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THE OXFORD CENTRE FOR RELIGION AND PUBLIC LIFE

C1 CONSUMER PROTECTION AND STUDENT FAIRNESS POLICY

1. Purpose

OCRPL is committed to treating prospective and current students fairly and to providing information, contractual terms,
services, complaint routes and remedies in a manner consistent with applicable UK consumer protection law and the legal
obligations relevant to OCRPL as an Independent Alternate Provider of Higher Education (IAPHE) in education.

This policy establishes the minimum institutional controls for student-facing information, advertising and recruitment, offer
and contract formation, fees and additional costs, fair terms, programme changes, cancellation and withdrawal, complaints,
partnership arrangements and evidence of compliance.

The policy is intended to reduce the risk of misleading information, unfair commercial practices, unfair contract terms,
inconsistent partner information, hidden or unexpected costs, avoidable student detriment and regulatory non-compliance.

2. Scope

This policy applies, to the extent relevant to the legal relationship concerned, to:

a. prospective students, applicants, offer-holders and current students;

b. allindependent alternate virtual education provision and other student-facing courses marketed, administered,
delivered or supported by OCRPL, including provision delivered with or through partner or awarding
institutions;

C. all OCRPL trustees, employees, faculty, contractors, representatives and agents involved in marketing,
recruitment, admissions, programme approval, programme delivery, finance, student administration,
complaints or partnership management; and

d. all student-facing websites, prospectuses, advertisements, emails, offer communications, programme
specifications, handbooks, fee information, terms and conditions, policies, social-media content, testimonials
and other communications made by or on behalf of OCRPL.

Where a partner or awarding institution is responsible for part of the student relationship, OCRPL will clearly identify the
respective responsibilities and will not imply that OCRPL exercises powers or confers awards that belong to another
institution.
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3. Legal and consumer-protection framework

OCRPL operates as an Independent Alternate Provider of Higher Education (IAPHE) and provides educational services to
students in the United Kingdom and internationally. Accordingly, this policy should be interpreted primarily in accordance
with the UK consumer-protection, contract, advertising and fair-trading requirements applicable to the relationship between
OCRPL and prospective or current students.

Where OCRPL provides services to students located outside the United Kingdom, this policy should also be applied subject to
any mandatory consumer-protection, contractual, regulatory or other legal requirements that may apply in the student’s
jurisdiction. Nothing in this policy is intended to exclude, restrict or override any statutory rights or protections that cannot
lawfully be excluded under applicable law.

The principal UK legal and regulatory framework includes:

1. the Digital Markets, Competition and Consumers Act 2024, including the unfair commercial practices regime
applying to relevant commercial practices from 6 April 2025;

2. the Consumer Rights Act 2015, including requirements relating to the provision of services and the transparency,
fairness and enforceability of consumer contract terms and notices;

3. the Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013, where applicable to
the relevant contractual arrangement and method of contracting;

4. relevant Competition and Markets Authority (CMA) guidance, including guidance on unfair commercial practices
(CMAZ207), unfair contract terms (CMA37), price transparency, material information and fair consumer contracting
practices; and

5. the UK Code of Non-broadcast Advertising and Direct & Promotional Marketing (CAP Code), where applicable to
OCRPL’s advertising, promotional materials and marketing communications.

OCRPL will seek to ensure that information provided to prospective and current students is clear, accurate, transparent and
not misleading, and that contractual terms, fees, refund arrangements, promotional representations and other material
information are communicated fairly and consistently.

Where there is a conflict between this policy and a mandatory provision of applicable law in a particular jurisdiction, the
mandatory legal requirement will prevail to the extent of that conflict.

4. Core principles
a. Accuracy: Student-facing information must be factually correct, supportable and kept up to date.

b. Transparency: Material information, important limitations, mandatory costs and significant terms must be
prominent and understandable, not hidden or presented in a misleading way.

C. Consistency: Websites, offer letters, programme information, fee schedules, partner information and
contractual documents must not contradict one another.

d. Fairness: Terms, policies and practices must not create an unjustified imbalance in OCRPL’s favour or cause
avoidable detriment to students.
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Accessibility: Information should be easy to locate and written in plain language. Core pre-contract information
must not be available only behind a password-protected portal.

Evidence: OCRPL must be able to demonstrate what information and contractual terms were in force and what
was communicated to the relevant applicant, cohort or student.

Partnership clarity: The identity and role of OCRPL, any delivery partner and any awarding body must be stated
accurately.

Proportionality: Operational controls should be proportionate to the nature of the programme and the level of
consumer/regulatory risk.

5. Governance and responsibilities

a.

Trustees: have ultimate oversight of institutional compliance, approve this policy and receive appropriate
assurance on material consumer-protection risks.

Executive leadership: must ensure adequate resources, responsibilities and escalation arrangements are in
place to implement this policy.

