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IBS Cancellation and Refund Policy

INTRODUCTION:

e Institute of Banking Studies (IBS) pays special attention to ensure that the written
cancellation and refund policy pertaining to cancellations, withdrawals, and terminations is
clearly stated to both prospective nominees before enrollment and trainees, consistently
followed, and publicly available. Since transparency is a major core value of IBS; IBS
guarantees for every nominee or trainee, beneficiary and stakeholder the right to access
and review cancellation and refund policy.

e Participants at IBS’s training activities are mainly nominated by institutions that
contributes in covering IBS expenses (e.g. Central Bank of Jordan, working traditional and
Islamic banks, and specialized financial institutions set by IBS Board of Directors (BOD)),
local financial institutions, and other local institutions. The rest of participants are
nominated by institutions from outside Hashemite Kingdom of Jordan or private self-
funded individuals.

GENERAL RULES:

1. IBS’s Cancellation and Refund Policy has fair and equitable, clearly defined, and uniformly
administered policies for cancellations, withdrawals, and terminations. No discriminated
treatment can be applied for any nominee/trainee with respect to refunds base on the
source of the funding or the timing of disbursement or payment.

2. IBS make the Cancellation and Refund Policy available (either in Arabic or English language)
for a prospective nominee or trainee in advance before enrollment. IBS Cancellation and
Refund Policy is published on IBS website for knowledgment; also the policy is attached
with every training activity’s circulation letters/emails, in addition to distributing copies of
the policy to the trainees at the start of any training activity.

3. The nominee/trainee must fill out the registration application and sign an attestation that
he/she received the Cancellation and Refund Policy along with the required costs details
(Participation fees, non-refundable and any extra costs) and the specific training activity’s
details and related administrative/organizational instructions.

4. The nominating institution or individual nominee/trainee have the right to cancel their
enrollment into the program at any time. Receiving a refund is not contingent on verbal or
written notification of cancellation or withdrawal. The tuition refund will be calculated and
processed as per Institute refund policy.
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5. Refund calculation will depend on the pro rata portion not completed (based on the
actually remained or not attended training hours out of the training activity’s total training
hours) out of the total tuition paid. Items that are clearly stated as non-refundables in the
training activity circulation letter (refer to “Non-Refundable Charges” below) will be
deducted.

6. IBS will keep sufficient documentations for each nominee/trainee who cancels, withdraws,
or been terminated from a training activity in order to demonstrate that refunds are timely
and accurate. Documentation must include at least:

a. Nominee/trainee’s registration.

b. The related training activity’s details (title, date, timing....etc.).
c. Nominee/trainee’s Last Date of Attendance (LDA) in the class.
d

Date of Determination (DOD) that nominating institution/nominee/trainee gives
written or verbal notice of withdrawal to IBS, or the date that IBS terminates or
administratively withdraws the trainee, by applying the IBS’s attendance, conduct,
or satisfactory academic progress instructions.

e. Total amount paid by the nominating institution or by the self-funded individual.

f. Charges to the Nominee/trainee and itemized non-refundables (refer to “Non-
Refundable Charges” below).

g. Total training hours actually attended and resulting percentage of training
completed.

h. Calculation of refund.

i. Proof of refund/payment.

CANCELLATION, TERMINATION & WITHDRAWAL.:

1. Rejection of a Nominee: If a nominee is rejected for enrollment by IBS, or if a prospective
international nominee has his/her visa application rejected, a refund of all amounts paid
must be made to the nominating institution or to the rejected self-funded nominee, less
non-refundable charges (refer to “Non-Refundable Charges” below.

2. Program Cancellation: If IBS cancels a training activity subsequent to a nominee’s
enrollment, IBS will refund all amounts paid by the nominating institution or by the self-
funded nominee.

3. Cancellation Prior to the Start of Class/Session or No Show Case: If a nominee accepted
by IBS cancels prior to the start of scheduled training activity or never attends class (no-
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show case), IBS will refund all amounts paid, less non-refundable charges (refer to “Non-
Refundable Charges” below.

