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Frequently Asked Questions

Student Residence
Are permanent residents of New Zealand classed as “Domestic” or “International” students?

New Zealand permanent residents are categorised as “Domestic” students, even though they’re not New
Zealand citizens. When loading “Domestic” students, the “International” will be automatically greyed out.

The “Student Loan” tick box will be available to be selected if appropriate. There is no need to enter a passport
number for these students.

Student Payments
Can | change the student’s authorised account on the student acknowledgement form?

Yes, you can make changes to the students account if the scheduled payments have not started. If payments
have started, then you will need to contact us and we can make the changes for you.

Changes to acknowledgement forms may result in a change to the version number of the digital form. We
require the most recent version of the form to be accepted by the student.

What should | do if the system isn’t showing funds that have been deposited?

Payments can take a number of days to be transferred or cleared. If a payment is still not showing after three
business days (for payments within New Zealand) or five business days (for overseas payments), please send an
email to feeprotect@publictrust.co.nz with the following information:

— a scanned copy of the deposit/transfer receipt if available.

— the amount of the deposit.

— the date of the deposit.

— the name of the depositor.

— location of where the deposit was made.

— the bank account number the deposit was made into.

— any references included with the deposit.

What if | receive Studylink payments and don't know who they belong to?

StudyLink supply your Provider with a payment schedule (VOS Report), this contains a breakdown of the
payments made by student. If you receive payments labelled “StudyLink” and you don’t know who they belong
to, you’ll need to contact StudyLink on 0800 889 900. Due to StudyLink’s privacy policy we do not have access to
the student breakdown.

To save you time, we recommend instructing StudyLink to make payments direct to the trust account. That way
you won’t have to make sure you transfer the funds within the required 24-hour period.

To arrange this, you just need to provide StudyLink with your Ministry of Education 4 digit number and our bank
account detail, Public Trust 02 0536 0305865 01.

Can | freeze a student’s account?

Yes. Users have access to do this through the “Student Details” page on the Fee Protect website. You must
provide a reason for freezing the account.
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| have frozen a student; can | unfreeze them?

No. You’ll need to contact us to unfreeze the account.

Refunds

If a student withdraws during the Refund Period, what amount can my Provider retain?

Students who withdraw within the Statutory Refund Period (as defined in the Education Act) are entitled to a
refund of fees paid less an amount the Provider may retain to cover administration costs.

The portion of fees that your Provider can retain is dependent on whether a student is domestic or international
and their course length. As at 1 January 2013 the NZQA rules are:
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Is the course less
than five weeks?

w

START
The student decides to
ithdraw from a PTE course.
\What entitlements apply?

International student?

No refund policy

|

The student may withdraw up

until the end of the second day

and receive a refund of at least
50 per cent of any fees paid.

The student may withdraw up
until the end of the fifth day and
receive a refund of at least 75
per cent of any fees paid.

v

y

From day three, any refund is
to be in accordance with the
PTE’s own refund policy

From day six, any refund is to

be in accordance with the PTE's

own refund policy

Any refund is to be in
accordance with the PTE's

Is the course less
than three months?

y

International student?

The student may withdraw up until the end of
the tenth working day. The student is entitled
to receive a full refund less a deduction for
costs incurred by the PTE, up to a maximum of
25 per cent of fees paid. The PTE must be
able to justify the deduction, and the student
has the right to lodge a complaint with the
IEAA if they believe the amount deducted was
not justified.

The student may withdraw up
until the end of the eighth day.
The student is entitled to receive
a full refund less administration
costs of up to 10 per cent of any
amount paid or $500, whichever
is the lesser.

From the eleventh working
day, any refund is to be in
accordance with the PTE's own
refund policy

From day nine, any refund is
to be in accordance with the
PTE’s own refund policy




What happens if the student withdraws after the Refund Period?

If a student withdraws after the relevant withdrawal period for the course, the student has no statutory
entitlements to a refund. Any refund after this point should be in accordance with your own refund policy.

What is a course extension facility?

The course extension facility is a specific feature of Fee Protect. It enables Providers to offer up to three
months’ extra tuition at the end of a course, for an agreed fee, to bring the student up to pass standard (see
page 19 of this Guide for more details about the extension facility).

What happens if a student withdraws from a course extension?

The student will need to be refunded in accordance with your Providers “early withdrawal and refund policy”.
This is because the student has already passed the Statutory Refund Period for the course and has the
knowledge and experience of your training facilities to make an informed decision as to whether they wish to
extend their studies. However, if it becomes clear that the extension facility has been used incorrectly, e.g. for a
different course or a further qualification rather than an extension, we will apply the Statutory Refund provisions.

