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Student Loans Company

Working together

“to help your students and our customers”

Chris Larmer
Chief Executive Officer
Student Loans Company
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A big thank you for joining us today!

Before the main event, | will briefly cover:
1. ADbit about the SLC (our Purpose, People and Performance)
2. The importance of our special relationship with you

3. Our commitment to helping your students and our customers
(Service Improvements - Small Steps & Giant Leaps)

And of course... opportunities for any questions

OFFICIAL



OFFICIAL

So a bit about SLC...

...through 3,300 passionate
colleagues across our four
sites:

+ Glasgow x 2 (1,750)

o o  Darlington (1,400)
Our shared mission.. Our shared vision... We are proud to serve... « Llandudno Junction (120)

Enabling opportunity for your Increased opportunity for « 727 HE Providers
students to invest in their future all through an outstanding

customer experience * 680 FE Providers
Through trusted, transparent and
accessible Student Finance * Over 9 million customers
Services

* UK Government and Devolved
Administrations of:

o Scotland
o Wales
o Northern Ireland
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We have undergone significant growth over the last
10 years...

2022-23 Headlines

31 March 2013 » o i
¢t Mo 228 ; milion oilion SLC 3l We paid We pad
domiciles £11 4bn i .‘
= in maintenance loans
5 tuition fee loans Lt
) million and grants
Product 6 Number of Loan o
Variants Customers Book ion Student We paid
» Finance £1 0 6bn £9.4bn
00, W England . in maintenance loans
tuition fee loans
@ 03 2023 l' 'I 013 2023 o 2013 2023 and grants

e Our customer numbers have increased by c.4 million
e The loan book we manage has more than quadrupled

e The number of student finance product variants our shareholders offer has increased from
46 in 2013 to 102 as at the last academic year
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partnership with you...

1.33m
cﬁgﬁ’ogggf registration
circumgtances ST
(maintenance)

92,000 full-time 3.8m
uggg:ggzdaunac’:e attendance
. confirmations
12,000 part-time P
courses (tuition)

dergraduates
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This would not have been possible without our critical

We are committed to listening and improving our
service to you:

« Technical upgrades during 2023-24 to all our
HEP services

« Better online services and improved
information for your students

This is about continuous improvement through:

« Working with your account manager and
Partner Services team

* And of course events like today for shared
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We are also committed to improving the experience for
your students and our customers...

-

Eliminate

The best service is no service.

' Customers would prefer to interact directly to apply for their
student finance, and have their interaction dealt with fully
automatically and as close to immediately as possible.

__

Self Serve

v= Help our customers to help themselves.

0_ Where a customer does want or need to interact with us, we
- will provide them with access to the information and services
they need to allow them to do so easily and in their own time.

Optimise

When customers contact us with an issue, we address it
quickly and efficiently.

Where a customer needs to contact us they can do so
through the channel of their choice, and their issue is resolved
immaediately or referred to someone who can. The customer is
kept informed, and advised when the issue is resolved.

| == o
. Support

Where our customers have more complex needs and
' need to navigate the process, we assign someone to
guide them.

Where we identify that a customer is facing challenges
with the process, we assign a case owner to guide them
efficiently and supportively.
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The journey has begun through technology enabled
change...

..with our new Customer Engagement 95%

Platform (CEM)... 18.2m v

Account logins rate for “returning”
undergraduate

students

3. 1m 346k
..and new modern customer channels

Customers viewed the digital evidence uploads with
payment statu the 90% completion rate
than calllng SLC

‘ @ \ ¢ o \ @ Plus, year-on-year improved customer
- satisfaction and the flattening of our

‘processing peak’ — for the first time ever!
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This now enables us to help your students and our
customers who need the most support...

Jan-April ‘23
Customer Charter

The Charter for “Customers
Requiring Additional
Support” will be finalised.
Appropriate learning
materials and a desk guide
for colleagues will be
dewveloped to support day
to day delivery of the
experience described in the

QIGm

May ‘23
Customer Support
Policies

Underpinning the charter, a
series of supporting

customer policies will be
implemented. Including
Reaszonable Adjustments,
Third Party Contact and
Equality, Diversity and

Throughout 2023

DSA Customer
Journey

The DSA Assessment
improvements and DSA
reforms projects will deliver
a better customer journey

June ‘23
Secure Messaging

Secure messaging will be
enabled for SLC's most

SLC

2024
Case Management

Following the introduction
of customer flags and .
indicators, a strategy to

1 1 1
1 1 1 1 1
1 ] 1 1 ]
1 1 1 I I
1 1 1 I 1
1 ] 1 1 ]
1 1 1 1 1
1 1 1 I 1
1 .
! Charter | Inclusion. i for disabled customers. i wulnerable customers i o
1 : : : : providing an additional and : LA LSS =S i
! An external version of the 1 1 1 more bespoke contact H management will be
| Charter will be developed | ; @ ) d L e ey I |mplement1.ed throughout
i setting out SLC's H ! l a greater level of support. [ 2024 enabling a more
: commitment to supporting : : _— : : holistic service experience.
. customers with additional | ! ! :
1 support needs. | | | |
* *—® ® ® ® ® >

A Quality Standard

Framework will lay out a

common set of standards in

guality assurance

encompassing the service
standards for the handling
of customers who need

additional support.

Quality Standard

Framework

Starts in early 2023
[ oY

—R

—IFI_E

-

-

A consistent tone of voice
for SLC will be applied to all
new customer
communications. Existing
communications will
gradually be brought into
alignment with the new
tone of voice with priority
given to communications

with customers who need
additional support.

Tone of Voice

Starts in early
2023

The indicators project will
deliver functionality for
customer facing teams to
identify a customer needing
an enhanced level of
support from their account
record. Indicators will be a
key enabler for a more
tailored customer
experience.

Customer
Indicators

June ‘23

Flags to indicate that a
customer needs a certain
form of additional support

will persist across the end to

end customer journey with
the new collection system in
Repayments designed to
absorb this information to
support a more joined up
and seamless experience.

Repayments
Journey

Starts late ‘23

Delivery of the omni
channel strategy will further
evolve providing the right
channel to the right
customer at the right time
and a more tailored service
to those that need it most.

Omni Channel
Delivery

2024

...this is the start not the end as we work towards the reform of a
generation through the Lifelong Loan Entitlement
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So in summary...

Hopefully this has provided an overview of:

« SLC’s Purpose, People and Performance

* QOur commitment to helping your students and our customers
(Service Improvements - Small Steps & Giant Leaps)

* The importance of our special relationship with you

Thank you for all of your support - enjoy the next couple of days!
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