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In a careful review of refunds and in the light of my onw experience with
persons demanding refunds and due to two recent-upsets in organizations (hustralia
and London) re*ardin .-refunds, the. follcw1n; data “ay b; of assistance.

In 13 YQars'involéing hundfeds of thousands ot hourg of processznf and miliions
of dollars of income, in any orcanization wherc 1 was assuxing dircct command I
have always promptly and immediately caused to be refunded ﬂvxry‘pcnny>oflthe money
paid by any person’who whs dissatisficd with her or his. processing, This has been
the consistent policy I myself have worked with,

In all that time I have only refunded aoout 93 SOJ.

king

This is due in part to ensuring a certaxnty of results in any HGC and wor
hard to make sure the pe rcts results, regardless of the current style or ode

processxn o L e
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This low amound of refund is also due in p“rt to oy flrm policy that persons
who demand refunds may have them exactly aceording to the Code of 2 Scientologist,
but that ahy person domanding or accepting. refunds thereafter shall be refused as
an HGC preclear and postéd ‘for 'the informutlcn of field audltors.

P have only wotked then with these three.polLCLes:
(1) Refundat once in full any rofund demanded;
(2) Uork hard with tech staff to ensure #ood results;

(3) Forbid the sale of further processing to anyone recuiving a
refund and make the case know to Scientolozists.
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It is notable that all but one refund were mud2 to persons with histories of
insanity who had been accepted unwittinaly for processing.

Recently Australia was sufficiently reniss in following the Code of a
Scientolosist as to incur potential legal action, I 4id not understand why and
investigated, The facts resulted in ny sending a cable to the Continental Director
requesting that he do the usual - Refund the money and locate the by-passed charga.
The case promptly resolved, VWhat was shocking to me is that he nhad not immediately
refunded, whatever else he did, Of course he was absent when the incident occurred,
but still his first thoush on finding the matter out should have been to refund
the moncy, not beczuse of threatened legal action, but because AN ORGANIZATION IS
DOUND 3Y THE CODE OF A SCIENTOLOGIST.
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4 Central Organization is as successful as it gives good technical service,

A toush refund policy injects aberrated stable data apainst the confusion of
bad or poor technical service. A wind refund policy keeps technic2l on its toes,

The world of Scientology is based on 4ARCand held together with ARC. Dad
technical and tough attitudes concerning the remedy of poor.scrvica break down
this world,

My own often repcated policy to my pecsonal staff is "Give theu what they want
and keep them happy.” That sounds like o very indefinite policy indeed. But it
makes people face up to and handle individual confusions as they occur, cach on its
own nerits, it presupposc<s people arc basically ~ood and it is successful,

The more thetan you hawve present, the less policy you need and the better
things run. Only a thetan can handle a post or a pc. 4All he needs is the know-how
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of minds as cont2iped in Scicntolocy: That was all he vwver lacked. So, given that,
gsheer policy is poor stuff as it secks to mahe o datun stand where a beingt should
o, That's the whole story of the GiM's.  So why not have live orrs?

Dolicy Bs only vital where apreduent niust «xist betwesn two or more thetans
working® togethar. 3eyond that it fails. A needful policy is "Wet'll start work
on time" since without it the orj joes rajivd, & uscless policy would be "The
reiistrar must always smile at an Zpplidat® *fHr“that puts a datum where & person
should Dw. : Lo o '

So thérc are two kinds of policies - those neédcd to obtain work-toetner
ecse and thosc which svek to put a datum inscad of a beins in a position. The less
you have of thc latter the better things will get. The wmore reasonabdble the formncr,
the nmorc work will be done, :

4 refund policy is an agrcement type policy. Needful, 2ut it nust be very
nild indecd or-it will stand in licu of rood secrvica. o

The new policy then is?
hl
(1) Refuné any fees whon and as demanded whether for training or for
procassing;

(2) Refuse further and all future training or processing to anyone demanding
a refund as the condition of refund; '

(3) 1If (2) is not acceptable to the person deianding the refund then do all
possibl¢ to smooth out the cas¢ or training situationj

(4) Count only on hish technical rcsults in .the HGC .and Academy to inhibit or
reduce demands for rcfunds.
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