Why does Public Trust apply the 10% refund rule to ‘non-refundable deposits’?

The Education and Training Act requires any refunds to be based on the amount of money received from the
student, whether this is just a deposit or the full course fees. This means if a Domestic student withdraws within
the initial Refund Period (for courses over three months), we can only refund 10% (up to $500) of the funds
received to the Provider. The balance has to be returned to the student.

Can credit card refunds be paid to a card or account other than the one which paid the fees?

For Providers using the Fee Protect credit card service, which allows students to pay their fees by credit card, all
refunds must be to the credit card which paid the fees. This is due to Anti Money Laundering legislation.

Common Refund Scenarios
For any refund request where Public Trust where students have not approved their

acknowledgement form:

Under 18:
— Refund form must be approved by the parent and submitted along with:

- Signed PTE enrolment form showing the student and parent/legal guardian signatures as evidence
that they have accepted an offer of place, or

- Proof of parents’ signature and proof of relationship if no enrolment form is supplied (e.g.
passport or driver license).

— If the refund form has been signed by the student and the guardian of the student, a fully signed enrolment
form and guardianship form must be submitted with the refund request. The guardianship form must
be signed prior to the refund form being signed, as we are unable to accept guardianship forms as proof of
signature that have been signed retrospectively of the refund request being submitted. A copy of the
parents’ signature is required to verify the guardianship contact (e.g. passport or driver license).

Over 18:

— While best practice is to have the student approved the refund form, we can pay a refund if the funds are
being returned to an account that is in the student’s own name. If the student is unable to approve the
refund form, please ensure a detailed reason for refund is advised and why the student is unable to
approve.

— For refunds being returned to a third-party account, the student must approve the refund form and must
be submitted along with proof of the student’s signature (e.g. passport or driver license).

— If the refund request is for an international student, we require a copy of the students’ passport as
identification.




For any refund request where Public Trust has received an accepted Acknowledgement Form:

Under 18:

— Refund form must be signed by the student and the parent/guardian who has signed the
Acknowledgement Form.

— If the refund request is for an international student, we require a copy of the students’ passport as
identification.

Student Under 18 - Has the account
been authorised by Public Trust?

Student Refund portal form,
accepted by the student & PTE

Is a parent able to accept the
refund form?

Was the form approved by the
parents?

Was the form approved by the
guardian?

Has the PTE enrolment form

i ?
been signed? Is the guardian able to accept?

Student portal refund for
accepted by the guardian. Send

guardianship form to
feeprotect@publictrust.co.nz

Student present, same parent to
approve portal refund form

Student portal accepted refund
form. Send enrolment form,
guardianship form and parents
passport subsequent to
feeprotect@publictrust.co.nz

Has guardianship form been
signed by parent or guardian?

Use the digital refund form, and
SAME guardian signed
enrolment form, guardianship
form and SAME parent’s
passport




Over 18:

— While best practice is to have the student sign the refund form, we can pay a refund if the funds are being
returned to an account that is in the student’s own name.

— For refunds being returned to a third party account, the student must sign the refund form.

— If the refund request is for an international student, we require a copy of the students passport as
identification.

Student Over 18 - Has the PTE
Enrolment form been accepted?

Are the funds being paid to the Are the funds being paid to the
bank account in the students bank account in the students
name? name?

Has the PTE enrolment form
been accepted? Student portal refund form

Is the student able to approve Student present refund, student accepted by student
the refund form? must approve the refund form.

Provide reason why student
unable to accept form

Student present refund

Provide reason why student
unable to accept form

Student present refund




PTE Tuition Claim — Has the account be
authorised by Public Trust?

By the Student & PTE

Signed by the PTE where
student is not present

Has the student and/or parent
or guardian signed a PTE Has the course completed?
withdrawal form?

A claim is unable to be
processed until after course
completion

Student not present refund
signed PTE enrolment form and

Is the student able to sign the
attendance records

refund form?

Please note: This applies only in cases where the student has
attended past the refund period and attendance has been
confirmed.

Payments will continue as
scheduled until course
completion

Student present refund with
signed PTE withdrawal form

For refund requests where PTE is claiming full tuition fees and the student account has not been
authorised:

— Refund email forwarded after the student has approved to feeprotect@publictrust.co.nz including:

- Signed PTE enrolment form showing the student signature as evidence that they have accepted an
offer of place, and

- Attendance records showing that the student has attended past the statutory refund period (if this
record has other student names on it, these may be redacted).

- If the refund request is for an international student, we require a copy of the students’ passport as
identification.

For refund requests where PTE is claiming remaining tuition fees when a student has withdrawn part-way
through a course, and a student is authorised:

— Refund form must be approved by the student forfeiting their remaining fees and with
proof/acknowledgement from student regarding the forfeiting of their fees, and

— The student must have studied past the statutory refund period and attendance has been confirmed.