Compliance / Governance function: monitors legal and regulatory developments, coordinates the annual
compliance review and escalates material breaches or uncertainty.

Academic Registry / Admissions: controls offer information, contract formation, student records, terms
versioning and student communications within its remit.

Programme Heads: verify the accuracy of programme content, assessment, workload, delivery arrangements,
staffing statements and proposed programme changes.

Finance: verifies tuition fees, mandatory additional costs, payment information, refunds and financial
communications.

Marketing / Web owners: ensure advertisements, webpages, testimonials, reviews and public claims use
approved information and are not false, misleading or incomplete.

Partnership owner: ensures partner roles, awarding arrangements and responsibilities are accurately reflected
in student-facing information and supported by current written agreements.

All staff and representatives: must not make unauthorised promises or representations to applicants or
students and must refer uncertainties to the appropriate owner before communicating them.

6. Advertising, marketing and recruitment
OCRPL will ensure that commercial practices used to attract, recruit or retain students are fair and not misleading. In

particular:

a.

claims about qualifications, degree-awarding status, accreditation, validation, recognition, rankings,
partnerships, facilities, staffing, employability, progression or outcomes must be accurate and capable of
substantiation;

material limitations or conditions must not be omitted where their omission could affect a prospective
student’s decision;
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C. unavoidable mandatory fees and charges must be presented transparently and must not be introduced through
hidden or “drip” pricing practices;

d. OCRPL will not commission, submit or knowingly publish fake or misleading reviews or testimonials, and will
use proportionate controls for any student-review or testimonial content it publishes;

e. advertising and recruitment material must identify the awarding body and OCRPL’s role accurately where the
award is made by another institution; and

f.  material student-facing claims should be subject to an approval process before first publication and following
material change.

7. Material and pre-contract information

OCRPL will provide prospective students with the information reasonably necessary to make an informed decision and will
provide legally required pre-contract information before the student is bound by the contract. Information must be clear,
accurate, timely and accessible.

Depending on the programme, material information should include, where relevant:

course/programme title and level;

a
b. entry requirements and any mandatory prerequisites;

C. programme content, core elements and the nature/availability of optional elements;

d. mode and location of study, including any material attendance, placement or travel requirements;

e. expected duration, start date and study pattern;

f. indicative contact/supervision arrangements and expected independent-study workload, where material;

g. assessment methods, progression requirements and any important rules that could materially affect
completion or award;

h. qualification/award to be received and the identity of the awarding body;
i. any relevant professional, statutory or regulatory recognition, accurately described;
j.  facilities, learning resources or specialist requirements that are material to the decision to enrol;

k. total tuition fees and all unavoidable mandatory additional charges known at the relevant time, together with
the basis for any charge that cannot reasonably be calculated in advance;

|.  payment arrangements and the main consequences of non-payment;

m. important circumstances in which the programme, services or delivery arrangements may change and the
process that applies;

Nn. cancellation, withdrawal, refund and compensation arrangements;

0. complaints route and, where applicable, external redress arrangements;
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for partnership provision, the roles of OCRPL and each relevant partner, including contracting, registration,
teaching/supervision, assessment, complaints, appeals, fees, refunds, student protection and award
responsibilities; and

any other information that would be likely to affect the decision of a reasonable prospective student in the
circumstances.

Core material information should be centrally accessible and should not be dispersed across numerous documents in a way
that makes it unreasonably difficult for an applicant to understand the overall offer.

8. Offer, acceptance and contract formation

a.

OCRPL must make clear when a contract is formed, who the contracting party is and which documents form
part of the contract.

The terms and material pre-contract information applicable at the point of acceptance should be supplied or
made available in a durable and retrievable form, such as an email attachment or stable electronic document,
where appropriate.

If material information changes between application and offer, the applicant must be told clearly before
accepting the offer. Where consent is legally or contractually required, it must be obtained.

Important or potentially surprising terms must be specifically brought to the applicant’s attention before
contract formation.

Where the student relationship is intended to continue for the full programme, annual administrative re-
enrolment should not be used to introduce material contractual changes without an appropriate legal basis and
fair process.

OCRPL will retain evidence of the applicable terms/version and the student’s acceptance in accordance with
the Records Retention Schedule.

9. Fair terms, regulations and notices
Student terms, regulations, handbooks and notices that form part of, or affect, the contractual relationship must be
transparent and fair. OCRPL will not seek to rely on a term that is unenforceable under applicable consumer law.

a.

Variation clauses must identify legitimate circumstances in which change may occur and must not give OCRPL
an unrestricted or one-sided discretion to alter important features of the student’s bargain.

Terms must not exclude or restrict statutory rights or attempt to avoid liability in a way prohibited by law.

Terms that impose material obligations, sanctions or limitations on students should be written clearly and
brought to attention before the contract is concluded.

