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1. Withdrawing before enrolments close 

You can withdraw or amend your enrolment at any time before the advertised enrolment closing date by logging into your WAIVS account. If you withdraw your child’s enrolment at this time, a full refund will be provided to you (via the card used to make payment).
2. Venue cancellations 

If your selected venue is cancelled before the program commences, we will: 
· transfer your enrolment to your second preference (where available), or 
· offer a place at the nearest available venue, or 
· offer a full refund (request must be made within 5 working days of being notified by the VacSwim office). 

If lessons are cancelled after the program commences (for example, due to adverse weather, pool closures), participants will be contacted regarding available options.  
3. Medical refund requests 

If a participant is unable to attend due to medical reasons: 
· a full refund may be approved if no lessons have been attended. 
· a partial refund (50%) may be approved where lessons have been attended, subject to the number of lessons completed. 

Applications must: 
· be submitted using the VacSwim refund request form 
· include a medical certificate or supporting medical documentation 
· be lodged within 14 days of program completion.  

Please note: Pool entry fee refunds are outside the scope of this policy and are a matter between the participant’s family and the venue operator. 
4. Other refund requests 

Refund requests may also be considered for: 
· change in personal circumstances 
· incorrect program selected 
· changes initiated by the VacSwim office 
· other exceptional circumstances. 

Supporting evidence must be provided with all requests. Requests without sufficient documentation will not be assessed. Approved refunds may be full or partial and will be determined based on individual circumstances and this Policy.  

Requests must be lodged prior to the program commencing.  
5. Assessment and processing 

A separate form is required for each participant. Submission of a refund does not guarantee approval. All requests will be assessed in accordance with this Policy. Requests (other than medical) will not be considered once the program commences. 

Please allow: 
· up to 30 business days for assessment and processing; and 
· up to 20 additional days for payment to be received, where approved. 
6. Transfers 

Participants may be able to transfer to another venue for the same program, subject to availability. 

To request a transfer: 
· attend the preferred venue's advertised late enrolment day (where available). 

Please note: 
· transfers are not guaranteed. 
· the VacSwim office cannot arrange transfers on behalf of families. 
· transfers between programs (e.g. January Program 1 to January Program 2) or future years (e.g. 2026-27 to 2027-28) are not permitted. 
· enrolments cannot be transferred to another participant or family. 
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