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Direct Loan ProfileDirect Loan Profile

In the 2002 - 2003 school year, we had:
– Over 1200 Direct Loan Schools
– More than 6.1 million active borrowers and over 25 

million Direct Loans 
– An active Direct Loan portfolio of over $83 billion

20% of Direct Loan Schools = 80% of 
our Portfolio
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Direct Loan ProfileDirect Loan Profile

In the 2003 calendar year, we have:
– Over 5.4 million inbound phone calls
– More than 8.7 million outbound phone calls 
– 550K Deferments processed
– 610K Forbearance processed

Note:  Outbound Phone volume increased significantly 
beginning in 2002 (11.3M) due to the installation of a 

more efficient autodialer enabling more outbound 
attempts per delinquent borrower. 
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ACSI - Customer Service Survey
Building on Strengths
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Purpose of StudyPurpose of Study
Enhance FSA’s efforts as a PBO by:

• Measuring and quantifying customers’ overall Satisfaction with FSA, 
using measures comparable with the American Customer Satisfaction 
Index (ACSI)

• Quantifying FSA’s performance levels in various service areas and the 
relative influence that each has upon customer Satisfaction

• Benchmarking performance to Federal agencies, private companies, and 
prior studies

• Identifying key areas for maintenance or improvement to sustain or 
increase levels of Satisfaction

• Providing an assessment of how improvements will increase Satisfaction 
and drive positive performance outcomes
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Satisfaction BenchmarksSatisfaction Benchmarks
Federal GovernmentFederal Government
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Satisfaction BenchmarksSatisfaction Benchmarks
Private SectorPrivate Sector
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Call Center Reps Call Center Reps -- BenchmarksBenchmarks
FSA Servicing is providing world-class call center service
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Borrower Web SiteBorrower Web Site
Borrower FeedbackBorrower Feedback

www.dl.ed.gov

I just wanted to congratulate you on providing an excellent way to manage 
my student loan account…
- DL Borrower, Troy
Just wanted to say that the new site is FABULOUS! This is a major step up... 
As an Information Architect by profession, my hat is off to you... excellent 
work folks! - DL Borrower, PAT L

Thank you for having all of this electronic.  I have been frustrated for years 
that my other student loan is not this easy to manage…
- DL Borrower, FRIEA 
My experience with this website and your department has been fantastic, 
and I doubt that these sentiments are communicated to you 
enough…. Thank you so much for your efforts.

- DL Borrower, Christopher
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Direct Loan Servicing Web Site Direct Loan Servicing Web Site 
FunctionalityFunctionality

For Borrowers
• Real Time Account Information
• Online Transaction Processing - Borrower Self-

Service
• Online Counseling and Rules Based Messaging
• Interactive Pre-qualifier for Deferment and 

Forbearance Requests including online submission 
with eSignatures

• Online payments
• eBilling, eCorrespondence
• EDA Enrollment
• Online Calculators
• Online Surveys

For Schools
• Student Account Lookup
• Online Reports – Portfolio, Delinquency and 

Counseling
• Complete Question Center

For Borrowers
• Real Time Account Information
• Online Transaction Processing - Borrower Self-

Service
• Online Counseling and Rules Based Messaging
• Interactive Pre-qualifier for Deferment and 

Forbearance Requests including online submission 
with eSignatures

• Online payments
• eBilling, eCorrespondence
• EDA Enrollment
• Online Calculators
• Online Surveys

For Schools
• Student Account Lookup
• Online Reports – Portfolio, Delinquency and 

Counseling
• Complete Question Center
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Key Features
• Highly Secure

PIN protected
Data encryption

• Section 508 Compliant 
for borrowers with 
disabilities

• English/Spanish option 
for entire site

• Winner of multiple 
prestigious awards

• Online Tour – tutorial to 
aid borrowers in using 
site

• Search Feature & Site 
Map helps borrowers 
find what they need 
quickly

Borrower Web SiteBorrower Web Site
HomepageHomepage
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Borrower Web SiteBorrower Web Site
Personalized Online MessagesPersonalized Online Messages Key Features

• Personalized messages 
are displayed to 
borrowers based on 
their account status 
and other information.

• Messages include 
information about last 
and next payment, 
options for delinquent 
borrowers, and special 
information as the need 
arises.