Charges on breach or withdrawal must be proportionate, transparent and legally supportable; they must not
operate as unfair penalties or hidden charges.

Policies incorporated into the student contract should be identifiable, accessible and version-controlled. OCRPL
should avoid relying on unspecified future policies to make material adverse changes.
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f.  Any requirement for students to assign intellectual-property rights must be specific, justified and clearly
disclosed. OCRPL will not use a blanket assignment of all student intellectual property as a default contractual
term.

g. OCRPL will not use academic sanctions solely to enforce non-academic debts where doing so would be unlawful
or unfair. Financial and debt-recovery measures must be proportionate and set out clearly in the relevant
terms.

10. Fees and additional costs

a. Tuition fees and unavoidable mandatory additional costs must be disclosed clearly before contract formation.

b. Where a cost cannot reasonably be fixed in advance, OCRPL should explain the basis on which it will be
calculated and provide a realistic indication where possible.

Fee information used on websites, offer communications, invoices and student terms must be consistent.

d. Any right to change fees must be narrowly and clearly drafted, legally supportable and operated fairly. Students
must receive notice in accordance with their contract and applicable law.

e. Fee schedules applicable to each cohort should be archived so OCRPL can identify the financial information on

which the student contracted.

11. Programme, course or service changes

OCRPL will not make material changes casually or solely for administrative convenience where the change would cause
unjustified detriment to students. Changes may nevertheless be necessary for legitimate academic, regulatory, legal,
staffing, partnership, safety, operational or external reasons.

Before approving a material change affecting current students or applicants, OCRPL should, as appropriate:

identify the reason for the proposed change and whether the existing contract or published material permits it;

a
b. assess the likely academic, financial and practical impact on affected students;

C. consult affected students where appropriate and seek consent where required by law or contract;
d. obtain required approval from the relevant OCRPL body and any partner or awarding institution;
e. consider less detrimental alternatives and reasonable mitigation;

f. notify affected current students and applicants clearly and in good time; and

g. where appropriate, offer lawful and proportionate remedies, which may include continuation arrangements,
alternative provision, transfer support, withdrawal/cancellation, refund or compensation under the relevant
policies and contractual terms.

Material changes must be documented in a Programme Change Log or equivalent record, including the rationale, approvals,
consultation, communications and outcome.
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12. Cancellation, withdrawal, refunds and compensation

OCRPL will provide applicants and students with accurate information about any statutory cancellation rights that apply to
their contract, including the cancellation period and the method for exercising the right. Where the Consumer Contracts
Regulations 2013 apply, OCRPL will ensure the relevant information and cancellation process comply with those Regulations.

Withdrawal outside any statutory cancellation period, and any refund or compensation entitlement, will be governed by the
applicable Student Terms and Conditions, Refund and Compensation Policy and Student Protection arrangements, together
with applicable law. Nothing in an OCRPL policy or contract will limit a student’s statutory rights.

13. Complaints and redress

a. Complaint information must be easy to locate, accessible, clear and provided before contract formation where
required.

b. The complaints procedure must not create unreasonable barriers, unfair time limits or pressure intended to
discourage a student from raising a concern.

Relevant staff must know which complaints route applies and must not give conflicting instructions to students.

d. Where provision involves another institution, OCRPL must state clearly which organisation handles each
category or stage of complaint and how the student can escalate the matter.

e. Where an external review, statutory remedy or other independent redress route applies to a particular
contractual or partner arrangement, students should be informed clearly of that route.

f. Complaint themes and outcomes should be monitored to identify recurring consumer-protection weaknesses.

The detailed procedure is contained in OCRPL’s Student Complaints Procedure (C2 or its successor). Academic appeals
should be governed by the separate academic appeals arrangements rather than duplicated in this policy.

14. Partnerships, awarding bodies and third-party provision
Because inaccurate descriptions of partnership arrangements can create significant contractual and regulatory risk, OCRPL
will maintain a current Programme/Partner Responsibility Matrix for each active partnership or collaborative programme.

Before a programme is marketed or offers are made, OCRPL should confirm and accurately communicate, where relevant:

a. which legal entity makes the offer and contracts with the student;

b. which institution registers the student;

C. which institution delivers teaching and/or supervision;

d. which institution controls assessment, progression and academic appeals;

e. which institution is the awarding body and the exact award title;

f.  which entity invoices/receives fees and which is responsible for refunds;

g. which complaints procedure(s) apply and the order in which they apply;

h. which organisation is responsible for student protection/continuity arrangements;

which entity controls or shares student personal data and the relevant privacy information; and
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j. what happens if the partnership changes, expires or is terminated.

No staff member may imply that OCRPL itself awards a qualification unless OCRPL is legally entitled and authorised to do so.
Partner names, logos, validation/accreditation statements and award descriptions must be authorised and current.

