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REFUNDS AND COMPENSATION POLICY GUIDANCE 

Introduction 

This document applies to all college students, irrespective of the funding arrangements for their 
further or higher education programme, including: 

• Students in receipt of a tuition fee loan from the Student Loans Company. 
 

• Students who pay their own tuition fees. 
 

• Students whose tuition fees are paid by an employer or another sponsor. 

 

Refunds 

Refunds will be made where it is necessary to close a class due to insufficient numbers or where the 
attendance of learners is made impossible or inappropriate by some action of the college. Should 
this action prove necessary, the refund will be processed as part of standard procedures, there 
should be no need to contact the college to request this.  

In the event of a course closure, refunds will not be paid to those learners who have: 

• Voluntarily left the course. 
 

• Not attended for a period of four weeks prior to closure without previously agreeing a 
period of planned absence with their course tutor. 

The college will honour requests for a refund made in writing within 14 days of enrolment, where a 
student or their sponsor changes their mind and they withdraw from their programme of study, with 
the exclusion of short courses of less than one month. These requests should be made to the 
Finance Manager at finance@cardinalnewman.ac.uk. Fees will not be refunded where course 
closure is temporary or due to circumstances beyond our control, including but not exclusive to fire, 
flood or other force majeure, adverse weather conditions, failure of public utilities or transport 
systems/networks, restrictions imposed by the government, terrorist attack or threat of, epidemic or 
pandemic disease, temporary staff absences or changes including those due to industrial action. 

Refund requests of a personal nature should be addressed to the Finance Manager at 
finance@cardinalnewman.ac.uk giving full explanation as to why the learner believes a refund 
should be considered. Whilst it is unlikely that the college will be able to accommodate these after 
the 14 day enrolment period, a credit note may be issued in exceptional circumstances as a goodwill 
gesture. The credit note will be restricted to the named student/ employer, has a time limit of 
twelve months for redemption and does not have a cash equivalent. 

Where a refund or credit note is agreed, an administration fee may be charged.  This does not apply 
to course closures. 
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If a refund is agreed through either course closure, within the 14 day enrolment period, or as a result 
of an investigation through the Complaints and Compliments Policy and Procedures, the following 
refund process will apply: 

• Where the original payment method was by cheque, refunds will be by cheque. 
 

• Where the original method was by cash, refunds will be made by cheque (the college does 
not hold large cash sums and adheres to the money laundering regulations covering the 
handling of cash. 

• Where the original payment was by credit/debit card, a refund will be made back to the 
same credit/debit card, unless the card has expired and we are unable to contact the payer 
for a new expiry date, in which case the refund will be by cheque. 
 

• Where the original payment was made directly into the bank, a refund will be returned to 
the account from which the original payment was received. 
 

• Where the original payment was received from the Student Loan Company, refunds will be 
made to the Student Loan Company.  The Student Loan Company will reclaim fees as a result 
of the college completing a change of fee notification.  The Student Loan Company will then 
be responsible for amending the student’s repayments to reflect the reduced loan amount. 
 

• Where fees were invoiced to and payment received from an Employer/Sponsor, refunds will 
be returned to the Employer/Sponsor by the same payment method. 

Compensation 

Where it is necessary as a result of action by the college (such as course closure) for students to 
transfer to an alternative provider or there is a change in the location of the course (which was not 
notified to the student prior to the commencement of the academic year) the college will consider 
appropriate compensation for additional travel or other costs directly attributable to the non-
preservation of continuation of study. 

The college’s priority will always be to ensure that students receive the education experience 
outlined in college course information (whether on-line or in hard copy format) and their learning 
agreement. Where as a result of an investigation through the complaints process it is concluded that 
this has not been the case appropriate financial or other compensation may be offered. 

Key questions to consider in these circumstances include:  

• Have specific undertakings been given to the students by the provider for the way in 
which the course is delivered?  
 

• Has there been a failure to deliver against material information agreed with the students 
at the point of acceptance of the offer?   
 

• Has a period of prolonged disruption jeopardised the ability of a provider to offer guided 
learning in a manner than ensures students have a fair and reasonable opportunity to 
develop appropriate levels of understanding required for the programme?  
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• Has there been a demonstrable loss to the student? In particular, has the student been 
able to achieve the learning outcomes for their course?  
 

• Has the student met their own responsibility to minimise losses?  
 

• Has the college followed its own processes in delivering the programme? For example, 
quality assurance processes and communications to students.   
 

• Has the student been affected in relation to:  
o final degree award  
o accreditation award  
o ability to take up a job offer  
 

• Consideration of any alternative arrangements or adjustments that were implemented 
for students to mitigate against any loss.   
o Did the student take up what was offered?   
o Were they still disadvantaged despite alternative arrangements?  

 
• If a complaint is made due to disruption to a student’s learning experience which is 

beyond the student’s control, for example disruption to the course due to industrial 
action, how have you communicated with students throughout the process? Have 
communications been clear and consistent so that students were aware of any changes 
and how it might affect them?  
 

• Is compensation or a refund the most appropriate way to deal with the complaint. For 
example:  
o Would an apology from the institution be an appropriate response?   
o Would a ‘goodwill payment’ be an appropriate response?   
 

• Is a refund or compensation the most appropriate way to address any material failure to 
deliver the appropriate learning opportunities? This should consider:  
o the basis for a claim – such as loss of teaching time or material impact on learning 

outcomes and future prospects  
o consider the fact that in the case of a reduction to a student’s tuition fee which is 

covered via a loan from the Student Loans Company (SLC), the institution will need 
to complete a Change of Fee Notification with the SLC. The student’s loan 
repayments will then be altered to reflect the reduced amount 