• Messages and rules for 
displaying them are 
controlled through a 
special site region that 
is available for 
authorized Department 
of Education 
personnel.
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Key Features
Tour This Site

• This tour is an 
easy to follow 
graphical 
overview of the 
main features 
available to the 
borrower on the 
Web site. 

• There are two 
options available 
for the borrower: 
a Flash version 
and a regular 
Web page 
version.

Borrower Web SiteBorrower Web Site
Tour this SiteTour this Site



17

Borrower Web SiteBorrower Web Site
Banner Ads Banner Ads 

Key Features
Banner Ads

• Banner  notices 
appear on the right 
hand side of most 
Web pages while a 
borrower is 
browsing through 
the Web site.

• These notices 
promote such 
services as EDA, 
Electronic Billing, 
Online Payments, 
and Tour This Site. 
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Key Features
• Feedback from borrowers is 

very important to us and 
serves as a guiding factor in 
development.  Increased 
customer satisfaction is one of 
the major FSA goals.

• Surveys are presented online 
to borrowers who choose to 
participate.

• Survey presentation is rule 
based and can be presented to 
certain borrowers only (such 
as those in school) or in 
response to certain activity on 
the Web (such as making an 
online payment).

• Results from surveys are 
available online to authorized 
Department of Education 
personnel.

Borrower Web SiteBorrower Web Site
Online SurveysOnline Surveys
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Borrower Web SiteBorrower Web Site
Real Time Account InformationReal Time Account Information-- Account SummaryAccount Summary

Key Features
• Real-time summary of 
borrower's account 
information

• Account Balances -
Borrowers can see their 
total student loan 
indebtedness in one 
place.

Direct Loan Balances 
Total Indebtedness 
(FFEL and Perkins 
loans from NSLDS)

• Last Loan Payment –
Borrowers can confirm 
the date and amount of 
their last payment on 
the Account Summary 
page.  For more details, 
they can link to the 
Payment History page.
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Borrower Web SiteBorrower Web Site
Real Time Account Information Real Time Account Information –– Payment HistoryPayment History

Key Features
• Payment History -
Complete Record of all 
payments ever made 
by the borrower

• Payment Type – Online, 
Main, EDA, etc.

• Breakdown of Payment 
into Principal, Interest 
or Fees
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Borrower Web SiteBorrower Web Site
Real Time Account Information Real Time Account Information –– Document RetrievalDocument Retrieval

Key Features
• 1098e Tax Information 
–

Available for 
present and past 
years
Rapid availability
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Borrower Web SiteBorrower Web Site
Real Time Account Information Real Time Account Information –– Document RetrievalDocument Retrieval

Key Features
• Electronic Promissory 
Note Retrieval

Borrowers who use 
eSignatures for 
Promissory Notes 
can retrieve a copy 
of their original 
Promissory Note 
online at any time.
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Borrower Web SiteBorrower Web Site
Customer Self Service Customer Self Service –– Online Address UpdatesOnline Address Updates

Key Features
• Online Address 
Updates – allows Direct 
Loans to keep in touch 
with borrowers who 
move, in order to send 
the latest information 
and bills.
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Borrower Web SiteBorrower Web Site
Customer Self Service Customer Self Service –– Change Repayment Plans Change Repayment Plans 

Key Features
• Borrowers can change 
their Repayment Plans 
online as their 
circumstances change.

• Borrowers can view 
amortization plans for 
the different repayment 
plans before they make 
changes.
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Borrower Web SiteBorrower Web Site
Customer Self Service Customer Self Service –– Change Payment Due DatesChange Payment Due Dates

Key Features
• Borrowers can change 
their Payment Due 
Dates online as their 
circumstances change.

• This can help reduce 
delinquency by 
customizing payment 
options for the 
borrower.
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Key Features
• Forms that a borrower 
may need are available 
for downloading from the 
DLS Web site, which 
results in significant 
savings for the DL 
program through reduced 
postage and fulfillment 
costs.

• Borrowers can determine 
immediately if they 
qualify for deferment or 
forbearance of their 
payments through online 
interactive sessions.

• Borrowers can submit 
Unemployment 
Deferment and General 
Forbearance applications 
online using eSignatures.