4. Cancellation or Withdrawal After the Start of Class/Session:

e Refunds for all trainees, regardless of the cost of tuition, will be calculated based on the
trainee’s period of financial obligation, trainee’s last day of attendance (LDA).

e Period of Financial obligation is considered based on the portion of the program for
which the trainee is legally obligated to pay, which may be less than the full program
and may not.

e In case a trainee attends at least one class/ session but did not completed his/her
course/program, the following will be applied taking into consideration that the trainee
is not eligible for any refund after the halfway point (50%) of the enrolled in activity
exceeded:

a) No refunds are applicable if the training course / program length is equal or less
than 30 training hours (special exception may occur; refer to paragraph (c) below).

b) If the training course /program length is more than 30 training hours; refund is
applicable. Refund calculation will depend on the pro rata portion not completed
(based on the actually remained or not attended training hours out of the training
activity’s total training hours) out of the total tuition paid. Items that are clearly
stated as non-refundables in the training activity circulation letter (refer to “Non-
Refundable Charges” below) will be deducted. Refund calculation equation will be
as follows:

(Remaining or not attended training hours

— X Participation fees per trainee ) — Itemized non refundable extra costs
Total training hours

c) Some mutual programs in cooperation with regional/international institutions may
require special arrangements regarding the refund issue according to the mutual
consent between IBS and the regional/international partner. Such special case will
be clearly stated in the mutual program’s circulation letter).

d) In case a registration for a certification examination was cancelled or no show case
occurred; the refund policy of the certification’s issuing body will be applied as
clearly stated in the certification examination circulation letter.

REFUND DUE DATES:
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If a nominee cancels prior to the start of scheduled training activity or never attends class
(no-show case); all refunds due will be settled within forty-five (45) calendar days of the
first scheduled day of the training activity or the date of cancellation, whichever is earlier.

For the nominee who attends at least one training session at the institute but does not
complete his/ her program; the refund due will be calculated using the last date of
attendance (LDA) and will be settled within forty-five (45) calendar days from the
documented date of determination (DOD). The date of determination is the date the
trainee gives written or verbal notice of withdrawal to the IBS or the date the IBS
terminates or administratively withdraws the trainee. In case the trainee provides
advanced notice of withdrawal such that the 45-days window for refund processing ends
before the last date of attendance (LDA), the refund must be paid within forty-five (45)
calendar days from the last date of attendance.

Refund processing is based on the type of payment method used. IBS does not issue cash
refunds.

e Online (credit/debit cards): Refunds will be made onto the original mode of payment
and will be processed within 45 days depends on the issuing bank of the credit card.

e Online (eFAWATEERcom), Point of Sale (POS) Machine, Cash or cheque: Refund will be
issued in the form of a cheque payable to the trainee or the nominating institution who
made the payment, unless otherwise specified.

e Wire transfer: refund will be issued in the form of a wire transfer to the trainee or the
nominating institution who made the payment less wire transfer fees.

NON-REFUNDABLE CHARGES OTHER THAN PARTICIPATION FEES:

All extra costs (e.g. books, courier, registration/application fees, exam fees, travel fees,
supplies, equipment, IBS partner’s share from certification programs/examinations
including any taxes or charges been paid) or any similar charges not included in the
participation fees/price and are clearly stated, amounted and itemized as non-refundable
in the training activity circulation letter.

GENERAL TERMS AND CONDITIONS FOR ONLINE PAYMENT:

IBS accept payments online using Visa and MasterCard credit/debit card in Jordanian Dinar
(JOD), US Dollar (USD).
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The trainee will receive the payment receipt confirmation by email once he/she has made
the payment.

All credit/debit cards’ details and personally identifiable information will NOT be stored,
sold, shared, rented or leased by IBS to any third parties.

If a trainee make a payment for our training services on our digital platform
(Learnerslead.ibs.edu.jo), the details you are asked to submit will be provided directly to
our payment provider via a secured connection.

