior to Commencement of Course

A non-refundable administration fee of up to $100 may be charged to full-fee paying students who are not
receiving government-subsidised training under the Career Start program.

Students participating in the Career Start program are entitled to a full refund of co-contribution fees if they
withdraw from training before commencing. No administration fees will be deducted from these refunds.

Withdrawal After Commencement of Course

If a student withdraws after the course has commenced:

e A pro-rata refund may be calculated based on the units not yet started.

e For government-subsidised training, co-contribution fees will be refunded proportionately for any units
partially delivered, in accordance with the Skills Assure Supplier Agreement

Refunds will be assessed fairly and consistently, with consideration of the training delivered and support
provided.

Withdrawal Due to lliness or Hardship

In cases of illness or extreme hardship, students may be eligible for a partial refund. To apply:

e Submit a written request with supporting documentation (e.g. medical certificate, statutory declaration).
e Each case will be assessed individually, and refunds may be granted at the discretion of the Managing
Director or General Manager Disability, Employment & Training.

6.2.

Cancellation of Course by IMPACT Community Services

If a course is cancelled by IMPACT Community Services:

e Students will receive a full refund of unused fees.
o A Statement of Attainment will be issued for any completed units.
e The cost of issuing the statement may be deducted from the refund, if applicable.

6.3. Refund Calculation
Prior to course commencing After course has commenced
Fee-for- : .
Service Refund of fees less $100 admin fee Refunds for fee-paying students are based on the
Students > 14 days before timing of cancellation:
Cancellation course start 100% Withdrawal after
refund course No refund (unless due
to iliness/hardship)
commencement
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13—7 days before Course cancelled by Pro-rata refund based
Cancellation course start 75% IMPACT after on units not
refund commencement commenced
. 6—1 days before course - .
Cancellation A non-refundable administration fee of up to $100
start 50% refund e
may apply to certificate-level courses.
Co- Refund of full fees Refund of co-contribution fee paid for units not
contribution commenced and proportionate refund if unit
commenced but not completed
30% of fee refunded (attended more than one day
or attempted assessment)
50% of fee refunded (attended one day)
6.4. Refund Process

a) Students requesting a refund must complete the TRN010.01 Request for Refund form.

b) The form is submitted to training@impact.org.au to the Training Services Manager / Coordinator for
assessment then forwarded to the Managing Director or General Manager Disability Employment & Training
for approval.

c) Once approved, the TRN010.01 Request for Refund is sent to Finance.

d) Refunds will be returned as they were received, and recipients must sign a receipt confirming payment
method and details.

e) Refunds will be processed to the original payer of the course fees. If the student did not personally pay the

fees (e.g. employer, parent, or third-party sponsor), the refund will be issued to that party unless otherwise
authorised in writing. Payment will be made within 10 business days.

6.5. Access to the Refund Information
All students will be provided access to IMPACT’s refund policy and procedures prior to enrolment and before
any fees are paid, in compliance with the Standards for RTOs 2025 Clause 5.3 and the Skills Assure Supplier
Agreement
7. Records
Records that verify this procedure has been followed correctly must be legible and accurate, readily
identifiable, and retrievable.
For general practices and procedures regarding Record Management at IMPACT, refer to MGT003 Record
Control & Management.
8. Continuous Improvement and Evaluation
All programs and sections must adhere to a process of continuous improvement. Periodic evaluations must
also be undertaken in accordance with the MGT013 Evaluation.
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The management of IMPACT Community Services is committed to a process of Continuous Improvement
for all of its programs and activities in accordance with the ISO 9001:2015 Quality Management
Systems.

EVALUATION AND IMPROVEMENT

As part of monthly meetings within each program, service or enterprise, staff have opportunities to
evaluate processes, identify areas requiring attention and offer suggestions for improvement.

On an annual basis, staff contribute to the process of Continual Improvement via the completion of a
QMS002.03 QMS Staff Survey. This form is distributed at the time of the Internal Audit of each
program/enterprise (refer to QMS002 Internal Audits and Management Reviews). Contribution from
these Surveys are reported to the Executive Leadership Team in the Quarterly QMS reports.

An important part of the Continual Improvement process is obtaining feedback on performance from a
range of stakeholders throughout the year including; staff, clients, volunteers, parents and carers, the
community services sector and the business sector. MGT013 Evaluation Procedure details the process,
collection and collation of evaluations and data across the organisation.

REGISTER

After identification and implementation of improvements to their programs or enterprises, Managers are to
record the enhancement on the Organisational Continuous Improvement Register, located on the
QMS Menu. Trends or exceptional entries are discussed at monthly Managers’ meetings.
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