Borrower Web SiteBorrower Web Site
Online Form SubmissionOnline Form Submission
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Borrower Web SiteBorrower Web Site
Online PaymentsOnline Payments

Key Features
• Borrowers can schedule 
payments for up to six 
months in advance. 

• This saves time and 
money in postage for the 
borrower

• This results in savings for 
the U.S. Treasury by not  
processing paper checks.
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Key Features
• Borrowers can choose to 
receive their bills and/or 
correspondence online 
instead of in paper 
through the mail. 

• Saves money for the 
Department by reducing 
postage and fulfillment 
costs.

• Benefits for borrowers 
who receive their 
information 
electronically, include 
speed and convenience.

• Electronic billing and 
correspondence help  the 
environment by reducing 
the volume of paper we 
mail out each year.

Borrower Web SiteBorrower Web Site
Electronic Billing & CorrespondenceElectronic Billing & Correspondence
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Borrower Web SiteBorrower Web Site
Electronic Debit Account Electronic Debit Account -- EDAEDA

Key Features
• Borrowers save 0.25% 
interest on their student 
loans when they choose 
to have payments 
automatically deducted 
from their bank accounts 
through EDA.

• EDA saves time and 
money in postage for the 
borrower and the 
Department of Education.

• EDA results in savings 
for the U.S. Treasury by 
not processing paper 
checks.

• Currently over 600,000 
borrowers pay their 
Direct Loans via EDA.
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Borrower Web SiteBorrower Web Site
Interest Capitalization CalculatorInterest Capitalization Calculator

Key Features
• The  interest capitalization 

estimator helps  borrowers 
understand the effects and 
consequences of 
capitalized interest on their 
loans as a result of deferred 
payment either during 
school or in repayment. 

• After choosing the reason 
for deferring payment and 
the end date, borrowers are 
provided with the amount of 
interest that will accrue and 
the total increase in the 
amount they will repay over 
the life of loan. 
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Key Features
• Borrowers are explained 
their rights and 
responsibilities as a 
Direct Loan borrower 
through online 
counseling.

• In order to successfully 
complete a session, 
borrowers must pass a 
quiz indicating they 
understand their rights 
and responsibilities.

• Before their loans are 
disbursed students take  
Entrance Counseling. 

• After borrowers separate 
from school, they take 
Exit Counseling online 
before they go into 
repayment. 

Borrower Web SiteBorrower Web Site
Online Entrance CounselingOnline Entrance Counseling
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Key Features
• Borrowers are explained 
their rights and 
responsibilities as Direct 
Loan borrowers through 
online counseling.

• In order to successfully 
complete a session, 
borrowers must pass a 
quiz indicating they 
understand their rights 
and responsibilities.

• Before their loans are 
disbursed students take  
Entrance Counseling. 

• After borrowers separate 
from school, they take 
Exit Counseling online 
before they go into 
repayment. 

Borrower Web SiteBorrower Web Site
Online Exit CounselingOnline Exit Counseling
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Statistics
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Assistance
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School Web SiteSchool Web Site
Report SubscriptionReport Subscription

Key Features
• Direct Loan Schools 

may subscribe to have 
reports on their 
student activity sent 
to them regularly.

• Reports with personal 
borrower information 
are sent via secure 
connections to ensure 
privacy of borrower 
information.
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School Web SiteSchool Web Site
HomepageHomepage

Account Lookup
View live account data for students 
including, balances, account status, 
separation dates, and more.

Reporting Tools
Exit & Entrance 

Counseling Reports
Identify students who have 
completed Counseling Online
Delinquency Reports

Detail, Summary and 
Borrower History  

Email Subscription
Receive email 

notifications when reports 
are available online

Highly Secure
Login protected
Data encryption

DL Servicing 
Resources

Web Site Help
General Information
Contact Us 

Spanish 
Version
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Click here to see Repayment Estimates

Key Features
• Direct Loan 

Schools may look 
up borrower 
information in the 
Direct Loan 
Servicing System.

• School financial 
aid officers can 
view repayment 
estimates for 
students.

• These tools 
provide schools 
with the ability to 
better counsel 
their students 
about their Direct 
Loans.

