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Current-State Customer Pain Points

Customers have to visit
numerous information
sources and use
multiple log-ins to
retrieve their financial
aid information, causing
frustration and
introducing potential
drop-off points.
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COMMIT NOW,
WORRY LATER

Customers agree to
financial commitments
and make decisions that
impact their lives
without fully
understanding basic
loan concepts and
repayment
responsibilities.
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LOW
ENGAGEMENT

Customers unfamiliar
with repayment
options are less likely
to strategize about
repayment, be
proactive about their
loans, or make the
best decisions for
their financial
situations.
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StudentAid.gov

Customers struggle to
identify who to pay, when
to pay, and how to pay,
resulting in additional
calls to contact centers
and a higher likelihood of
missing payments.
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LACK OF
SUPPORT

SCATTERED
SOURCES

Customers have limited
visibility into the
tracking and processing
of applications, making
it challenging to know
where to look for
accurate and timely
information.

Customers will go to
a non-Federal
Student Aid website
in search of answers
or give up on the
process altogether
when they are
confused.
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Next Gen: Digital and Customer Care

The Next Gen Digital and Customer Care Program will launch the foundation for

significant improvements to the customer experience, including a consolidated digital

platform, a standardized customer care platform, and a personalized marketing and
communications platform.

_Ell SINGLE FRONT @ CUSTOMER CARE _h(’ PERSONALIZED
DOOR PLATFORM & PILOT COMMUNICATIONS
For digital engagement On a single set of From a consolidated
customer contact tools marketing and

communications platform
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Next Gen’s Value to the Customer

O PERSONALIZED
(o

Uses data about
customers and the
schools/programs they
are attending to
personalize their web
experience and
recommend next best
actions

'ho CONNECTED

Provides a seamless
experience with one
location for a user to
access all student loan
related information and
receive support

Consolidates
messaging across
phone, chat, virtual
assistant, email, text,
and social media to give
the user the info they
need, when they need it

\/ ANTICIPATORY

Triggers personalized
alerts and messaging
offering tips and
recommendations
based on where an
individual is in their
student aid journey
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Next Gen: FSA is Now

You are ica's
artest Investment

FAFSA.GOV MYSTUDENTAID STUDENTAID.GOV
Launched mobile Released myStudentAid Integrated FAFSA form into
responsive site mobile app StudentAid.gov
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Coming Soon: A Consolidated Website

The first step to an improved customer experience will be
the consolidation of multiple websites into one front-end platform.
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Enghsh | Esprl
Q Login | Create Account

FederalStudentAagJ

UNDERSTANDAID v APPLYFORAID v COMPLETEADPROCESS v MANAGELOANS v

You are America’s
Smartest Investment

Create an Account

STUDENTAID.GOV

) provides more than $1
o help pay for college or career school.

The new consolidated
website providing one front

Considering School

Tam pursuing my first college
degree or certificate.

In School

Tamin the proct
degree.

end platform

You are America’s
Smartest Investment

Considering School
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https://accenturefederalhemingway.invisionapp.com/share/9NUYYEPY37M

Create an Account

Qi | Cretehecont
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UNDERSTANDAID v APPLYFORAD v COMPLETEAIDPROCESS v MANAGELOANS v

Create an Account

STEP10F 6

CREATE AN ACCOUNT

legally binding, you cannot create an

r family member. Parents and
ts.

The Create an Account
(FSA ID) page allows users
e to make their student aid
Ot n s account that they can use
for FAFSA and all student
related items.

Confirm Email
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Personalized Dashboard
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VIEW DETALLS >

Complete your FAFSA for
the 2019-20 school year,
due on 06/30/2019.

