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Since 2009, we have serviced federal student loans on behalf of the 

U.S. Department of Education.  

We manage over $300 billion in outstanding student loan balances 

and help more than 12 million Americans achieve success. 

 

Learn more at Navient.com 
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Welcome to the webinar 

• To download today’s presentation 
Go to Navient.com/Schools, click Support & Resources. The presentation is in the 

Training & Webinars section. 

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

 

• Today’s facilitator:       

 

 

     

      

 

 

 

• If you have technical difficulties 
Audio: Press *0 to speak to an operator 

WebEx access issues: Dial (800) 508-8758, select option 3 

 

Steve Wynne 
Director  

Client Communications 
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Servicing contacts and today’s speakers 
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Agenda 
• Exit Counseling Planning and Strategies 

- Who? 

- Why? 

- How? 

 

• Reboot Your Exit Counseling: Connect with Students by Understanding What 

They Need 

 

• Financial Literacy Tools 
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A comparison 

If you think of an apple, 

you might think of this.  

Or this.  Or even this.  
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A comparison 

Different varieties, different flavors, different textures – but all apples. 

 

Which one tastes better? Is more nutritious? Is more memorable?   
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Exit Counseling 
Planning and Strategies 
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• Schools who participate in Title IV federal student loan programs are required 

to provide exit counseling for Federal Direct Subsidized, Direct 

Unsubsidized and Grad PLUS borrowers - shortly before each borrower 

ceases to be enrolled at least half-time. 

 

• Student loan default rate is 13.7% 

• Student loan debt now exceeds $1 trillion 

• Students frequently are unable to identify the annual cost of their education or 

their student loan balances 

• Financial literacy is key to a successful repayment strategy 

• Federal law* requires schools to provide exit counseling, mandating: 

‒ Timing of the counseling must be completed 

‒ Topics to be covered during each type of counseling 

 

Exit counseling 

* Full details are included in: Section 485 of the Higher Education Act of 1965, with amendments made by the Higher Education Opportunity Act of 2008 (PL 

110-315); and 34 CFR 682.604(a) for FFEL, 34 CFR 685.304 (b) for Direct 

WHO? 

WHY? 

From “Loan Counseling Tools,” 2014 FSA Training Conference, December 2014 



Confidential and proprietary information  © 2015 Navient Solutions, Inc. All rights reserved. 10 

Exit counseling | federal resources 

Federal Student Aid (FSA) and the 

StudentLoan.gov exit counseling site 

provide comprehensive, compliant, and 

well-organized information. 

 
‒ Broad financial literacy information for 

borrowers with personalized, visual, and 

interactive content 

 

‒ Enhanced borrower information for a 

more informed financial decision 

 

‒ Centralized counseling, reducing 

borrower confusion and providing a 

consistent experience 

 

HOW? 

From “Loan Counseling Tools,” 2014 FSA Training Conference, 

December 2014 
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• Exit counseling must include information about and a review of: 

- Use of the Master Promissory Note (MPN) 

- Loan repayment, repayment requirements, and options 

- Forbearance, deferment, and loan discharge 

- Consequences of default 

- Money management and debt management strategies 

- Loan consolidation 

- Loan servicer contact information 

- ED Student Loan Ombudsman’s office information 

- Collection of borrower-specific data: name, address, Social Security number, 

references, drivers license number, etc.  

HOW? Exit counseling | general requirements* 

* Full details are included in: Section 485 of the Higher Education Act of 1965, with amendments made by the Higher Education Opportunity Act of 2008 (PL 

110-315); and 34 CFR 682.604(a) for FFEL, 34 CFR 685.304 (b) for Direct 
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• Schools continue to get detailed reports from NSLDS 

 

• Completion results, along with those from Entrance and Financial Awareness 

Counseling – in COD Counseling Report 
- Upon completion of counseling, school(s) selected by the student are notified 

 

• References used on StudentLoans.gov are saved 

 

• Conclusion of exit counseling requires the user to select a “preferred” repayment 

plan, information that is passed to the federal loan servicer 

 

• If a school is conducting exit counseling on their own without using 

StudentAid.gov online resources, the school is required to submit documentation 

to federal loan servicers within 60 days 

 

 

Exit counseling | school information HOW? 
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Many students need additional guidance to build on what they have learned 

and to make the content more manageable and more memorable. 

 

That’s where schools and servicers come in!  

BUT 
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Reboot Your Exit 

Counseling 
Connect with Students by 

Understanding What They Need 
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Navient Borrower Feedback Study | December 2014 
 

1. Borrowers don’t understand interest rates are not set by their servicer but by 

the U.S. Congress.   

 

2. Borrowers don’t know what to expect through their loan life cycle. They want 

to better understand what potential problems they may face in their future.  

 

3. Borrowers want useful online tools to help manage their finances. 

 

4. Borrowers want their servicer to be a caring financial partner. 

 

5. Borrowers want information about payment options and repayment while they 

are still in-school. 

 

6. Borrowers need guidance on where to turn for information about their loans. 

They need to be directed to their servicer for information. 

