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PO5.3 Special Considerations Policy 
Effective Date: 5 May 2021 
Policy Owner: Chief Financial Officer 
Applies to: All Online Delivery RTOs 

1. Purpose
OC acknowledges that our students can experience a permanent change in their circumstances and may face a 
prolonged period of difficulty. 
If a student is experiencing circumstances out of their control e.g. serious illness, or personal trauma or 
hardship which is ongoing in nature and which will prevent a student from completing their course within the 
original course duration or meeting their existing financial obligations in the future, then OC may have means 
to help the student overcome a wide variety of personal, financial and medical difficulties. 
The purpose of this policy is to detail the criteria for special circumstances applications, the type of 
information and materials that might be required to support an application and the process that will apply to 
any such application. 
This policy also does not limit any rights or remedies a student may have under the Australian Consumer Law. 

2. Scope
This policy applies to students enrolled in any Nationally Recognised Training course delivered by OC.  It does 
not apply to any short courses that OC sells. 

3. Policy

3.1. Grounds for Special Consideration 
The grounds for Special Consideration are exceptional circumstances out of a student’s control e.g. serious 
illness, or personal trauma or hardship (as detailed below).  These circumstances need to be ongoing in nature 
and will prevent a student from completing their course within the original course duration or meeting their 
existing financial obligations in the future. 
NOTE: It is the student’s obligation to contact OC as soon as the student becomes aware of any circumstances 
that will impact on their ability to complete their studies.  An application for Special Consideration cannot be 
made after the expiry of an enrolment. 

a) Serious illness
A serious illness is either an unexpected illness of a serious nature or resulting from an accident that has
a serious impact on a student’s health. A serious illness also includes the recurrence of a chronic illness
that a student suffers from or one that has deteriorated to the extent that the student is unable to
complete their studies.
If the illness, medical condition or disability was pre-existing prior to enrolment then this will not qualify
as grounds for Special Consideration unless the student notified OC of this at the time of enrolment
and the illness, condition or disability has been made worse by an unexpected change.
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b) Personal trauma or hardship 
Personal trauma or hardship are circumstances which will likely prevent a student from continuing their 
studies, like: 

i. the death of a close family member; 
ii. the serious illness of a close family member where the student has primary caregiving 

responsibilities; 
iii. serious disruption to domestic arrangements; 
iv. sudden and severe change in financial circumstances; 
v. being a victim of a natural disaster; or 
vi. being a victim of crime. 

c) What is not considered grounds for Special Consideration 
An application for Special Consideration is a process intended for serious matters only.  OC is unable to 
grant special consideration for the following circumstances: 

i. employment changes e.g. changing job or work hours, resignation or other employee-initiated 
termination of employment; 

ii. change of mind about the course or studying, finding the course more difficult, time consuming 
or stressful than expected; 

iii. relocation/ moving, including interstate or internationally;  
iv. social/ leisure or personal commitments; 
v. planned holidays or extended periods of travel; or 
vi. the impact due to changes to a course, either by OC or from training package updates are not 

covered by Special Consideration but are dealt with under OC’s Course Change and 
Discontinuance Policy, located on our website under ‘Key Student Information’ for more details. 

3.2. Making a Special Consideration Application 
a) OC encourages students to first contact Student Support to discuss their circumstances, and to do this 

especially before they fall behind or cease any payment obligations they have.  Student Support can 
discuss the Special Consideration process with the student and provide the required forms. 

b) To apply for Special Consideration, the Special Consideration Application Form must be completed 
and submitted with appropriate supporting information and documents.  The annexure to this policy 
sets out the details on what type of information or documents are required.  In addition to the specific 
supporting information and documents in the annexure, OC may also ask a student to provide a 
statutory declaration. 

c) Completed applications and supporting information and documents should be sent to 
specialconsideration@opencolleges.edu.au.  An acknowledgment email with a case number for 
reference will be sent to confirm receipt of the application.   

d) Special Consideration is an evidence-based process, and it is the student’s responsibility to furnish 
sufficient evidence to support their application when it is submitted.  OC will make its decision on a 
student’s application solely based on the information provided to OC. 

e) Any application that is incomplete or is missing supporting information and documents, or if a student 
declines to provide any information or documents requested by OC, will be unable to be assessed.  
The student will be notified if this occurs. 

f) In applying for Special Consideration, the student is warranting that the information and documents 
they provide are accurate, complete and not misleading in any way, and any information that may 
impact the application has not been omitted. 
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3.3. Potential outcomes of an application
Dependent on the circumstances, OC may grant (at its sole discretion) one of the following as an outcome to 
the Special Consideration application: 

a) extension of the course duration by a maximum of 3 months, and may waive the extension fee
ordinarily payable

b) defer the student’s studies for a maximum of 3 months
c) provide the student additional support
d) agree an alternative payment plan (where the student is paying by instalments) for a fixed period of

time
e) defer the student’s payments (where the student is paying by instalment) for a fixed period of time.

