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Booking, Cancellation and Deferral Terms & Conditions

Definitions

Course Start Date The advertised start date of the course. For online courses, this may include a Meet and
Greet taking place before the First Teaching Session.

First Teaching Session The first scheduled session in which course teaching takes place. A Meet and Greet does
not constitute a teaching session.

Known Absence An absence, or potential absence, from a scheduled teaching session that the learner is
aware of, or could reasonably anticipate, before the Course Start Date, even where the
exact date or extent of the absence is not yet known.

Unforeseen Absence An absence from a scheduled teaching session due to circumstances that arise after the
learner has commenced the training and could not reasonably have been anticipated
beforehand.

Missed Session Any absence from a scheduled training session (with the exception of the Meet and Greet

for Online courses) of more than 30 minutes. This includes arriving more than 30 minutes
late, leaving more than 30 minutes before the scheduled end of a session, or being absent
for more than 30 minutes during a session.

Diploma Track A pre-specified series of training modules designed to be taken as a full Diploma
Programme from Module 1 through to Module 4. These will be advertised on the website as a
full track

Short Notice Bookings A booking made within 6 weeks of the Course Start Date

Last Minute Bookings A booking made within 2 weeks of the Course Start Date

Booking and Confirmation

Booking is made online via our website www.lwdwiraining.uk.
A 25% deposit minimum is required for you to secure your booking. All bookings include a £12.50 a non-refundable and non-
transferable booking fee.

Following your booking, you will receive a registration acknowledgement confirming that we have received your booking and
reserved your place. A registration acknowledgement does not mean that your course has been confirmed.

Where a course has not already been confirmed at the time of booking, you will receive a separate written notification from us
confirming that your course has been confirmed once the minimum number of registrations has been reached. The opening of
the Virtual Classroom, or any other communication relating to your course, does not constitute confirmation that your course
has been confirmed unless this is expressly stated in writing by LWDW Training.

If a course is unable to be confirmed because the minimum number of registrations has not been reached, you will be entitled
to a full refund of any deposit paid. Please see '‘Cancellations by LWDW Training*' below for further information.

We recommend that you do not book travel, accommodation, or incur any other expenses until you have received written
confirmation that your course has been confirmed. However, whether or not a course has been confirmed, LWDW Training
accepts no responsibility or liability for any travel, accommodation, subsistence, or any other costs or expenses incurred by you
in connection with attending our training.

Diploma Track Booking:

Booking a Diploma Track is a commitment to the specified Modules 1- 4 and transfers between tracks are not permitted.
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If you cancel, withdraw from, or are unable to complete a module within your booked Diploma Track, you will be unable to
continue with the remaining modules within that Track. Your place on the remaining modules will therefore be cancelled and
the fees payable or retained will be determined in accordance with our Cancellation Policy.

In exceptional circumstances, LWDW Training may consider a request to transfer to an alternative module or Track. Any
transfer is at the discretion of LWDW Training and subject to availability.

Diploma Track Discounts:

Where a Diploma Track Discount is available, the discount is available on Modules 2 - 4 when booking a full Diploma Track.
Please refer to our website for the current discount rate.

To receive the Diploma Track discount, Modules 2 - 4 must be booked within four (4) weeks of booking Module 1and must
form part of the same advertised Diploma Track.

The Diploma Track Discount is not transferable to an alternative Track, and any transferred modules will be charged at the
applicable non-discounted fee, with any additional amount invoiced at the time of booking and treated in accordance to our
Deferral Policy below.

Short Notice and Last Minute Bookings:

There is no deposit option available for Short Notice or Last Minute Bookings and the full payment is required before securing
a place on the training. Enrolment deadlines will be adjusted for both short and Last Minute Bookings and you will be informed
of this upon booking. Failure to complete any of the enrolment activities within the given deadline will result in you not being
able to begin the training and for your place to be lost. In this instance the course fee will remain payable in line with our
cancellation policy.

Payment

We require a minimum of 25% deposit to secure your place on a training course. We will notify you of the final date for receipt
of your outstanding balance, if applicable. The full balance becomes due six weeks before the Course Start Date at the latest.
Failure to make payment in full by the agreed due date will result in you not being able to attend the training and will result in
your booking being treated as a cancellation.