 

 

What Navient has learned from borrowers 
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• Exit counseling contains a wealth of great information, but it can be difficult for 

a student to take in all at once 

• Don’t underestimate the personal touch; additional in-person counseling is key 

• In addition to federal loan information, include private loan repayment strategies 

 
SCHOOL SUCCESS STORY 

- Have mandatory in-person exit counseling sessions, with Q&A 

- Design content to be memorable; this is not just about the next 6 months, this is about 

life choices 

- Use student-relevant stories of borrowers who have successfully repaid student loans 

and how it was accomplished 

- Even before you begin exit counseling, start with a question: What do you need? 

 

SCHOOL SUCCESS STORY 

- Timing is everything; offer evening and weekend sessions to fit student schedules 

What Navient has learned from schools 
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• Make sure the exit counseling message is heard and understood 

• Reinforce the importance of the student/servicer relationship 

• Adjust how we think about exit counseling; communicate not just what a borrower 

needs to know, but why they need to know it 

 
SCHOOL SUCCESS STORY 

- Aligned university’s online resources with StudentLoan.gov content 

- Had mandatory in-person exit counseling sessions, with Q&A 

- Emphasized a student’s reality – translated online content into real life, illustrating the 

negative consequences on the credit scores of borrowers who became delinquent 

 

SCHOOL SUCCESS STORY 

- Mandatory in-person exit counseling positions federal loan servicers as student 

advocates: answer a servicer’s email, when a servicer calls – pick up the phone   

- Exit counseling content uses the words “call your servicer” eleven times in discussing 

payments, repayment options, and consolidation 

- In the learning exercise students are asked, “How many times did we state, ‘Call your 

servicer?’” 

- It has become the #1 thing students recall out of exit counseling: “Call your servicer.” 

 

What Navient has learned from schools 
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• Make all information current and relevant to the student audience 

 

• Put content in the students’ voice, and use examples relevant to students 

 

• Use or reference information and content available from Navient and other 

TIVAs to reboot your exit counseling efforts! 

 

• For example . . . 

Recommendations 
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HOW? Resources for schools 

Presentations designed as school support 

for borrowers with content aligned with 

federal requirements 

At www.navient.com/schools 

For online training, support, and collateral 

http://www.navient.com/scools
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HOW? 

Online at www.navient.com/loan-customers 

For online support, links, and collateral 

 

Resources for borrowers 

http://www.navient.com/loan-customers
http://www.navient.com/loan-customers
http://www.navient.com/loan-customers
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HOW? * NEW * resources for borrowers 

Information regarding 

interest rates and 

avoiding fraud.  

www.navient.com/loan-customers/interest-and-taxes/how-student-loan-interest-works 
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HOW? * NEW * resources for borrowers 

Information regarding 

interest rates and 

avoiding fraud.  

www.navient.com/loan-customers/payment-plans/protect-yourself-from-fraud 
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HOW? * NEW * resources for borrowers 

Mobile app available at Apple, Android, and Microsoft app 

store with all the functionality from our mobile site, including 

payment screens and feedback options.  
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Financial Literacy 
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• As recommended on StudentLoans.gov, financial literacy education is critical 

for students, providing tools and information to help borrowers understand 

financial aid and help manage finances  

 

• Navient has created Path to Success to deliver on our commitment to 

borrowers and schools through enhanced financial literacy tools 

 

• Path to Success consists of brief, interactive modules available for free to 

anyone with a web connection at Navient.com/path 

 

Financial literacy, a critical component 
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Overview of current modules 

Student loan  

repayment options 
 

• Loan and interest basics 

• Federal student loan repayment options 

• Sample borrower personas 

• Interactive total loan cost calculator 

Payment types and  

credit cards 
 

• Checking accounts and parts of a check 

• Debit and credit card differences 

• Comparing credit card offers 

• Managing credit card debt 

 

Credit scores and reports 
 

• Credit scores and how they’re used 

• Factors affecting credit scores 

• Facts on credit reports and agencies 

• Establishing/maintaining a healthy score 

 

Savings and investments 
 

• Examining savings vehicles:  

savings accounts, CDs, money markets 

• Retirement savings options 

• Compound interest 

• Factors influencing investment risk/return 
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Student loan repayment module  

Brief introductory and  

closing videos from an  

actual Navient customer 

Key concepts explained and 

demonstrated graphically to 

enable the user to 

comprehend the information 
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Student loan repayment module (cont’d)  

Quizzes ensure  

learning comprehension 

Sample real-life examples illustrate 

loan repayment options for four 

different borrower situations 
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Student loan repayment module (cont’d)  

Interactive calculator estimates a loan’s full cost 

over time with a Standard repayment plan 
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How to find Path to Success 

FAQs for school staff   Brochures   Links from Navient.com 

            and promotions in print and  

            web communications 

Social media 

Documents available at: 

www.navient.com/schools/borrower-

communications-and-

education/financial-education 
Dedicated email 
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How you can use Path to Success 

School’s social media channels 

School’s intranet, internet, 

student newspapers, 

comment boards, etc. 

Meetings and presentations with 

students (e.g., exit counseling) 

 

 

Path to Success is a free, 

easy, and effective way to 

enhance your students’ 

financial literacy and set 

them up for financial 

success in the “real world.” 

 

We have content and 

materials ready to go,  

for use in your 

communication channels. 
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Q&A 
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Servicing contacts 




