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A Cause for Applause…

“Tracy’s” day has ended at the servicing center 
– she’s on her last borrower call.

Her last call of the evening and its long and 
involved…

"for the first time in my life, I really 
understand my student loans. You have 

been so helpful with explaining all of this to 
me. You are wonderful!"
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Welcome to the Servicing 
Center

Click here to launch movie
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How do we help  
borrowers stay on the 

road to successful 
repayment?

We help put America through school…

There may be rest stops, roadblocks or even detours –
but we are determined to keep borrowers on the right 

road.   How do we do that?
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Understanding Repayment Understanding Repayment 

Student borrowers may repay their Direct Stafford Loans 
(Subsidized and Unsubsidized) through one of four repayment 
plans:

Standard Repayment Plan

Extended Repayment Plan

Graduated Repayment Plan

Income Contingent Repayment (ICR) Plan

Parent borrowers may repay their Direct PLUS through all of the 
above with the exception of the ICR Plan.
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Understanding Repayment PlansUnderstanding Repayment Plans

Under this plan the borrower will pay a fixed amount 
of at least $50 each month for up to 10 years. For 
most borrowers, this plan results in the lowest total 
interest paid because the repayment period is shorter 
than it would be under the other plans.

Did you know….

Of the 4.3 million borrowers in 
repayment 44% are on the 

standard repayment plan  -- can 
you guess why?  
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Understanding Repayment PlansUnderstanding Repayment Plans

Under this plan borrowers will pay a fixed amount of at least $50 
each month for 12-30 years, depending on the total amount 

owed. Selection of this plan will result in a lower monthly 
payment; however, total interest paid will be higher than the total 

interest paid with the Standard Repayment Plan.

Debt amounts between $10,000 –
$19,999 have 15 years to repay – while 
amounts greater than $60,000 have 30 

years to repay.

For example…
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Understanding Repayment PlansUnderstanding Repayment Plans

With the Graduated Repayment Plan, the payments start out 
low, then increase every two years. The repayment period 
for your loan will be 12-30 years, depending on the total 

amount owed. Generally, the amount repaid over the term of 
the loan will be higher under the Graduated Repayment Plan 

than under the Standard and Extended Repayment Plans. 
However, if the borrowers income is low when they leave 
school but is likely to steadily increase, this might be the 

best plan for them.
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Understanding Repayment PlansUnderstanding Repayment Plans

A repayment plan that bases a borrowers monthly 
payment on yearly income, family size, and loan amount. 

As their income rises or falls, so does their payments. 
After 25 years, any remaining balance on the loan will be 
forgiven, but the borrower may have to pay taxes on the 

amount forgiven.

What are the benefits?
High loan debt and low 

income could actually mean 
a calculated payment of 

“0”.
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Tools for BorrowersTools for Borrowers

Entrance, Exit Counseling

Repayment Plan Options

Payment Due Date Flexibility

Entitlements
– Deferments

– Forbearances

Loan Consolidation
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Successful RepaymentSuccessful Repayment

To help ensure a successful repayment experience 
for the borrower, Servicing developed interactive 
tools, loan calculators and counseling aids for use 
during the following points in the loan life cycle:

Before the borrower makes the decision to obtain a 
student loan
At the time the student enters school
At the time the student leaves school
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Online Entrance CounselingOnline Entrance Counseling
www.dl.ed.govwww.dl.ed.gov
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After a borrower 
separates from 
school, they are 

required to take an 
Exit Counseling 
session before 

going into 
repayment. 

Online Exit CounselingOnline Exit Counseling
www.dl.ed.www.dl.ed.govgov
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Repayment Plan SelectionRepayment Plan Selection

Borrowers must choose a 
repayment plan before 

continuing
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Select Payment Due DateSelect Payment Due Date

Borrowers 
can select 

from any of 
the four 
available 
payment 

due dates –

7th, 14th, 
21st, or 28th.
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Stressing how to avoid delinquency 
and default is important!

Consequences of DefaultConsequences of Default
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Servicing provides tools at all points in the 
loan life cycle to enable students and 
parents to access data, information, 

calculators and customer service 
representatives.  These include phone and 
electronic access via Voice Response Unit.

Successful RepaymentSuccessful RepaymentBorrower Services    
1-800-848-0979



Counseling SkillsCounseling Skills
LISTEN to the caller                                                  
DETERMINE the PRIMARY REASON for the call first
ASK “KEY QUESTIONS” if necessary
DETERMINE the BEST SOLUTION
RECAP of “KEY POINTS”

He called in very frustrated with a list of questions and she 
patiently looked up the information and helped Gerald to 
understand where he stands and the options available.

“She was very kind, courteous, and caring.”
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Oftentimes, borrowers experience 
trouble making payments and it is our 

job to provide the tools and 
counseling to help them understand 
deferment and forbearance options.