For residential trainings, a secondary payment of 25% will be payable 12 weeks before the Course Start Date, with the final
50% of the payment due 6 weeks before the Course Start Date.

Payment can be made in two ways:

¢ Online via one of our supported payment third parties (Stripe, Apply Pay, Klarna) using your credit card — please select
Credit card (online) during Registration on the website. Payment via this method will ensure immediate registration on
the course selected.

e By bank transfer — please select this method during registration on the website. Your registration will not be approved
or guaranteed until the relevant payment has been received.

By BACS: Triodos Bank, A/c Name: LWDW Training Ltd, Sort Code: 16-58-10, Account No: 20713924

We do not accept cheque or cash payments.
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Course Requirements and Pre-Requisites

Access to learning: All courses are delivered in English, and you will be required to have good spoken English to be able to
engage fully in group discussions. For individuals who communicate in English but require additional support to access the
learning, such as interpreters for the deaf, we ask that you contact the office prior to the course so we can ensure you have the
correct support in place.

Equipment: All courses, whether delivered online or in person, include access to a Virtual Classroom. You will therefore require
access to a laptop or desktop computer for the duration of your training. Phones and tablets are not compatible with the Virtual
Classroom and cannot be used as an alternative.

For online and blended training, your computer must also have a webcam, speaker and microphone, or a suitable headset,
together with a reliable internet connection. LWDW Training cannot be held responsible for poor internet connectivity.

IT Skills: All learners are required to have a basic level of IT literacy, or access to someone who can provide them with the
necessary IT support, to complete the computer-based elements of the training. This includes common tasks such as
accessing websites, using email, downloading, opening, saving and uploading documents and navigating online learning
materials. LWDW Training will provide guidance and support in using the specific online systems and platforms required for
your course, however, we are unable to provide general IT support or training in the use of computers, devices, software or
internet services.

Online learning environment: For online training, learners must attend the full session from a quiet, private space that is free
from distractions. No other person should be present or able to hear or take part in the session unless this is agreed in advance
as part of a Learner Support Plan. Learners must not eat, smoke or vape during any part of the session.

Enrolment Activities: The enrolment activities for each course are a mandatory requirement to be completed before the start
date of the training. Failure to complete any of the enrolment tasks within the given deadline of the course will result in you not
being able to begin the training on the stated day and for your place to be lost. In this instance you will not be entitled to a
refund and the course fee in its entirety will remain payable.

Pre-requisites: All participants must be 18 years old or over. All participants who have experienced a significant bereavement
within the last 18 months will be required to have a conversation with a member of our team to explore when the best time to
undertake the training will be for them. At the time of booking, you are asked to let LWDW Training know of any significant
bereavement within the last 18 months, or any life event which may affect your ability to take part in the training. You are
responsible for assessing their own personal readiness to begin the training before attending, and any cancellations that arise
from not disclosing this information during the booking process will be handled in accordance with our Cancellation Policy
below.

Additional Pre-requisites for each course are detailed on the website at the time of booking.

Programme Progression: Progression from the Foundation Training to the Diploma Programme must be within 2.5 years of
completing the Foundation Training. Within this, the following restrictions apply:
- amaximum of 9 months from completing the Foundation Training to complete submissions for the Foundation
Certificate
- amaximum of 2 years from completing the Foundation Training to complete the Progression Assignment.
- amaximum of 2 years from receiving the Progression Assignment Certificate to completing the Diploma Application Form
- amaximum of 2 years from receiving the Progression Statement (achieved after successful completion of the
Progression Assignment and Diploma Application) to be eligible to book the first Diploma Module.
Diploma Learners are given a maximum of 18 months between the completion of one Diploma Module and booking onto the

next Diploma Module.
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If learners are unable to progress within these time frames, then repetition of the programme will be required.

Commitment, Missed Sessions (& Assessment Deadlines

Booking a place represents a commitment to every session of the course booked until the end date. Before booking please
ensure that you can commit to all dates and keep these free of other commitments.

Known Absence

In the case of a Known Absence the Missed Session catch-up arrangements set out below will not apply. Your booking will
instead be treated as a cancellation in accordance with our Cancellation Policy.

If you subsequently wish to undertake the training, you will be required to make a new booking, at your own cost, for a course
that you intend and are able to attend in full.

