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POLICIES AND PROCEDURES

TRANSFER / DEFERMENT / WITHDRAWAL PoLicy

The maximum processing time from students request of any deferment/withdrawal to
notifying students of the outcome in writing should not exceed 4 weeks.

The School will base the student requests on the following definitions:
e Course Transfer: Student changes the course but remains as a student of the PEL
e Course Withdrawal: Student discontinues all courses with the PEI.
o Deferment: Student delays or postpones the course (or modules).

Conditions for granting Course Transfer:
e All outstanding fees must be settled prior to approval of request.

e Student must fulfil the admission criteria of the new course and will be subjected to
the School’s student selection and admission procedures.

Conditions for Granting Course Deferment:

e Students can apply for deferment only twice (up to 2 times per course).

e Deferment is subjected to the availability of courses and modules offered. The
School reserves the right to offer similar courses and modules in replacement of
discontinued courses or modules.

e Students are to note that maximum duration allowed to complete a course should
not be more than TWICE the normal registered course duration. For example, if a
course is registered as 1-year duration, the maximum time allowed to complete the
course successfully is 2 years.

e Requests for extension can be considered on a case-by-case basis.

e Students are to note that they will need to apply for a new student pass when re-
joining the School and this is subjected to ICA’s approval.

Conditions for Granting Course Withdrawal:

e All outstanding fees must be settled prior to approval of request.

e 30-days’ notice period.

e |CA will be informed through the cancellation of the Student’s Pass. Student’s Pass
Holder is required to submit his/her Student’s Pass to the School for cancellation
of the Student’s Pass with ICA.

e A student who withdraws will have their contract terminated.

TRANSFER / DEFERMENT / WITHDRAWAL PROCEDURE

1. For any requests on Transfer, Deferment, and Withdrawal, students are to fill in the
Course Transfer Form, Course Deferment Form and Course Withdrawal Request Form
and submit them to the Admin Department. For eligible refund cases, the ‘Refund’
Section of the Refund Request Form will be completed as well.

2. Students should state the reasons for the request.



3. Upon receipt of the Course Transfer Form, Course Deferment Form and Course
Withdrawal Request Form, the Admin Department is to contact the parents/guardians
of student to find out further the intention of the request. This is to be done within 2
working days of upon receipt of the Course Transfer Form, Course Deferment Form and
Course Withdrawal Request Form (based on the date of application).

4. For any refund cases, the Admin / Finance Department would need to explain and
document down in the Refund Request Form on how the refund amount is being
computed.

5. Admin Department would also need to inform External Academic Partners and seek
permission for deferment of studies for students that are enrolled in courses with
External Academic Partners. (If applicable)

6. Management Team would need to approve (Course Transfer, Course Deferment and
Withdrawal) all requests in the Course Transfer, Course Deferment Form and Course
Withdrawal Request Form.

7. For students below the age of 18 Years 0ld, a written consent would need to be gotten
from the parent / legal guardian. Evidence of consent can either be signing off on the
Course Transfer Form, Course Deferment Form and Course Withdrawal Request Form
or any emails / letters that will need to be attached to the Course Transfer Form, Course
Deferment Form and Course Withdrawal Request Form.

8. Upon Management Team approval, Admin Department would need to notify students
in writing of the outcome via the following documents:-
e Letter to Effect Course Transfer
e Letter to Effect Course Deferment
e Letter to Effect Course Withdrawal

9. Admin Department would need to take note of the maximum processing time, including
informing students of the final outcome, as follows:-
e Refunds, including payment made to students: within 7 working days.
e Transfer, Withdrawals and Deferment: within 4 weeks.

10.Admin Department would also need to make the following updates as and when
necessary:-
e Cancellation of student pass (within 7 working days).
e Update / application of student pass (within 7 working days).
e Updating of FPS Service Provider based on new information
e Processing of Refunds (if applicable)
LATE PAYMENT PoLicy

e The School will ensure that all students that have applied for the course understand
the School’s Late Payment Policy and acknowledge this by signing on the Student
Contract.



e As per the Student Contact (with reference to Section 1 Course Information and
Fees), the School will consider payments made 7 days after the scheduled due
date(s) included in Schedule B in the Student Contract as late payments

e Students who pay after the scheduled due dates may have a late payment fee of
$109 (GST inclusive) imposed on them. Students are required to pay this extra fee
in addition to their current payment.

e Students that do not comply with this policy will be considered for withdrawal from
the course.

e The School reserves the final discretion to impose the late payment fee.

