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1. Purpose 

OC recognises that there are times where a student does not wish to continue with their 
studies. The purpose of this policy is to set out how a student may cancel their enrolment 
with OC, and the circumstances on which a refund may be provided to the student. 

It has been developed in conjunction with legal advice to ensure that the approach set out 
in this policy complies with the Australian Consumer Law. 

2. Scope 

This policy applies to any application made by a student for cancellation of their course 
and refund of course fees where the student is enrolled in an accredited qualification with 
OC. 

It does not apply to any unaccredited or short courses that OC may offer or resell via its 
website. The cancellation and refund terms for these courses are set out in the applicable 
terms and conditions for those courses. 

3. Policy 

3.1 Right of cancellation 
A student can cancel their enrolment with OC at any time and request a refund, by 
providing OC with their cancellation request in writing (cancellation request). However, 
dependent on when in the duration of their enrolment the student makes the cancellation 
request, the student will still be liable to OC for some or all of the course fee, as outlined 
below. 

These rights of cancellation are also set out in the Student Agreement, as signed by the 
student upon enrolment. 

A student’s rights to cancel their enrolment (including the right to a refund) is always 
subject to their rights under the Australian Consumer Law. 

3.2 Cancellation requests 
All cancellation requests must be in writing. 
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This can be done by: 

(a) completing the Course Cancellation Request Form; or 

(b) by emailing OC on cancellations@opencolleges.edu.au, using the subject line 
'Cancellation Request.' 

3.3 Cancellation in Cooling Off Period 
The cooling off period is 7 calendar days, which starts on the date when the following 
enrolment conditions are all met: 

(a) the student has signed the Student Agreement; 

(b) the student has paid their deposit (as a minimum); and 

(c) OC has sent the student’s OpenSpace log in details. 

If a student submits a cancellation request during the cooling off period, then OC will 
refund any course fees the student has paid, less the applicable administrative fee, as set 
out in the Schedule of Administration Fees (DC1.3), which is located on OC’s website under 
‘Key Student Information.’ 

3.4 Cancellation under Exit Gates 
This section only applies to students who enrolled after 25 March 2020, or where the 
Student Agreement contains ‘exit gates’ in clause 28. For all other students, refer to section 
3.5 below. 

(a) After the cooling off period, a student’s liability for their course fees (or a portion of 
them) upon cancellation is determined by timing i.e. how much time has elapsed 
since enrolment, as a portion of the original course duration (exit gates). The 
original course duration is the course length specified in the course guide and does 
not include any extensions to the original course duration. 

(b) The pre-defined exit gates are as follows, along with the student’s fee liability on 
cancellation: 
 

 

(c) The liability for the course fee (and any administrative fee) applies regardless of 
whether the student has paid in full or is paying by instalments: 

Exit Gate % of fees payable 

Day 8 – 25% of original course duration 40% 

Between 25% to 50% of original course duration 70% 

More than 50% of original course duration 100% 
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(i) where the student has paid an amount in excess of the fee liability for the 
applicable exit gate, they will be entitled for a refund for the difference; or 

(ii) where the student has paid an amount less than the fee liability for the 
applicable exit gate, the student is liable to pay OC the difference. 

(d) Upon receipt of a cancellation request, OC will inform the student of the applicable 
exit gate, and the corresponding fee liability or refund. 

(e) Where the student will owe OC for remaining fee liability, this must be paid within 14 
days of the date of cancellation, unless agreed otherwise with the student. 

3.5 Cancellation for enrolments prior to 25 March 2020 
This section applies to students enrolled prior to 25 March 2020, or where the Student 
Agreement does not contain ‘exit gates’ in clause 28. 

(a) If a student wishes to cancel their enrolment after the Cooling Off Period, the 
student is liable for the full course fees regardless of the timing of the cancellation 
request. 

(b) Upon receipt of a cancellation request, OC will inform the student of their remaining 
fee liability (if the course fees were not paid in full up front). 

(c) Where the student will owe OC for remaining fee liability, this must be paid within 14 
days of the date of cancellation, unless agreed otherwise with the student. 