IBS takes appropriate steps to ensure data privacy and security including through various
hardware and software methodologies. However, IBS’s platform (learnerslead.ibs.edu.jo)
cannot guarantee the security of any information that is disclosed online.

IBS is not responsible for the privacy policies of websites to which it links. If you provide
any information to such third parties, different rules regarding the collection and use of
your personal information may apply. You should contact these entities directly if you have
any questions about their use of the information that they collect.

Some of the advertisements user/trainee sees on IBS digital platform are selected and
delivered by third parties, such as ad networks, advertising agencies, advertisers, and
audience segment providers. These third parties may collect information about you and
your online activities, either on IBS digital platform or on other websites, through cookies,
web beacons, and other technologies in an effort to understand your interests and deliver
to you advertisements that are tailored to your interests. Please remember that we do not
have access to, or control over, the information these third parties may collect. The
information practices of these third parties are not covered by this privacy policy.

IBS platform (Learnerslead.ibs.edu.jo) will NOT accept any payment for services to any
restricted countries by OFAC (Office of Foreign Assets Control) in accordance with the law
of Hashemite Kingdom of Jordan.

Customer using the IBS platform who are Minor/under the age of 18 shall not register as a
User of the digital platform and shall not transact on or use the digital platform.

The cardholder must retain a copy of transaction records and IBS policies.

User/trainee is responsible for maintaining the confidentiality of his account.

IBS platform Policies and Terms & Conditions may be changed or updated occasionally to
meet the requirements and standards. Therefore, the beneficiaries are encouraged to
frequently visit these sections in order to be updated about the changes on the platform.
Modifications will be effective on the day they are posted.
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GOVERNING LAW:

e Any dispute or claim arising out of or in connection with IBS’s platform shall be governed
and construed in accordance with the laws of Hashemite Kingdom of Jordan.
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IBS Policy for Class-Based Trainers Selection and Continuous Development
1. INTRODUCTION

Institute of Banking Studies (IBS) rely on high caliber part-time experienced trainers/
facilitators to implement and facilitate IBS Class-Based training activities. Accordingly, and
in order to ensure and guarantee the overall quality of the trainings offered at IBS to develop
the knowledge and skills of the employers’ trainees positively, and to assure achievement of
the intended learning objectives from each course/ program professionally; IBS set this
policy to clarify the required competencies for IBS approved/accredited trainers, in addition
to the orientation and the continuous development plans for its trainers for delivering Class-
Based training activities.

2. GENERAL POLICY STATEMENT

e In order to deliver IBS Class-Based training activities according to the highest learning
standards; IBS employs as part-timers highly qualified practitioners to implement and
facilitate those activities. The part-time trainers are mainly attracted from the banking and
financial sectors or any houses of expertise that can assist IBS to achieve its mission and
objectives.

« IBS have a team of trainers specializing in the different fields of IBS training activities whom
are capable to deliver trainings using Class-Based methodology. Nevertheless, IBS on a
regular basis looks for new trainers to enrich its pool depending on specific competencies and
requirements.

e IBS recently announces on public via its announcements boards, website, certain social
communication pages, or any other mean the expected requirements from any trainer in order
to be approved within IBS part-time trainers.

« IBS officially informs in advance any assigned trainer to deliver a Class-Based training
activity with the IBS expectations and requirements from each approved trainer during the
meeting and/or the orientation session; which will be documented through an official
assignment letter signed by IBS Director to keep each trainer aware about his/her rights and
responsibilities in order to guarantee a constant fruitful cooperation with any assigned trainer.

e IBS requirements to accredit a new trainer to be part of IBS Class-Based activities part-
time trainers:
1. Work experience in the related field (at least for Two years).

2. Training experience (at least two training activities).
3. Minimum of a Bachelor degree (or at least High College Diploma with five
years of work experience).

Last Revision/Update: October 2021 Page 10of 3
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4.

A specialized approved certification in training and/or facilitation techniques
(e.g. Train the Trainer (TTT), Train of Trainer (TOT), Certified Professional
in Learning and Performance (CPLP) ...etc.) is an advantage.