Unforeseen Absence

We recognise that circumstances may arise unexpectedly once training is underway which prevent a learner from attending a
scheduled session. Where this happens, the absence will be treated as a Missed Session and the relevant Missed Session and
catch-up arrangements set out below will apply.

If you are unable to attend the First Teaching Session of your Foundation Training, or the First Teaching Session of any
Diploma Module, your place on the relevant course or module will be cancelled in accordance with the cancellation terms set
out in our Cancellation Policy below.

Missed Sessions on Foundation Training

Certification can only be achieved by attending ALL sessions of the course or demonstrating coverage of all learning
objectives in line with our framework. Failure to attend sessions of the course will mean you will not achieve certification and
subsequently unable to progress further onto the Diploma Programme until certification is achieved.

For all Missed Sessions you must complete the required catch-up activity within the timescales set out below. Due to the
experiential and group-based nature of the training, the method of catch-up will be determined by LWDW Training and may
include attendance at the equivalent session on a future course or completion of an alternative learning activity with
supporting evidence.

A maximum of three (3) Missed Sessions may be completed through catch-up arrangements.

Where an exceptional and unforeseen circumstance prevents you from attending the final four (4) consecutive sessions of
the course, LWDW Training will consider whether alternative arrangements may be possible. Any such consideration will be
made on an individual basis and will take account of the circumstances, the learning already completed.

Except for the exceptional circumstances described above, if you miss more than three (3) sessions, it will not be possible
to complete the required learning for certification. You may continue to attend the remainder of your course; however, you
will not be eligible to achieve certification. If you subsequently wish to receive your certificate, you will be required to re-
register onto an alternative course and pay the full fee and fulfil the certification criteria of that course.

All catch-up requirements must be completed within nine (9) months of your course end date.
To ensure catch-up places are allocated fairly and to minimise administration, catch-up arrangements are normally made

after your course has ended, once the total number of sessions you have missed is known. LWDW Training will contact you
after your course to arrange your catch-up requirements. If you do not respond or do not make arrangements within the
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required timeframe, we will not issue further reminders. It remains your responsibility to complete all catch-up requirements
within nine (9) months of your course end date.

Catch-up places are limited and are subject to availability and cannot be guaranteed with any particular timeframe. We
cannot guarantee that catch-up sessions will be available on your preferred course, at your preferred venue, or through
your preferred method of delivery. Where possible, all required catch-up sessions will be arranged as part of a single catch-
up booking.

The fees for Missed Sessions are as follows:
. £25 for each Missed Session requiring catch-up.
. £50 non-refundable administration and arrangement fee (£25 administration and £25 arrangement) is
payable each time we arrange a catch-up booking.

Where all Missed Sessions are arranged together as a single catch-up booking, only one administration and arrangement
fee will apply. If you ask us to arrange catch-up sessions separately, or if an existing catch-up booking needs to be
amended or re-booked, a further £50 non-refundable administration and arrangement fee will be payable for each
additional booking or amendment.

All Missed Sessions and administration fees are required to be paid in full in advance of your Missed Session being
arranged.

If you fail to attend a booked catch-up session, no refund will be given. Any replacement catch-up booking will be subject to
availability and will incur the applicable catch-up fee together with a further administration and arrangement fee.

Missed Sessions on Diploma Training

Attendance at all scheduled Diploma training sessions is required in order to progress through the diploma and
subsequently achieve certification.

If you are unable to attend a session, you will be required to complete the learning missed by undertaking an additional
piece of work and attending a catch-up tutorial with one of our trainers (up to a maximum of 60 minutes). Both elements
must be completed before the Missed Session can be considered complete.

A maximum of three (3) Missed Sessions per Diploma module may be completed through catch-up arrangements. If you
miss more than three sessions per Diploma module, it will not be possible to complete the required learning for progression.
You may continue to attend the remainder of your course; however, you will not be eligible to achieve progression and
certification. If you subsequently wish to progress, you will be required to re-register for the relevant module(s) and pay the
full fee for a new course and fulfil the certification criteria of that course.

All catch-up requirements relating to Missed Sessions must be completed within nine (9) months of the end date of the
relevant Diploma module. This includes completion of the additional piece of work and attendance at the catch-up tutorial. If
you fail to complete the required catch-up within this period, you will not be eligible to achieve module sign off and will be
unable to progress to the next Diploma module.

