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Navient is a leading provider of asset management and business 

processing services, helping its education, finance, healthcare, and public 

sector customers navigate the path to financial success. Servicing more 

than $300 billion in education loans, Navient supports the educational and 

economic achievements of more than 12 million customers.

Learn more at Navient.com
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Welcome to the webcast

Today’s Navient speakers:

Robyn Hughes

School Ombudsman

SchoolOmbudsman@navient.com 

(703) 984-6665

Steve Wynne

ED Servicing 

Marie Coleman-Johns

Social Media

Julie Wilson

Corporate Marketing 

Research

For questions or comments during the webcast, please email the 

Navient School Ombudsman.

SchoolOmbudsman@navient.com
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To communicate to student borrowers that they should

• Know what they owe

• Make sure their servicer can contact them

• Sign up to manage their accounts online and to receive email

• Save money using auto debit1

• Make on-time payments and consider paying a little extra each month

• Seek help at the first sign of financial difficulty

• Protect themselves from fraud – some third-party companies may claim they 

can reduce or eliminate student loan debt, but they charge fees for services 

that Navient and other federal loan servicers offer for free

• Use deferment and forbearance as a last resort2

Our Shared Commitment

1 An interest rate reduction is often available as an incentive for paying by auto debit. Recurring automatic monthly payments must be successfully deducted from designated bank 

account for rate reduction to apply. Benefit suspended during periods of forbearance and certain deferments.
2 During periods of deferment, the federal government pays the interest on subsidized federal loans and borrowers are responsible for paying the interest on unsubsidized federal loans 

and private loans. During periods of forbearance, borrowers are responsible for paying the interest on subsidized federal loans, unsubsidized federal loans, and private loans. 
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Agenda
• See what your borrowers see

- A review of updates on the Navient borrower website inside the 

login and on our public site under Money & Finances, including an 

intro to The Career Playbook.

- Our new content can help you provide the financial education 

borrowers need. 

• Share feedback from Navient borrowers received through our call 

centers, social media, and borrower webcasts; with tips on how to 

reach your students

• What we have learned through Navient borrower surveys, Money 

Under 35 study; financial outcomes stronger for college graduates; 

importance of college completion 
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See what your 

borrowers see
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Navient.com/Loan-Customers

Navient.com inside the login

In February 2017 we made substantial 

updates in the content and navigation.

This is where you’ll find everything you 

need to answer questions from your 

students about their Navient serviced 

federal student loans. Where to: 

• Access Navient account information; 

sign up for email notifications and 

automated payments

• Discover all we offer borrowers in 

financial guidance, tips and resources

• Make payments

• Explore and choose a repayment 

plan, if a student anticipates needing 

lower monthly payments 

• Review options if a borrower is 

having trouble making payments
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Navient Loans App

• Borrowers find and download the Navient app from the App Store or 

Google for Android Apps

• Borrowers may access Navient.com on a desktop or any mobile device 
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Landing Page – Account Summary

• Once a borrower logs in, the 

landing page is the Account 

Summary

• Staying in contact with borrowers 

is critical.  Once an account is 

set up, if a borrower has not 

signed up for email, they will 

receive a prompt to do so.

• The account summary shows all 

loans, payments due, amounts 

and recent payments – including 

which payments are in Auto Pay

NOTE: Wherever you see 

this plus symbol, information 

can be expanded; here it will  

show current balances and 

interest rates
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Landing Page – Message, Profile, Learn

Use upper left navigation to 

view account Messages, update 

or modify Profile information as 

needed, and Learn for quick 

links to helpful information 
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Make a Payment

Three steps to Make 

a Payment and Enroll 

in Auto Pay

Step 1

Review total payment 

amount, payment date and 

financial institution

Step 2

Preview payment transaction

Step 3

Confirm payment transaction

Payment effective dates include 

weekends and holiday
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Auto Pay

• With Auto Pay, loan payments 

are automatically deducted from 

a bank account, ensuring they 

are made on time. 

• Borrowers may qualify for a 

0.25% interest rate reduction 

when signed up for Auto Pay.*

• To help a borrower stay current, 

alerts remind borrowers to make 

one-time payments before Auto 

Pay takes effect.

*Recurring automatic monthly payments must be successfully deducted from a designated bank account for the rate 

reduction benefit to apply. This benefit will be suspended during periods of forbearance and certain deferments.
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Loan Details

• Loan Details gives all a 

borrower needs to know about 

each loan: the status, your 

repayment plan, and estimated 

payment schedule, as well as 

your balance, interest rate, 

and payoff amount. 

• Use the dropdown to view 

Loan Details on a single 

loan, or 

• Go to All Loan Details to see 

all of your loans and your total 

current balance 
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Account History

• Shows most transactions 

that have taken place 

during Navient’s servicing 

of the loan

• Includes how each 

payment is applied to 

principal and interest

• Borrowers can see, for 

example, how unpaid 

principal declines with each 

payment on a single loan.
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Repayment Options – repayment plans

• Newest update; a cohesive 

environment for a borrower 

to see all aspects of 

repayment options:

- Select a repayment plan

- Stop making payments

- Loan forgiveness 

and discharge

- Options list

• Let’s first review Select a 

Repayment Plan
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Overview of repayment plans

• Learn More: Our detailed 

overview of Direct Loan and 

FFELP Repayment Plans PDF

• Clicking on Explore Federal 

Loan Repayment Plans opens 

our repayment wizard. 
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Explore Repayment Plans

Step 1

A borrower enters 

Personal Information, 

such as Family Size, 

Marital Status…
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Explore Repayment Plans

Step 2

Enter income and 

loan information…
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Explore Repayment Plans