In exceptional circumstances, OC (at its sole discretion) may also provide an outcome of cancelling the 
student’s enrolment and taking into account the portion of the course that the student has completed, time 
since enrolment and the costs incurred by OC in providing the learning materials, and: 

a) where the student is paying by instalment, releasing the student (in part or full) from the payment of
future instalments of the course fees; or

b) where the student paid in full upfront, providing a pro-rata refund of the course fees paid.
For the avoidance of doubt, a refund of course fees paid will not be provided as an outcome to a Special 
Consideration application on the grounds of financial hardship, as the Special Consideration process relates to 
future financial obligations to OC only. 

3.4. Timeframes
OC will endeavour to provide an outcome within 20 business days, from the date that OC has received the 
completed application, along with all necessary information and documents. 

3.5. Instalment payments while Application for Special Consideration is being reviewed
Unless the Special Consideration application is on the grounds of financial hardship, the student must 
continue to meet all of their ongoing financial obligations to prevent their account going into arrears.  If the 
student’s account is within the debt collection process, OC will temporarily cease collection activity while the 
application is being considered. There may sometimes be a slight delay in such hold, which may result in the 
student still being contacted. 

3.6. Instalment payments at the end of a Special Circumstance arrangement 
If the outcome of a Special Consideration application included changes to the payment instalments (amount 
or frequency), the student must recommence their original financial obligations on the arranged date.  A 
failure to do so may impact the student’s ability to continue or complete their studies. 

3.7. Review of outcome 
If a student considers that OC has not acted in accordance with this policy, then OC has a formal complaint 
process available to students.  The complaint process is concerned with the proper application of this policy 
and will not involve a re-review of the application submitted.   More information about how to make a 
complaint is set out in OC’s Complaint & Complaint Appeal Policy, which is located on OC’s website under 
‘Key Student Information.’ 
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4. Related documents
 FR5.3 Special Consideration Application Form
 PO5.1 Cancellation & Refund Policy
 PO5.2 Complaint & Complaint Appeal Policy

5. Related Legislation
 Standards for RTOs 2015
 National Vocational Education and Training Regulator Act 2011 (Cth)
 Competition and Consumer Act 2010 (Cth)

Version control 
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 05/05/2021 
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ANNEXURE 

REQUIRED SUPPORTING INFORMATION OR DOCUMENTS 

 

MEDICAL GROUNDS PERSONAL TRAUMA OR HARDSHIP GROUNDS 

Supporting evidence required 

For applications on medical grounds, all students 
will be required to provide a letter or report (on 
letterhead) from the student’s registered treating 
medical or health practitioner, or medical 
specialist.  

This letter or report must: 

• state that the illness is a serious illness, include 
basic details of the serious illness 

• state the prognosis for recovery 
• specify the date on which the illness took effect 
• state that, in their opinion, the serious illness is 

such that it will prevent the student from 
completing the course within the course 
duration and that other means, such as 
allowing the student an extension of time or 
deferral, cannot overcome this 

• be dated within 30 days of the date of the 
application 

• state that the author is aware that the report is 
being submitted to OC as part of an application 
for Special Consideration 

Other additional information may include any 
insurance claim information including total and 
permanent disability or workers compensation. 

Evidence that is not accepted 

A medical certificate cannot be accepted as 
evidence of a serious illness. 

Supporting evidence required 

For applications on grounds of personal trauma or 
hardship, the type of information and documents 
required will depend on the circumstances, but 
typically (but not limited to) includes: 

• death certificate 
• report as set out for a medical condition, when that 

medical condition relates to the student’s close 
family member for whom the student has 
caregiving responsibility 

• application for separation or divorce, or copies of 
other legal proceedings 

• details and impact of any natural disaster 
• a statement from a doctor, counsellor or 

independent member of the community e.g. JP or 
Minister of Religion stating the change in personal 
circumstances, the date it occurred, how the 
circumstances affect the student’s ability to study 
and how long the student is expected to be 
impacted by the issue; 

• copies of police reports or court documents 
• for financial hardship, recent payslips, current and 

recent bank statements, default notices, overdue 
essential utilities or Centrelink statement. 

Appropriate documents must include the student’s full 
name, date of birth and be dated on or around the 
time of the application. 

 

 

 

 

 

 

 