Loans

$10,000

Grants

$5,000

FAFSA® FORM >

PERSONALIZED
DASHBOARD

Estimate monthly
payments and compare
repayment options

* $2,000

Pell Grant LOAN SIMULATOR >

° $9958 e $42 « $3,000

Principal erest EACH Grant &

Centralized hub for
customer account
information

MY CHECKLISTS

)
Grants

$5000 ||

» $3,000 $2,000

TEACHGrant @ PellGrant G

'UPGOMING PAYMENTS

Great Lakes

$20000

04/22/2019
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Informed Borrower Tools

College Scorecard: How the Numbers Work

University of America
GRADUATION RATE © TOTAL DEST AT GRADUATION
$17.400

MONTHLY LOAN PAYMENT (@

SALARY 6 YEARS AFTER STA
$83,400
University of America
GRADUATONRATE
89%

TAL DEST AFTER GRADUATION

$17400

INFORMED BORROWER
TOOLS

Presents financial literacy
content and an overview of
how much debt customers
have accrued and how
much more aid they are
eligible to receive
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Personalized Aid Summary

B oo bt ofthe Ut Sstes gormmment. are's by ko
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Aid Summary

PERSONALIZED AID
SUMMARY

10,000 . R
10,001 Provides detailed

loan and grant information
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Loan Simulator

Options

Your Results

Personal Information

Loan Information
Based on your current situation & goals, consolidating

3 of your 5 loans will get you the lowest monthly payment ~ -
R T Re Goal ®

You will pay $75 - 100 every month until June 2029 payment Goals

What s your overall repayment strategy?

Fastest Payoff

Consolidation Plan Apply for Consolidation

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Aenean euismod bibendum
laoreet. Proin gravida dolor sit amet lacus accumsan et viverra justo commodo.

@ Lowest Monthly Payment

Lowest Overall Paid

MONTHLY PAYMENT TOTALTO BE PAID PAID OFF BY FORGIVENESS AMOUNT Paid OFf By A |

$75-100 $22,000 June 2029 $10,000

geralStudent. g

Show payment esti}
VIEW DETALLS o g

Find the Best
Repayment Strategy
‘There are 10 plans, including income-baset

& public service. Find the strategy that
works for you.

SKip Guided Questions

——

Loan Information
(1

Confirm your loan situation.

We have imported the loan information
below from your FSA account. If you have
any additional loans you wish to include t¢
~lculate your results, then you can add

LOAN SIMULATOR

Allows users to simulate
repayment strategies based
on their personal goals

Federal StudentAid

An OFFICE of the U.S. DEPARTMENT of EDUCATION

PROUD SPONSOR of

the AMERICAN MIND




Make a Payment

FederalStudentAid | = UNDERSTAND AID APPLY FORAID ~ COMPLETE AID PROCESS ~ MANAGE LOANS -

Make a Payment
e ———
Select Your Payment

Great Lakes Higher Education ' 12345467

$1500000 $14,950.00 $50.00

You can choose to pay either your total loan balance, or the monthly
standard payment as specified in your loan agreement. For more
payment options, or to make a payment on any other loans you don’t see
displayed, please visit mygreatlakes.ors,

DUE 04/22/2019 SELECT YOUR PAYMENT AMOUNT

03/22/2019 $0.00 $20000 Total Due: $200.00

Monthly Payment: $200.00

FederalStucentAic

ViEw DETALS > Make a Payment

Select Your Payment

Great Lakes Higher Education =

12345467 $1500000

1495000 $5000

You can choose to pay eiher your tota loan

more pasment options,or o make a payment on
anyother loans you don'see displased. please.

MAKE A PAYMENT

A pilot program allowing a
subset of borrowers to
make a standard monthly
payment online
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Next Gen Digital Platform Features

NEW ENHANCED FSA ID CUSTOMER

STUDENTAID.GOV DASHBOARD

The new consolidated Single sign on using FSA ID Centralized hub for

website that includes re- to access the consolidated customer account

platformed sites: FSAID, website functionality. information

StudentAid.gov, Enhanced validation during

StudentLoans.gov, NSLDS FSA ID and password

providing one front end creation to make it easier for

platform users to maintain access
INFORMED AID SUMMARY LOAN SIMULATOR MAKE A PAYMENT
BORROWER TOOLS
Presents financial literacy Provides detailed Allows users to simulate A pilot program allowing a
content and an overview loan and grant repayment strategies subset of borrowers to make
of how much debt information based on their personal a standard monthly payment
customers have accrued goals online

and how much more aid
they are eligible to receive
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We want your feedback! Visit the Next Gen Exploration Center to get a hands-on
experience with some of our new and in-development tools and enhancements.

,
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Questions
and Answers
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