— If no formal withdrawal form has been signed and the student has not approved a refund form, payments
will continue as scheduled until course completion.

— If the refund request is for an international student, we require a copy of the students’ passport as identification.
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Provider Payments from the Trust Account
What is the timing of payments?

The student payment schedule shows exactly when payments will be made. The schedule is based on NZQA
rules as follows:

1. Tuition fees

— The lesser of 20% or $3,000 of the tuition fee received is paid after the Refund Period for the course,
providing we have received both the approved student acknowledgement form and the full amount of
the expected tuition fees. If there is a shortfall in the received amount of more than $100 the first
payment will be prorated. The refund period date depends on the length of the course and whether
the student is a domestic or international student. First payments will be made after:

- the 5" calendar day for all courses under 13 weeks.

- the 8" calendar day for domestic students on courses greater than 12 weeks.

- the 10" working day for international students on courses greater than 12 weeks.

— The remainder is paid in instalments over the duration of the course (depending on what timing
payments your Provider selected at set-up).

2. Accommodation

— The timing of these payments is controlled by the frequency drop down on the student record on the
Student Details page.

—  “Per Schedule” (default) means the full amount is paid in equal amounts, 2-weekly, 4-weekly or monthly
in advance, as shown on the schedule.

—  “4 Weeks Immediate” means four weeks is payable immediately then balance is paid in equal 2-weekly,
4-weekly or monthly amounts as shown on the schedule.

3. Living Expenses
— The timing of these payments is controlled by the frequency drop down on the student record.

—  “Per Schedule” (default) means the full amount is paid in equal amounts, 2-weekly, 4-weekly or monthly
in advance, as shown on the schedule.

—  “4 Weeks Immediate” means four weeks is payable immediately then balance is paid in equal 2-weekly,
4-weekly or monthly amounts as shown on the schedule.

If you wish to change the timing of payments, please contact us.
4. Travel & Health Insurance

The full amount is paid to your Provider when we have received both the approved student acknowledgement
form and the student fees. The student does not need to be confirmed or authorised for these payments to
be made. It is your responsibility to immediately pay these funds to the insurance provider.

How will | know when payments have been made to my Provider’s bank account?

A payment advice will be sent automatically to the nominated email address for your Provider. You may also
request a Tuition Fee Report that will show details of future payments.

How do | account for GST on student fees?

Providers using Fee Protect do not have to account for GST on the full amount of fees when they are paid by a
student into the trust account.

In 2003, Inland Revenue issued a ruling which allows progressive GST payments to be made as instalments are
received from Public Trust.

How can | alter our Financial Year End?

If you change your Financial Year End, your Director needs to send us a signed written request by email to alter
your Provider’s year end on our website. Our website automatically sets a 31 December year end unless you
advised your Account Manager differently when the account was established.




Administration Fees and Interest
How am | invoiced?

Fees are charged for each student loaded into the system where funds are allocated to the student account and are
deducted from the interest earned by your Provider. An invoice is issued each quarter and will show the fees
charged and whether a payment is required.

If you have chosen to use our online credit card facility, the charges for this will also appear on your
quarterly invoice.

The interest earned by your Provider is shown on the Statement of Account. Any surplus after Public Trust fees
are deducted is paid to you at the end of your financial year.

@ Note: The important thing to remember is that the fee is charged in the quarter where the first allocation of

student’s money to the trust account occurs (this could just be a part payment). You will only be charged one
fee per student regardless of how many deposits are made to a student account. Also, if you have a student
account where no funds have ever been received, it can be deleted without incurring any charge.

My Provider is a charity - do we need to pay tax on our interest?

If your Provider is a registered charity with the Charities Commission, please send us a copy of your RWT
exemption certificate and your interest payments will be tax exempt.

Password / Security Problems
What if | forget my password?

You can click on the ‘Forgot password?’ option below the login boxes at feeprotect.co.nz and you’ll be
prompted to enter your Public Trust login name. Once completed, you’ll be sent an email to reset your password
(see page 4 of the Online System User Guide for more details about resetting your password).

What should | do if my log in is suspended because | used the wrong password multiple times?

You can either wait for a period of time, and attempt again, or alternatively, and recommended, select the
‘Forgot password’ to reset your password, using the one time code sent to your email address.

Why has the system asked me to reauthenticate?
Every 7 days the system will ask you to reauthenticate, to ensure we maintain a minimum level of security.
What should | set my computer security to?

We recommend using the latest version of your browser, e.g. Edge, Firefox, Chrome, ensuring it is kept up-to-
date.
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