3.6 Cancellation under Special Consideration grounds 
OC acknowledges that our students can experience a permanent change in their 
circumstances and may face a prolonged period of difficulty and have formal policies, 
specific guidelines and support services to do this to assist students during times of 
difficulty. 

If a student is seeking to cancel their enrolment due to material hardship, an application 
can be made under the Special Consideration Policy (PO5.3). A copy of this policy is 
located on OC’s website under ‘Key Student Information.’ 

3.7 Exclusions from refund amount 
The following will be excluded from any refund of course fees provided to the student: 

(a) any fees payable for an application for Recognition of Prior Learning; and 

(b) any amounts paid by OC on a student’s behalf to a third party, and which are not 
able to be recovered e.g. work placement fee 

3.8 Processing of refunds 
Due to merchant banking regulations, refunds will be issued only to the original card or 
account used to make payments. If more than one account or card has been used to 
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make payments, OC may (at its discretion) process the refunds proportionate to the 
amount paid by each account or card. If the original card or account is no longer active, 
the student will be required to: 

(a) provide proof from the financial institution that the card or account is no longer 
active; and 

(b) provide new card or account details, including evidence that the account is in the 
student’s name. 

OC is unable to process a refund to an account in a different name. 

Where the original payment was over 12 months ago, refunds will be processed by way of 
EFT to an account verified to be in the student’s name. 

3.9 Timeframe for refunds 
Refunds will be processed within 15 business days of OC’s approval, which will only occur 
after receipt of all required documentation from the student. 

3.10 In the event of RTO closure 
In the event that OC ceases to operate as an RTO, OC will: 

(a) notify students and, where possible, assist them to enable them to complete their 
course through another RTO, including providing all relevant details of completed 
study; and 

(b) issue eligible students with a Statement of Attainment, for any completed units of 
competency, or a Certificate where the student has met all the requirements for the 
course. 

Any eligibility for a refund will be determined considering factors such as units of 
competency completed, and remaining time left on original course duration. 

3.11 Cancellation & refunds under the Australian Consumer Law 
The conditions relating to cancellation and refunds outlined in this policy do not override or 
exclude any of a student’s rights and remedies under applicable consumer protection 
legislation, including the Australian Consumer Law, which may include a student’s right to a 
refund in certain circumstances. 

Additional information about the guarantees relating to OC’s services are set out in 
clauses 29-31 of the Student Agreement. 

 

4. Related Documents 

• FR5.1 Course Cancellation Request form 
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• DC1.3 Schedule of Administrative Fees 

• PO5.3 Special Consideration Policy  

 

5. Related Legislation 

• Standards for Registered Training Organisations (RTOs) 2015 

• National Vocational Education and Training Regulator Act 2011 (Cth) 

• Competition and Consumer Act 2010 (Cth) 

 

 

 

 

 

 

 

 

 

 

 

 

 

Policy Category Cancellations, Complaints, & Special Considerations 

Review Date 1/05/2024 

Version Control Changes 

Version Authored By Approved By 
Description  
of Changes 

Date  
Approved 

Effective 
 Date 

1.0 
Head of Legal & 

Compliance 
Chief Financial 

Officer 
Revised Policy 23/04/2021 01/05/2021 

2.0 
Head of Legal & 

Compliance 

Chief Financial 
Officer 

Added in new section 3.11 
and other minor edits for 

clarity. No changes to 
substance of policy 

made. 

02/11/2022 03/11/2022 


	PO5.1 Cancellation & Refund Policy
	Effective Date: 3 November 2022
	Policy Owner: Chief Financial Officer
	Applies to: All Online Delivery RTOs
	1. Purpose
	2. Scope
	3. Policy
	3.1 Right of cancellation
	3.2 Cancellation requests
	3.3 Cancellation in Cooling Off Period
	3.4 Cancellation under Exit Gates
	3.5 Cancellation for enrolments prior to 25 March 2020
	3.6 Cancellation under Special Consideration grounds
	3.7 Exclusions from refund amount
	3.8 Processing of refunds
	3.9 Timeframe for refunds
	3.10 In the event of RTO closure
	3.11 Cancellation & refunds under the Australian Consumer Law

	4. Related Documents
	5. Related Legislation