International certification in a related training’s field is an advantage; while
for International Certification Programs the trainer must be a holder of the
related certification that he will deliver training in (unless the trainer is been
provided/approved by the issuing body of the certification according to
agreed-upon criteria with IBS).

Have valid chartered from the issuing body through meeting Continuous
Professional Education (CPE) and/or membership requirements with issuing
bodies to ensure his/her updated body of knowledge required for the
certificate examination is an advantage for International Certification
Programs.

Voluntarily to attend the orientation and/or skills development sessions
designed by IBS free of charges as a virtual training or live classroom based
training as available is an advantage.

Trusted and/or formal recommendations when requested.

In addition to the Trainer’s Information form, to provide full soft copy
package containing his/her detailed resume, practical experiences, academic
certificates, professional certifications, delivered training track, updated list
for any development training and certifications attended, suggested training
courses.

e IBS policy for continuous development of IBS current/ongoing trainers:

To continue as a member of IBS part-time trainers, each trainer must meet the following:

1.

An acceptable training track record within the delivered IBS training
activities.

Commitment to stick with IBS Code of Ethics and the instructions provided
within the trainer’s assignment letter.

Achieve the passing requirements of any orientation session, and/or “IBS
Trainers’ Train the Trainer (TTT) Program”, and/or any related skills’
development sessions designed by IBS free of charges as a virtual training or
live classroom based training every three years.

Obtaining an International certification in the related fields is an advantage.
Providing attested evidences on self-development initiatives received by the
trainer outside IBS.

Last Revision/Update: October 2021 Page 2 of 3



Accredited by

ACGGETE

Accrediting Council for Continuing
[: > and Training

Institute of Banking Studies

IBS Policy for Class-Based Trainers Selection and Continuous Development

6. Voluntarily attend IBS’s class-based/virtual/blended courses/programs
scheduled each year covering different subjects he/she used to train and/or
competencies requested from IBS trainers, such as:

= Understanding the psychology of learning

= Training Methodologies

= Applying training and development technologies and methods

= Applying training content development techniques

= Evaluation Techniques

= Presentation Skills

7. Once announced when applicable, to attend IBS’s Annual one-day conference

scheduled each calendar year to discuss the latest trends and practices
followed internationally to develop trainer’s competencies and training post in
general.

3. MONITORING

e It is the responsibility of the related Training and International Certifications Divisions’
Heads in coordination with Quality Assurance Officer and IBS Director to ensure that all
aspects of this policy are applied throughout IBS activities and kept under revision.

4. GRIEVANCES

« Any complaints will be pursued through the official channels with the Quality Assurance
Officer under supervision of the Director of IBS.

Last Revision/Update: October 2021 Page 3 of 3
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1. INTRODUCTION

Since Institute of Banking Studies (IBS) started lately to deliver Interactive Distance
Learning (IDL) training and development activities to all employers/nominating institutions
mainly the banking and financial sectors’ institutions, and all other interested institutions and
individuals. IBS rely on high caliber part-time experienced trainers/facilitators to implement
and facilitate IBS IDL training activities. Accordingly, and in order to ensure and guarantee
the overall quality of the trainings offered at IBS to develop the knowledge and skills of the
employers’ trainees positively, and to assure achievement of the intended learning objectives
from each course/ program professionally; IBS set this policy to clarify the required
competencies for IBS approved/accredited trainers, in addition to the orientation and the
continuous development plans for its trainers for delivering IDL training activities.

2. GENERAL POLICY STATEMENT

e In order to deliver IBS newly launched Interactive Distance Learning (IDL) training
activities according to the highest learning standards; IBS employs as part-timers highly
qualified practitioners to implement and facilitate those activities. The part-time trainers are
mainly attracted from the banking and financial sectors or any houses of expertise that can
assist IBS to achieve its mission and objectives.

« IBS have a team of trainers specializing in the different fields of IBS training activities whom
are capable to deliver trainings using IDL methodology. Nevertheless, IBS on a regular basis
looks for new trainers to enrich its pool depending on specific competencies and
requirements.

e IBS recently announces on public via its announcements boards, website, certain social
communication pages, or any other mean the expected requirements from any trainer in order
to be approved within IBS part-time trainers.