REFUND PoLicy

The School shall ensure a fair and reasonable refund policy is detailed for all
students.

The maximum processing time from refund request to the issuance of the qualified
refund amount should not exceed 7 working days and the Finance/ Admin Department
would need to inform students/parents/guardians on how the refund is being
computed.

As the Student Contract can differ based on which periods that they are signed, and
that each Student Contract is a legally binding document, reference should be made
to each Student Contract that is signed with the School with regards to the refund
terms and conditions.

School Refund Policy as per clauses in the Standard Student Contract:-
3. TERMINATION AND REFUND POLICY

31 The PEI will notify the Student in writing within three (3) working days after
' becoming aware of any of the following (each a “Refund Event”):

a. It cannot commence the provision of the Course on the Course
Commencement Date;

b. It cannot complete the provision of the Course by the Course
Completion Date;

c. The Course will be terminated before the Course Completion Date;

d. The Student does not meet the course entry or matriculation
requirements as stated in Schedule A; or

e. The Immigration & Checkpoints Authority of Singapore (the “ICA”)
rejects the Student’s application for the Student Pass.

39 Where any of the Refund Events in Clause 3.1(a) to (c) above has
' occurred:

a. The PEIl shall use reasonable efforts to make alternative study



arrangements for the Student and shall propose such alternative
study arrangements in writing to the Contracting Party, within ten (10)
working days of informing the Contracting Party of the Refund Event.

b. If the Contracting Party accepts such alternative study arrangements,
the PEI shall set forth such alternative study arrangements in a
written contract and this Contract shall automatically terminate on
the date that such new written contract comes into effect.

c. If the PEI does not propose alternative study arrangements to the
Contracting Party within the time stipulated in Clause 3.2(a) above, or
the Contracting Party does not accept such alternative study
arrangements, the Contracting Party may forthwith terminate this
Contract by way of a written notice to the PEI.

33 Where any of the Refund Events in Clauses 3.1(d) to (e) has occurred,
' the PEI shall forthwith terminate this Contract by way of a written notice
to the Contracting Party.

3.4 If the Contract is terminated pursuant to Clause 3.2(b) read with Clause
3.1(a), the PEI shall refund all Course Fees and Miscellaneous Fees paid
by the Contracting Party within seven (7) working days of the
termination.

35 If the Contract is terminated pursuant to Clause 3.2(b) read with either
Clause 3.1(b) or Clause 3.1(c), the PEI shall refund the Course Fees and
Miscellaneous Fees in proportion to the uncompleted portion or duration
of the Course, whichever is higher, to the Contracting Party within seven
(7) working days of the termination.

36 If the Contract is terminated pursuant to Clause 3.3 or Clause 3.2(c) read
with Clause 3.1(a), the PEI shall refund all Course Fees and
Miscellaneous Fees paid by the Contracting Party within seven (7)
working days of the termination.

3.7 If the Contract is terminated pursuant to Clause 3.2(c) read with either
Clause 3.1(b) or Clause 3.1(c), the PEI shall refund the Course Fees and
Miscellaneous Fees in proportion to the uncompleted portion or duration
of the Course, whichever is higher, to the Contracting Party within seven
(7) working days of the termination.

3.8 Refund for Withdrawal During the Cooling-Off Period:

Notwithstanding anything herein contained, the Contracting Party shall be
entitled to, without any liability whatsoever to the PEI, forthwith terminate
the Contract at any time within the Cooling-Off Period by way of a written
notice to the PEI. The PEI shall return all Course Fees and Miscellaneous
Fees paid to it within seven (7) working days of the receipt of the written



notice.

Refund for Withdrawal Outside the Cooling-Off Period:

Without prejudice to Clauses 3.1 to 3.8 above, the Contracting Party may
terminate the Contract at any time before the Course Completion Date by
providing a written notice to the PEI. Upon receipt of such notice, the PEI
shall within seven (7) working days, refund to the Contracting Party such
amount (if any) as determined in accordance with Schedule D.