Should you subsequently wish to progress, you will be required to re-register for the relevant module(s), and pay the full fee
for a new course and fulfil the certification criteria of that course.

The fees for Missed Sessions are as follows:
. £65 for each Missed Session requiring catch-up.
e A £25 non-refundable administration fee is payable each time we arrange a catch-up booking.
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Where more than one Missed Session is arranged as part of a single catch-up booking, only one administration fee will
apply. If you ask us to arrange catch-up sessions separately, or if an existing catch-up booking needs to be amended or re-
booked, a further £25 non-refundable administration fee will be payable for each additional booking or amendment.

All Missed Sessions fees are required to be paid in full in advance of your Missed Session being arranged.

Catch-up tutorials are subject to trainer availability and cannot be guaranteed within any particular timeframe. We therefore
encourage you to consider any absence carefully.

If you fail to attend a scheduled catch-up tutorial, no refund will be given. Any replacement tutorial will be treated as a new
catch-up booking, subject to availability, and the applicable catch-up fee together with a further administration fee will be
payable.

Completion of each Diploma module is a prerequisite for progressing to the next module. For the purposes of these Terms
and Conditions, a module is only considered complete when you have attended all required training sessions (including any
approved catch-up activities) and successfully met the module assessment requirements.

If you have not completed a module, you will not be permitted to attend the subsequent module until all outstanding
attendance and assessment requirements have been successfully completed.

If you have already booked a subsequent module and are unable to attend because you have not completed the
prerequisite module, your inability to attend will be treated in accordance with the cancellation policy. This applies to both
Diploma Track bookings and individual module bookings.

Assessment Deadlines:
Deadlines for all assessments will be provided during the training. Any submissions outside of the set deadlines may be
subject to a late marking fee or administration fee.

Training materials, recordings and confidentiality

You must not record any training session, in whole or in part, without the prior written consent of LWDW Training.

All training materials, handouts, slides, recordings and related content remain the intellectual property of LWDW Training
unless otherwise stated. Materials are supplied for personal learning purposes only and must not be reproduced, distributed,
shared or used for commercial purposes without prior written permission.

You are expected to respect the confidentiality of personal information shared by trainers or fellow learners during the training.
Information disclosed within training exercises, discussions or reflective activities should not be shared outside the training
environment unless expressly authorised by the individual concerned.

Personal information provided to LWDW Training will be processed in accordance with applicable UK data protection
legislation and our Privacy Policy, available on our website.

Changes to course arrangements

LWDW Training is committed to delivering all scheduled training wherever reasonably possible. To enable training to proceed,
LWDW Training reserves the right to make reasonable changes to course arrangements where necessary.

Such changes may include, but are not limited to:

- changes to the training team or facilitator(s);

- minor amendments to the timetable or order of sessions, provided these do not materially alter the overall duration or
learning outcomes of the course;

- changes to the training venue, provided any alternative venue is within 10 miles of the originally advertised venue.
Wherever reasonably practicable, learners will be notified before the course is confirmed;
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- changes to the mode of delivery, including from face-to-face to online or blended delivery, where this is reasonably
necessary to ensure the training can proceed.

Reasonable changes of this nature do not constitute cancellation by LWDW Training and do not, in themselves, entitle you to
cancel, defer or receive a refund other than in accordance with the Cancellation and Deferral Policies set out in these Terms and
Conditions.

Circumstances Beyond Our Reasonable Control

LWDW Training shall not be liable for any delay, postponement, amendment or cancellation of training arising from circumstances
beyond its reasonable control, including (but not limited to) severe weather, natural disasters, venue unavailability, trainer iliness,
industrial action, utility failures, transport disruption, government restrictions, public health emergencies, or failures of
communications or information technology systems.

In such circumstances, LWDW Training will use reasonable endeavours to minimise disruption and, where practicable, will offer an

alternative training date, combine the training with another suitable course, provide an alternative delivery method, or make other
appropriate arrangements to enable learners to complete their training.

