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About this policy and procedures   

1. This compensation policy and procedure have been developed as part of Backstage 

Academy’s commitment to ensuring the quality of the student experience the 

development and maintenance of all aspects of the quality of our provision and to 

ensure it meets the requirements of its validating partner, the Office for Students 

(OfS), the Office for the Independent Adjudicator (OIA); the Quality Assurance Agency 

(QAA); and the Competition and Markets Authority (CMA).  

  

2. The purpose of this policy is to set out the arrangements for the refund of tuition fees 

that apply to students or their employers or sponsors on higher education 

programmes.  

  

3. The policy also outlines the circumstances when Backstage Academy may consider 

the payment of compensation to students or their employers or sponsors. It aims to 

provide a clear and simple framework, so that students can understand when they 

may be entitled to compensation of tuition fees or another type of remedy and how to 

make a claim.  

  

4. This policy applies to students or their employers/sponsors (where they have paid the 

fees) on higher education programmes at Backstage Academy 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.  

  

5. This Policy will not normally apply to individuals who have completed the studies for 

which they registered as a student at the Academy.  

  

Definitions   

6. Under this policy:  

  

Refund relates to the repayment of money paid by a student to the Backstage 

Academy or an appropriate reduction in the amount of money owed in future by the 

student to Backstage Academy. This could include tuition fees, other course costs, or 

accommodation costs.  

  

Compensation relates to some other recognisable loss suffered by a student. This 

normally falls into two categories, either   

  

i. recompensing the student for wasted out of-pocket expenses they have 

incurred and that were paid to someone other than Backstage Academy;  

  

ii. an amount to recompense for material disadvantage to the student arising 

from a failure by Backstage Academy to discharge its duties appropriately.  

  



 

7. Financial compensation will not always be an appropriate response to complaints and it 

is unlikely that most issues will be resolved in this way. Backstage Academy will strive to 

ensure that students receive what was promised from their degree and learning 

experience. There are many ways to resolve disputes with students.  

 

Alternatives to financial compensation might include an apology or goodwill gesture, 

or an offer of alternative learning methods if the course cannot be delivered in the way 

it was originally intended. Backstage Academy will take a student-centred approach to 

resolving complaints, and our compensation policy reflects this.  

  

8. Backstage Academy would generally expect a student to have been through the internal 

complaints procedure before making any application for compensation.  

Considering claims for refunds or compensation   

9.  In line with Universities UK guidance Backstage Academy will take the following 

considerations into account when assessing the merit of any claims for compensation 

or refunds. The focus in all situations will be on ensuring that students receive the 

education that they are entitled to expect based on their contract. However, in some 

circumstances it may be necessary to consider whether compensation, refunds or 

other forms of non-financial redress are appropriate.   

  

Key questions we will consider in these circumstances include:   

  

i. have specific undertakings been given to the students by the Backstage 

Academy for the way in which the course is delivered?   

  

ii. has there been a failure to deliver against material information agreed with the 

students at the point of acceptance of the offer?   

  

iii. has a period of prolonged disruption jeopardised the ability of Backstage 

Academy to offer guided learning in a manner than ensures students have a 

fair and reasonable opportunity to develop appropriate levels of understanding 

required for their course?   

  

iv. has there been a demonstrable loss to the student? In particular, has the 

student been able to achieve the learning outcomes for their course?   

  

v. has the student met their own responsibility to minimise losses?   

  

vi. has Backstage Academy followed its own processes in delivering the course? 

For example, quality assurance processes and communications to students.   

  

vii. has the student been affected in relation to:    

• a final degree award  

• accreditation award  

• ability to take up a job offer.   

  

viii. Consideration of any alternative arrangements or adjustments that were 

implemented for students to mitigate against any loss:   

• did the student take up what was offered?   

• were they still disadvantaged despite alternative arrangements?   



 

 

ix. 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 has Backstage Academy communicated with 

students throughout the process?  

  

x. have communications been clear and consistent so that students were aware 

of any changes and how it might affect them?   

  

xi. is compensation or a refund the most appropriate way to deal with the 

complaint?  For example:   

• would an apology from the institution be an appropriate response?   