Step 3

• And the wizard calculates 

what loans are eligible by plan

• Borrower can use the drop 

down and review each eligible 

repayment plan option by 

using the Estimates tab of 

monthly payment amount by 

loan, estimate of total amount 

to be paid and new payoff date 

and by…
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Explore Repayment Plans

Step 3

• Click on Details to view 

each plan with eligible 

loans, payment amounts 

and a full payment schedule

• Borrower can click to apply 

at StudentLoans.gov, a 

process we recommend 

because it is faster and 

easier, or

• Borrower can download the 

repayment plan form. 
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Apply for a Plan

• Borrower opens the 

pre-populated form, reviews 

it, saves, prints and wet signs

• The request form, and any 

supporting documentation is 

then uploaded at Inbox/Upload
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Repayment Options – stop making payments

Second option:

Stop Making Payments
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Postpone Payments - Deferment

Example: clicking on

I’m struggling to 

make payments
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Postpone Payments - Deferment

Deferment options

• We advise the borrower about 

their Federal Loan Repayment 

Plan options

• And provide an options wizard 

to assist the borrower in 

understanding eligibility
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Postpone Payments - Deferment

Three steps to make a 

deferment request

Step 1, enter information

Step 2, preview information 

Step 3, confirm information
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Postpone Payments - Forbearance

Example: clicking on

I don’t qualify for a deferment 

and need temporary relief
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Postpone Payments - Forbearance

Forbearance options

• When a borrower chooses an 

option that fits their situation, 

we give them a detailed list of 

forbearance options for which 

their loans may be eligible

• We then provide an online 

wizard to determine eligibility 

and process the request  
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Postpone Payments - Forbearance

Three steps to make a 

forbearance request

Step 1, enter information

Step 2, preview information 

Step 3, confirm information
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Repayment Options 

Third option:

Forgiveness and discharge
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Repayment Options – forgiveness and discharge

Information on 

eligibility and links 

for more details on:

• Public Service Forgiveness

• School Closure Discharge

• Total and Permanent 

Disability Discharge

• Teacher Loan Forgiveness
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Repayment Options – forgiveness and discharge

Fourth option:

My Options List
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Repayment Options – options list

A single page of options, 

with information and 

links on: 

• Federal Student Loan 

Deferment Eligibility

• Federal Student Loan 

Forbearance Eligibility

• Federal Student Loan 

Forgiveness & Discharge 

Eligibility

• Teacher Loan Forgiveness

• Private loan options
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Inbox/Upload

Comprehensive page for 

secure uploads for: 

• Repayment plans, including 

Income-Driven Repayment (IDR)

• Deferments

• Forbearances

• Loan Discharge

• Teacher Loan Forgiveness

• Private Loans

• HEAL Loans

• Bankruptcy Filings

• Expand this symbol for  

information
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Tools & Requests

Information and links to: 

• Servicemembers Civil Relief Act 

(SCRA) request forms

• Interest Accrual Estimator

• Printable Account Information

• Authorization to Release 

Information

• Reaffirmation Agreement
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Tools & Requests – Servicemembers

• The SCRA interest-rate cap 

is available for federal student 

loans and private student 

loans, for both borrowers 

and cosigners.

• Interest rate on student loans 

obtained prior to military service 

is limited to 6% during periods 

of active duty service.

• Most servicemembers will 

receive the SCRA benefit 

automatically. If a borrower is 

not receiving the benefit and 

believes he/she is eligible, a 

request can be completed on 

this page
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Tools & Requests – Interest Accrual Estimator

Allows a borrower to see 

how much unpaid interest is 

accruing on each loan
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Tools & Requests – Authorization

A request to release a 

borrower’s student loan 

account information to a third 

party can be completed online.
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Navient.com

Money & Finances
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Navient.com/Loan-Customers/Money & Finances

• Financial literacy basics: 

Navient has aggregated 

practical financial tips and tools 

on our new Money & Finances

tab of Navient.com. 

• These resources include a 

checklist for financial planning, 

interactive budgeting 

worksheets, a to-do list for 

making a first loan payment, 

and more. 
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Budgeting Worksheets
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Path to Success

Navient collaborated with leading 

education technology company 

EverFi to create Path to Success, 

an interactive video series covering 

a range of topics. 
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The Career Playbook

Developed in partnership with 

career expert and author Jim 

Citrin, The Career Playbook 

offers advice for career success: 

interview skills, how to cultivate 

a mentor, relationships 

and networks, and using 

LinkedIn to identify and 

attract potential employers. 
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Financial Tips Blog

Navient blog
• Our blog posts on Medium 

offer insights and practical 

tips from borrowers and from 

Navient's own research. 

• Topics include Tax savvy tips, 

Paying off student loans, and 

3 ways to make your student 

loans disappear faster and 

cheaper
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Financial Literacy Resources,

Social Media and Surveys
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Navient Social Media
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Navient Research Study

Money Under 35
A study of the financial health of 

young Americans aged 22 to 35 

conducted with lpsos.

• Feedback from more than 3,000 

young adults representing all 

levels of educational attainment

• Impact of educational attainment 

and student debt

• Life and career satisfaction levels

• Employment status
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For questions or comments, please email the Navient School Ombudsman.

SchoolOmbudsman@navient.com

To download a copy of today’s presentation:

Go to Navient.com/Schools, click Support & Resources.  The presentation will 

be posted in the Training & Webinars section.

www.navient.com/schools/support-and-resources/training-and-webinars/

mailto:SchoolOmbudsman@navient.com
http://www.navient.com/schools/support-and-resources/training-and-webinars/