School Web SiteSchool Web Site
Student Account LookupStudent Account Lookup
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School Web SiteSchool Web Site
ReportingReporting
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School Web SiteSchool Web Site
Entrance Counseling ReportingEntrance Counseling Reporting
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School Web SiteSchool Web Site
Exit Counseling ReportingExit Counseling Reporting

By date range

By SSN
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Key Features
• Online Delinquency 

Reports allow Direct 
Loan Schools to track 
their delinquency 
rates and identify 
borrowers who are 
delinquent in making 
payments.

• FSA is working with 
schools to utilize 
online delinquency 
reporting to lower 
their cohort default 
rates.

School Web SiteSchool Web Site
Delinquency ReportingDelinquency Reporting
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Statistics

Borrower Web Site

School Web Site

Late Stage Delinquency 
Assistance
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Official Cohort Default RatesOfficial Cohort Default Rates
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Makeup of Cohort RateMakeup of Cohort Rate
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Borrower Delinquency PatternBorrower Delinquency Pattern

Stafford Borrower Delinquency Pattern
12 Month Average
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Defaulter CharacteristicsDefaulter Characteristics

84% do not receive the advantage of the full 6 month 
grace period as a result of late enrollment notification

71% have withdrawn from school and did not 
complete studies

43% have had bad telephone numbers at the time of 
default

58% have not successfully been contacted by 
telephone during the 360 day collection effort during 
delinquency

12 month average of Stafford borrowers - all cohort years
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The ToolsThe Tools

Direct Loan Web Site gives you the flexibility to 
identify the borrower population you want to work.

The Direct Loan Servicing Center is available to 
assist .They can provide the LSDA users guide and 
tips.  They will also assist you while on a call with a 
delinquent borrower.
– School Services: 1-888-877-7658

M-F 8:00 a.m. - 8:30 p.m. EST.
– Loan Counseling : 1-800-848-0981

Available for “off hours” M-F 8:30 p.m. - 10:00 p.m.  
& Sat. 8:00 a.m. - 5:30 p.m. EST.
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With the Web Site you can see as little or With the Web Site you can see as little or 
as much as you wantas much as you want

NEW!
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Summary InformationSummary Information
You can see the delinquency status of your student borrowers
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All Detail InformationAll Detail Information
You can elect to see detail of all borrowers in the 271-360 days 

delinquent category

345
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Cohort Year DelinquencyCohort Year Delinquency
You can elect to see severely delinquent borrowers for a 

selected cohort year

Year 
2003
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2003 Cohort Year 2003 Cohort Year 
Delinquency DetailDelinquency Detail

You can work as little or as much as you want

115

13

271-360
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Borrower Detail InformationBorrower Detail Information
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Borrower Detail InformationBorrower Detail Information
Select DownloadSelect Download
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Borrower Detail InformationBorrower Detail Information
Select ExportSelect Export



55

Borrower Detail InformationBorrower Detail Information
Downloaded Excel SpreadsheetDownloaded Excel Spreadsheet
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NEW!
Late Stage Delinquency Assistance (LSDA) Report

The Late Stage Delinquency Assistance Report provides the most recent 
report of borrowers from your institution that are between 241 and 360 
days delinquent and that can affect your cohort default rate.
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41%15859%229387TOTAL
22%278%79University

27%373%811University

30%770%1623University

33%567%1015College of Business

33%2267%4466State University

35%865%1523College

36%1364%2336College

40%2060%3050State University

41%1359%1932State University

43%1057%1323College

48%1052%1121Memorial College

51%2149%2041University

60%640%410College

64%1636%925Institute of Technology

100%20%02Technical Institute

Percent 
RescuedRescued

Percent 
DefaultDefaultsTotalSCHOOL

2nd Quarter 2002CDR
Sample Results for Late Stage Delinquency Assistance (LSDA) Schools
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Total Test ResultsTotal Test Results

1st Quarter 2002 683 465 68% 218 32%
2nd Quarter 2002 387 229 59% 158 41%
Total 1070 694 65% 376 35%



59

Questions and CommentsQuestions and Comments

Contact Us: 
Dwight.Vigna@ed.gov
Acting Director, Servicing Group
(202) 377-3436

Cynthia.Battle@ed.gov
Customer Care, Servicing Group
(202) 377-3261

Ben.Leborys@ed.gov
Quality Control, Servicing Group
(202) 377-3271

We Help Put America Through School
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