Cancellation Policy

All cancellations must be received in writing either by email to bookings@livingwelldyingwell.net

The following conditions will apply:

Cancellation received Fee retained

Within 14 days of the booking date £12.50 non-refundable booking fee

o i -
Over 14 days from the booking date 25% of fee (a non-refundable deposit

element)
14 — 28 days before the start of the course 50% of the full course fee
0 - 14 days before the start of the course 100% of the full course fee

Residential cancellations:

Where you cancel your place on a residential course more than 14 days after making your booking, or where you have
accepted a short-notice or last-minute place on a residential course, no refund of the accommodation and catering costs will
be available, regardless of the reason for cancellation, as these costs will already have been committed to the venue provider.
For this reason, we strongly recommend that you take out appropriate travel and/or cancellation insurance at the time of
booking to protect the full cost of their booking, including accommodation and board, should they be unable to attend for any
reason.

Diploma Track Cancellations and Non-Completion:

If you cancel, withdraw from, or are unable to complete a Diploma Module, you will not being able to continue onto with the
remaining modules within your booked Diploma Track. The remaining modules will be treated as a cancellation in line with the
Cancellation policy. Please also see ‘Your Commitment & Missed Sessions’ for clarification. You will be able to book a place on
an alternative track (where places are available) at the full fee rate.
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Government Restrictions and Public Health Requirements:

Where you are unable to attend training because you are required to comply with a local, national or international government
restriction, public health requirement, or other official direction that prevents their attendance, LWDW Training will refund any

course fees paid, less the non-refundable deposit of 25% of the full course fee. The retained deposit will be transferred to an

alternative course in line with our Deferrals Policy below. LWDW Training may require reasonable supporting evidence before
a deferral is agreed.

Deferral Policy (Transfer Policy)

Other than in the circumstances specifically provided for in these Terms and Conditions, requests to defer (transfer) to an
alternative course will only be considered in exceptional circumstances and is at the full discretion of LWDW Training.
Deferrals can only be offered to those who have paid a minimum of 25% of the course fee. The amount already paid will be
retained by LWDW Training as part or full payment towards an alternative training course. Deferrals are not available to
individuals who have been awarded a 100% bursary.

In all other circumstances, deposits are non-transferable and non-refundable, and you will need to re-book at current rates.
LWDW will always exercise sensitivity with regard to learners’ personal circumstances.

Deferrals:

Where a deferral is agreed a non-refundable administration fee of £25 will be charged at the point of agreeing the deferral. If
the fee for the new training course is different to the original training course booked, then the fee of the new training course will
be charged. In the instance that the new fee is higher, then an additional invoice will be sent with payment terms in line with the
new training course payment terms.

The retained fee will be held for a maximum of 12 months and although LWDW Training will attempt where possible to keep the
deferred learner on the high priority list, it is the responsibility of the deferred learner to regularly check for availability and
initiate the booking process. If the deferred learner does not take up a place on an alternative training course with the time
frame set then the deferral will be treated in line with our cancellation policy.

At the point that a new training course is booked, the new training course will supersede the original training course, and the
terms and conditions will apply effective from the new date of booking.

Deferrals (Transfers) on the Diploma Track:

Where LWDW Training agrees to a transfer from a Diploma Track to an alternative module or Track, a non-refundable
administration fee of £25 will be payable. The discounted fee applied to the original Diploma Track will not transfer to bookings
outside that Track. Any alternative modules will therefore be charged at the applicable non-discounted fee, and any additional
amount will be invoiced and must be paid in accordance with our standard payment terms.

Deferrals due to Government Restrictions as outlined in the Cancellation Policy or in the event of Cancellation by LWDW
Training:

The retained fee will be held by LWDW Training for a maximum of 24 months. If you do not accept a place on an alternative
course within this period, the retained fee, equivalent to 25% of the original course fee, will be retained by LWDW Training and
is non-refundable. Any additional fees paid above this amount will be returned to you via bank transfer. LWDW Training is
under no obligation to ensure that a training place is available for a learner who has deferred their place.

If the new training course offered to you is of a higher price than the original training course you had been booked to attend,
then LWDW Training will honour the cost of the original training course.
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If you chose to withdraw from the Deferral then the deposit value of the course fee (25% of the original course fee) will be
retained and will be non-refundable and non-transferable.