Rest Stop 
2 Miles

Deferments and ForbearancesDeferments and Forbearances

Thank you so much for answering so quickly. I 
downloaded the form and will send in immediately.  It is 

a tremendous burden to have student loans.  Your 
company is one of the few with which I have dealt that 

helps to relieve some of that burden because they solve 
problems efficiently and quickly.
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The Unemployment 
Deferment and General 

Forbearance applications 
can be submitted online.

Deferment and Forbearance OptionsDeferment and Forbearance Options
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Loan ConsolidationLoan Consolidation

Did you know….

A borrower can consolidate 
their loans while still in-

school?

Benefits of Consolidation:

• One Lender and One Monthly Payment

• Flexible Repayment Options

• Lower Monthly Payments

• It’s free
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Due Diligence ActivitiesDue Diligence Activities

When borrowers take a                       in the 
repayment process, we make every effort to get 
them back on the “right road”.
Call center phones borrowers when they are most 
likely to be home
Have the ability to apply a forbearance over the 
phone
Interactive Web site 

helps borrowers identify the best delinquency resolution 
option
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When the borrower becomes When the borrower becomes 
severely delinquentseverely delinquent

Time is running out … But we still haven’t given up!
Late Stage Delinquency Assistance (LSDA)
Late State Delinquency Assistance, commonly known 

as LSDA, is a strategy that helps schools provide 
targeted assistance to those borrowers at greatest risk 

to avoid defaulting on college loans.

Learn how you can help your 
borrowers – drop in Session # 4 

the LSDA hands-on to learn 
more… 
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Defaulter CharacteristicsDefaulter Characteristics

12 month average of Stafford borrowers - all cohort years

83% do not receive the advantage of the full 6 month grace 
period as a result of late enrollment notification

72% have withdrawn from school and did not complete 
studies

44% 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



Collections Default Options

Gary Hopkins
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DischargesDischarges

School Closure
Unauthorized Signature
Ability to benefit
False certification
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Administrative ResolutionsAdministrative Resolutions

Death

Total and permanent disability

Bankruptcy prior to October 8, 1998
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Payment in Full:
– Borrowers can always pay their balance in 

full and many do as soon as circumstances 
allow or demand.

Compromise:
– On most accounts, ED or its collection 

agency will settle the account for an 
amount less than payment in full-
sometimes with a single call

Paying A Defaulted LoanPaying A Defaulted Loan
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Rehabilitation of Debt
– Making 12 consecutive on-time payments will remove the default 

status, eliminate the default from credit reporting and avoid any 
additional capitalization of interest during the rehabilitation 
process.  

Consolidation
– Borrowers can consolidate their defaulted loan without first 

making payments, but borrowers are encouraged to first establish
a pattern of satisfactory repayments.

– Interest, and sometimes collection fees, are capitalized when the 
consolidation loan is made, so the new loan may accrue interest 
on a higher principal balance.

Paying A Defaulted LoanPaying A Defaulted Loan
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Paying A Defaulted LoanPaying A Defaulted Loan

Grant Overpayments
The borrower can restore his/her eligibility for 
Title IV aid immediately by agreeing to make 
reasonable and affordable payments on the 
debt.



On the HorizonOn the Horizon

Dwight Vigna
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New and better portfolio management tools
Increased borrower counseling to reduce delinquency 
and default rates and to increase percentage of 
performing accounts
– Early prevention
– High Balance
– Repayment

Includes performance-based deliverables and incentives 
for the contractors 
Improves program integrity by identifying and preventing 
fraud, waste, and abuse 

Improved Portfolio ManagementImproved Portfolio Management
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Single system will raise the standards for service:
– Online consolidation submittal and acceptance, including 

pre-populated loan information for Direct Loans and for 
FFEL and Perkins loan data stored within NSLDS

– Enhanced customer services (Call Center and Web)

– Secure on-line mail box for borrower correspondence

– Web/Chat services and deployment of ‘Eminders’ 

– Enhanced Online Exit Counseling
• Consolidation options 

• Enhanced personalized loans counseling 

• Personalized Interactive video Counseling Sessions

CSB Benefits:  StudentsCSB Benefits:  Students
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References:References:

Borrowers in Default:

Website:  www.1800iwillpay.com

Phone Number:  800-621-3115

Email (general inquiries):
dcshelp@pearson.com

Correspondence Address:
PO Box 5609
Greenville, TX  75403

Borrower Services

1-800-848-0979

Borrower Web site Address:

www.dl.ed.gov

School Services

1-888-877-7658

School Web site Address:

www.dl.ed.gov/schools
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Questions or Comments?Questions or Comments?

Contact Us: Contact Us: 

Dwight VignaDwight Vigna
Dwight.Vigna@ed.govDwight.Vigna@ed.gov

(202) 377(202) 377--34363436

Cindy BattleCindy Battle
Cynthia.Battle@ed.govCynthia.Battle@ed.gov

(202) 377(202) 377--32613261

Gary HopkinsGary Hopkins
Gary.Hopkins@ed.govGary.Hopkins@ed.gov

(202) 377(202) 377--32083208