3.9

Refund Table:

% of [the amount of

Course Fees and If the Contracting Party’s written notice of
Miscellaneous Fees withdrawal is received:
paid under Schedules B
and C]
[50%) more than [20] working days before the

Course Commencement Date

[30%] before, but not more than [20] working days
before the Course Commencement Date

[20%] after, but not more than [5] working days after
the Course Commencement Date

[0%] more than [5] working days after the Course
Commencement Date

Non-Refundable Fees: -
e FPS Fee
e Fees are reflected in Schedule C of the Standard Student Contract.

REFUND PROCEDURE

1. For any requests on Refunds, students/parents/guardians are to fill in the Refund
Request Form and submit them to the Finance / Admin Department.
Students/Parents/Guardians should state the reasons for the request.



2. Finance / Admin Department would need to then contact the
student/parents/guardians to understand more on the rationale of request if
necessary. This would be part of the processing of student request and details would
need to be documented in the Refund Request Form.

3. For any refund cases, the Finance / Admin Department would need to explain and
document down in the Refund Request Form on how the refund amount is being
computed.

4. Management Team would need to approve or acknowledge all requests in the Refund
Request Form.

5. For students below the age of 18 Years 0ld, a written consent would need to be gotten
from the parent / legal guardian. Evidence of consent can either be signing off on the
Refund Request Form or any emails / letters that will need to be attached to the Refund
Request Form.

6. Upon management approval or acknowledgement, Finance / Admin Department would
need to contact the students/parents/guardians to collect the Refund Amount or check
their bank account and issue a Refund Settlement for acknowledgement.

7. Inthe event if a cheque is sent to the students/parents/guardians by mail, the School
will request for an acknowledgement email from them.

8. Where possible, the School will get acknowledgement of receipt of refund amount from
the students/parents/guardians. Should the School be unable to do so, clear records
of the transaction should be kept.

9. Finance / Admin Department would need to take note of the maximum processing time,
including informing students of the final outcome, as follows:-
e Refunds, including payments made to students within 7 working days.

DISPUTE RESOLUTION POLICY

Handling of Feedbacks and Complaints

e The School’s Dispute Resolution Policy and Procedures will cover all students’ official
complaints that it receives from any formal channels. These will be communicated to
students and aligned with the Private Education Regulations.

e All official complaints must be properly recorded and/or documented. Any
correspondence (including actions taken) between the School and the complainant
must be annexed as evidence. This is to ensure that any staff handling the case are
kept aware of the progress / outcomes.

e Admin Department is to respond to respective students within 3 to 7 working days of
receipt of any official complaints received. This is to ensure that students are aware
that the School is aware of the Complaint received and is in the process of handling it.



e All complaints must be resolved within 21 working days. If the deadline is not adhered
to, respective students must be notified and the reasons with regards to the delay must
be made known.

e In the event that the School and the student cannot come to an agreement, or the
student does not accept the final decision made by the Management Team, they will
be referred to Singapore Mediation Centre (SMC) or Singapore Institute of Arbitrators
(SIArb) for mediation.

DISPUTE RESOLUTION PROCEDURE

1. Students / Parents / Guardians are to approach the Admin Department to request for a
Feedback Form.

2. Fill in the Feedback Form and submit the Cognito Form to the Admin Department or by
email.

3. The Admin Department will acknowledge your feedback/complaint within 3 to 7
working days.

4. The Admin Department will review the complaint and discuss it with relevant parties on
issue raised. A formal investigation will be carried out if necessary.

5. The Admin Department will explain the proposed solution to you and you should
acknowledge the situation within 14 working days, regardless of whether you accept or
are satisfied with the proposed solution.

6. Should you not be satisfied with the resolution, the matter will be escalated to the
Management Team.

7. The decision of the Management Team is final.

8. Should the final resolution still be unsatisfactory, you will be referred to the Singapore
Mediation Centre (SMC) or Singapore Institute of Arbitrators (SIArb).

9. The entire process should not take more than 21 working days unless otherwise
specified.