• would a ‘goodwill payment’ be an appropriate response?   

   

xii. is a refund or compensation the most appropriate way to address any material 

failure to deliver the appropriate learning opportunities?   

  

Refunds for students in receipt of tuitions fee loan from the Student Loans Company   

10. In the unlikely eventuality of failure to preserve continuation of study, Backstage 

Academy will ensure that it supports the student and the SLC to transfer future fee 

loan arrangements for the continuation of study to a new provider. Backstage 

Academy will not compensate students in relation to prior loans unless it would be 

unreasonable not to do so (e.g. it would be unreasonable to expect the student to 

continue with their studies at the new provider).    

   

11. In the unlikely eventuality of failure to preserve continuation of study and there is no 

reasonable offer of transfer to a similar course of study, we will return appropriate 

funding to the SLC itself to erase the liability of the student for any scheduled tuition 

which does not take place.  

  

Refunds for students who pay their own fees    

12.  In the unlikely eventuality of failure to preserve continuation of study and there is no 

reasonable offer of transfer to a similar course of study, we will refund students who 

pay their own tuition fees an amount enabling registration elsewhere to complete their 

studies.  

  

Refunds to sponsors who have paid fees    

13.  In the unlikely eventuality of failure to preserve continuation of study and there is no 

reasonable offer of transfer to a similar course of study, we will refund tuition fees to 

the sponsor an amount enabling registration elsewhere for the student to complete 

their studies.  

  

Payment of additional travel costs for students affected by a change in the location of 

their course    

14.  Where the location of a course of study is changed by Backstage Academy and there 

is evidence of additional travel costs to students, we will make compensation up to the 

amount of the additional travel costs for students affected by the change or provide 

travel support (e.g. through a timetabled minibus service).   

  



 

Student Bursaries    

15.  In the unlikely eventuality of failure to preserve continuation of study and the student 

transfers to a different provider, Backstage Academy will ensure that the bursary 

arrangements are honoured, either by the new provider or by Backstage Academy.   

  

Maintenance costs attributable to non-continuation of studies  

16. We will reimburse students a reasonable proportion of additional maintenance costs 

and lost time where it is not possible to preserve continuation of study where these 

are not covered elsewhere (e.g. by existing SLC maintenance grant or loan) and 

directly attributable to the non-continuation of their studies.  

  

Maintenance costs attributable to transfer to a different provider  

17.  Backstage Academy will endeavour to ensure that students can transfer to a different 

provider and will pay reasonable additional costs to ensure a smooth transition. In line 

with its existing polices we will consider compensation payment for disruption and 

distress in line with the UUK principles highlighted under the section above 

‘Considering claims for compensation or refunds’.  

  

General Considerations and Principles  

18.  i. Refunds or compensation will not be made in respect of modules or years 

or stages of a programme for which academic credit has already been 

awarded (though the student may be eligible for compensation in relation to 

secure transition to another provider or delivery arrangement).    

  

ii. Any claims for compensation must be evidenced, reasonable and 

proportionate.  

  

iii. Backstage Academy will not be liable for any claims for loss of past, current 

or future earnings or other actual or potential revenue.  

  

iv. Compensation will only be potentially payable where Backstage Academy 

has been forced to discontinue a course and offers no reasonable 

alternative (including continuation of study at an alternative higher 

education provider).  

  

v. Compensation shall principally be designed to enable a student to continue 

their studies.  

  

vi. In the unlikely eventuality of failure to preserve continuation of study and 

there is no reasonable offer of transfer to a similar course of study, we will 

return appropriate funding to the SLC itself to erase the liability of the 

student.  

  

vii. If a course is closed, Backstage Academy will not pay fees for the 

remainder of the course at another provider where SLC funding is available 

for that course at the other provider (as the student will have had that 

arrangement had the original course continued). However, Backstage 

Academy will pay compensation for any costs directly and exclusively 

related to the transfer to the alternative course.  

  

viii. Backstage Academy will incorporate provisions within its annual budget for 

the potential payment of tuition fees, other refunds and compensation 



 

payments to students. Cash reserves will be designated for those students 

where an increased risk of non-continuation of study has been identified.  
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