15. Accessibility, equality and personal data

Student-facing consumer information should be accessible and understandable. OCRPL should make reasonable adjustments
to information or communication processes where legally required and should avoid unnecessary jargon, particularly where
applicants may be unfamiliar with the relevant education terminology, contractual arrangements or partner roles.

Personal data collected in recruitment, contracting, complaints or consumer-compliance monitoring must be handled in
accordance with OCRPL'’s current Privacy Notice, approved data-protection arrangements and applicable data-protection
law.

16. Staff training and communications

Staff whose work may materially affect student consumer rights must receive role-appropriate information or training. This
includes, where relevant, staff involved in marketing, recruitment, admissions, programme design/change, student
contracts, finance, complaints, partnerships and student administration.

Training should be provided at induction where relevant and refreshed in response to material legal/regulatory change,
identified compliance weaknesses or changes in role. OCRPL will retain proportionate evidence of training or briefings
delivered.

17. Monitoring, records and assurance
OCRPL will use proportionate controls to demonstrate implementation of this policy. At a minimum, the institution should
maintain or be able to retrieve the following evidence:

a. a Material Information Compliance Checklist for each active programme, reviewed before each main
recruitment cycle and after material change;

b. an archive of approved programme webpages/prospectus information and fee schedules applicable to each
cohort;

a version-controlled archive of Student Terms and Conditions and other key contractual documents;
evidence of student acceptance/contract formation and, where relevant, consent to material change;
a Programme Change Log or equivalent record for material changes;

a current Programme/Partner Responsibility Matrix for partnership provision;

complaint, refund and compensation case records maintained under the relevant policies;

> Qe -~ o o n

evidence of relevant consumer-protection training/briefings;

an approval or verification trail for material marketing claims and major student-facing changes; and

j. anannual consumer-protection compliance review summarising material issues, complaints/themes, significant
changes, training and outstanding actions for the appropriate governing body or committee.
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Records will be retained in accordance with OCRPL’s approved records-management arrangements and applicable legal
requirements. Routine destruction must be suspended where records are relevant to an actual or reasonably anticipated
complaint, dispute, audit, regulatory inquiry, litigation or other legal/regulatory hold.

18. Suspected breach and corrective action

A suspected material breach of consumer law or this policy should be escalated promptly to the responsible officer and,
where significant, to executive leadership and the Trustees or relevant committee.

Depending on the circumstances, corrective action may include:

immediate correction or withdrawal of inaccurate or misleading information;

a
b. notification to affected applicants or students;

C. suspension of recruitment or contracting activity pending clarification;

d. amendment of an unfair or unclear contractual term;

e. refund, compensation or other remedy where legally or contractually appropriate;

f.  partner escalation and corrective action;

g. additional staff training or control changes;

h. consideration of whether any regulator, redress body, insurer, auditor or other authority should be notified;

and

a documented root-cause review where the issue is material or recurring.

19. Policy approval and review
This policy is approved by the Trustees. It will be reviewed at least annually and sooner where there is a material change in
consumer law, CMA guidance, OCRPL's programme portfolio, contractual model or partnership arrangements.

The review must confirm not only that the legal references remain current, but also that the policy accurately describes
OCRPL’s actual structures, programmes, responsibilities, evidence systems and practices.

20. Related OCRPL documents

Student Terms and Conditions (currently C5 or successor document);

a
b. Student Complaints Procedure and Academic Appeals Procedure (C2 or successor documents);

C. Student Protection Plan / student protection arrangements (C3 or successor documents);

d. Refund and Compensation Policy (currently C6 or successor document);

e. OCRPL’s current Privacy Notice and approved data-protection / records-management arrangements;
f. applicable OCRPL or partner academic regulations and programme specifications;

g. Partnership agreements and Programme/Partner Responsibility Matrix;

h. GRC/ Risk Management framework; and
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i. anyapproved OCRPL Intellectual Property, Marketing, Admissions or other policies relevant to the student
relationship.

21. Official legal and consumer-protection references

a. Digital Markets, Competition and Consumers Act 2024

b. Consumer Rights Act 2015

C. Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013

d. CMA207 - Unfair commercial practices

e. CMA37 — Unfair contract terms guidance and CMA guidance on writing fair consumer contracts

f. UK Code of Non-broadcast Advertising and Direct & Promotional Marketing (CAP Code), where applicable

22. Institutional status and interpretation

For the purposes of this policy, OCRPL is an Independent Alternate Provider of Higher Education (IAPHE). Nothing in this
policy should be read as representing OCRPL as an OfS-registered provider, an OIA member, a university, a degree-awarding
body or a UK Student sponsor.

Where a programme is delivered with a partner or awarding university, the legal and academic responsibilities of each
organisation are governed by the applicable agreement, student terms and programme information. OCRPL will not make
consumer-facing claims on behalf of another institution unless those claims are authorised and supported.
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