« IBS officially informs in advance any assigned trainer to deliver an IDL training activity with
the following issues:

A. IBS expectations and requirements from each approved trainer during the meeting
and/or the orientation session; which will be documented through an official
assignment letter signed by IBS Director to keep each trainer aware about his/her
rights and responsibilities in order to guarantee a constant fruitful cooperation with
any assigned trainer.

B. A detailed guiding manual will be attached to the official assignment letter describing
the functionalities and options of the used software (MS Teams or Zoom) to deliver
the IDL training activity. The manual will cover all the needed steps starting from the
basics with illustrated screen for each step and a short videos links wherever available
after each step.
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e IBS requirements to accredit a new trainer to be part of IBS IDL activities part-time

trainers:

1
2.
3.
4

10.

Work experience in the related field (at least for Two years).

Training experience (at least two Class-Based training activities).

Virtual training experience is an advantage.

Minimum of a Bachelor degree (or at least High College Diploma with five
years of work experience).

A specialized approved certification in training and/or facilitation techniques
(e.g. Train the Trainer (TTT), Train of Trainer (TOT), Certified Professional
in Learning and Performance (CPLP) ...etc.) is an advantage.

International certification in a related training’s field is an advantage ;while
for International Certification Programs the trainer must be a holder of the
related certification that he will deliver training in (unless the trainer is been
provided/approved by the issuing body of the certification according to
agreed-upon criteria with IBS).

Have valid chartered from the issuing body through meeting Continuous
Professional Education (CPE) and/or membership requirements with issuing
bodies to ensure his/her updated body of knowledge required for the
certificate examination is an advantage for International Certification
Programs.

Voluntarily to attend the orientation and/or skills development sessions
designed by IBS free of charges as a virtual training or live classroom based
training as available is an advantage.

Trusted and/or formal recommendations when requested.

In addition to the Trainer’s Information form, to provide full soft copy
package containing his/her detailed resume, practical experiences, academic
certificates, professional certifications, delivered virtual training track,
updated list for any development training and certifications attended,
suggested training courses.

e IBS policy for continuous development of IBS current/ongoing trainers:

To continue as a member of IBS part-time trainers, each trainer must meet the following:

1.

An acceptable training track record within the delivered IBS training
activities.

Commitment to stick with IBS Code of Ethics and the instructions provided
within the trainer’s assignment letter.

Achieve the passing requirements of any orientation session, and/or “IBS

Trainers’ Train the Trainer (TTT) Program”, and/or any related skills’
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development sessions designed by IBS free of charges as a virtual training or
live classroom based training every three years.
. Obtaining an International certification in the related fields is an advantage.

5. Providing attested evidences on self-development initiatives received by the
trainer outside IBS.

6. Voluntarily attend IBS’s class-based/virtual/blended courses/programs
scheduled each year covering different subjects he/she used to train and/or
competencies requested from IBS trainers , such as:

= Understanding the psychology of learning

= Virtual training methodologies (IDL, e-Learning, Blended, etc.)

= Applying virtual training and development technologies and methods
= Applying virtual training content development techniques

= Virtual and live evaluation Techniques

= Presentation skills

7. Once announced when applicable, to attend IBS’s Annual one-day conference
scheduled each calendar year to discuss the latest trends and practices
followed internationally to develop trainer’s competencies and training post in
general.

3. MONITORING
e It is the responsibility of the related Training and International Certifications Divisions’

Heads in coordination with Quality Assurance Officer and IBS Director to ensure that all
aspects of this policy are applied throughout IBS activities and kept under revision.

4. GRIEVANCES

e Any complaints will be pursued through the official channels with the Quality Assurance
Officer under supervision of the Director of IBS.
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Chair, Complaint Review Committee
1722 N Street, NW - Washington, DC 20036
Tel. : (202) 9551113

Email: complaint@accet.org
Website: www.accet.org
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