At the point that a new training course is booked, the new training course will supersede the original training course, and the
terms and conditions will apply effective from the new date of booking.

Cancellations by LWDW Training

Whilst every effort will be made to deliver training as advertised, LWDW Training reserves the right to make reasonable
changes, including to the training venue, delivery method, times or training team, where this is necessary to enable the training
to proceed.

In the unlikely event that LWDW Training is unable to deliver a scheduled training session or course, we will endeavour to offer

a suitable alternative, including rescheduling the session or transferring you to another available course at no additional cost to
you. Where this is not possible, or where the alternative is not suitable, you may choose either:

e afullrefund of the applicable training fee; or
e todefer your place in accordance with the Deferral Policy above.

LWDW Training accepts no liability for travel, accommodation or any other costs incurred by you as a result of a cancellation.
This includes any accommodation or other non-training costs associated with residential training.

Diploma Track Cancellations:

In the unlikely event of cancellation by LWDW Training you will be offered either a full refund of the cancelled module or to be
deferred onto an alternative course as per our Deferral Policy above. In this instance you will not lose your discounted rate, and
this will be applied to all subsequent modules booked that are outside of the original Diploma Track. Where possible, the pre-
existing dates of the Diploma Track will be used.

Residential Accommodation:

Where training includes residential accommodation and catering, the accommodation and catering element of the fee is paid
directly to, and retained by, the venue provider to secure your booking. LWDW Training does not retain these accommodation

and catering fees.

If LWDW Training is required to cancel a residential training course, we will refund any training fees paid in accordance with this
policy. However, unless the venue provider refunds the accommodation charges to us, we will be unable to refund the
accommodation element of your booking.

For this reason, we strongly recommend that you take out appropriate travel and/or cancellation insurance at the time of
booking to protect the full cost of their booking, including accommodation and board.

Withdrawing from Training

You are able to withdraw from the training at any time. If you choose to withdraw from the training you will not be entitled to a
refund and all outstanding fees will remain payabile in full.

LWDW Trainings’right to refuse training

LWDW Training has the right to refuse training to anyone under the following circumstances
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¢ Health and Safety Risks: If a learner’s participation presents a safety risk to themselves, other
learners, or trainers. This includes situations where the learner is under the influence of
alcohol or drugs, or has a medical condition that prevents safe participation.

¢ Non-Compliance with Prerequisites: If a learner does not meet the prerequisites required for
the training programme, including the completion of enrolment activities within the deadlines
specified.

e Disruptive Behaviour: If a learner engages in disruptive, abusive, or inappropriate behaviour
that hinders the learning environment or poses a threat to others.

¢ Conflict of Interest: If a learner’s participation in the training programme poses a conflict of interest that could
compromise the integrity of the training, the organisation, or other learners. This includes situations where the
learner’s involvement could give them an unfair advantage or access to confidential information.

¢ Reputational Risk: If a learner’s behaviour, background, or affiliations pose a potential
reputational risk to LWDW Training or its stakeholders. This may include prior or current
conduct; for example slanderous or libelous statements; that are untrue or inconsistent with
the values and standards of the organisation.

e Inability to work within, uphold or demonstrate the LWDW Values: If learners have been
unable to satisfactorily demonstrate understanding of: Holding Space, The Relationship
Model, Trust in the Process, Being Boundaried, Facilitative, Holding of Information. LWDW
Training values are integral to the work carried out by LWDW End of Life Companions and
Doulas. Failure to Adhere to Policies and/or Learner Agreements: If a learner fails to comply
with the organisation’s policies, procedures, or code of conduct, including attendance
requirements.

e Lack of Payment: If a learner has outstanding fees or has failed to meet the financial
obligations associated with the training programme.

e Health or Welfare Concerns: If it is determined that participation may adversely affect the
learner’s health or well-being.

Removal from training after commencement: LWDW Training reserves the right to remove a learner from training after
commencement where circumstances arise that would have justified refusal of training under the Right to Refuse Training
policy. In such circumstances refunds will not normally be offered and outstanding fees will remain payable.

Please refer to our Right to Refuse Training Policy on our website for further information about our right to refuse training.
Office 2, 1st Floor, 139 High Street Lewes, BN7 1XS

www.lwdwtraining.uk

info@livingwelldyingwell.net

01273 1025M @




