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The SLC online service

Websites: 

• Directgov – ‘Student Finance’
• Student Loan Repayment
• Student Finance England (Practitioners’ website)
• Student Finance Wales
• Student Finance Northern Ireland

We also manage:

• the online service – customers can log in to view their payments, change 
their details and check their correspondents

• the online application (also known as ‘the customer portal’)



Student Finance on Directgov



Student Finance Northern Ireland



Student Finance Wales



Student Finance England - Practitioner’s website



Mock account – the online application demo



The online service



The online application



Student finance calculator



Recent improvements to the online service

We relaunched the online application in April 2010 making these improvements:
• No more ALIAS IDs for sponsors
• Links between the student finance calculator / UCAS and the Online 

Application
• Offer messages throughout the application to show what the student can get
• Sponsors can complete the application at the same time as the student or 

separately
• ‘Next steps’ messages after the application is submitted
• Customers can complete the sections of the online form in any order
• Better ‘save’ functions
• Easier to reset your password and log in
• Improved course search – populated from the HEI course database



Online change of circumstances

• Students could already amend their bank details and contact details online, 
and full-time students could track the progress of their application. 

From October 2010 students can now amend their online application after it has 
been submitted. They can now change the following online:

• Change their course 
• Change their loan amount 
• Change their application details
• Take a break from their studies 
• Withdrawn from their course 



Known useability problems

• According to our useability research, customers still find the online process overlong, 
complicated and frustrating

• Password reset and login could still be improved
• Linking between students and sponsors is complicated
• On the ‘estimate’ screen, students choose the means tested instead of non-means 

tested route when it isn’t in their best interest
• At the moment, online applicants still need to sign and return a paper declaration
• We ask many students many questions about their courses, rather than using our 

own information (course fees, start dates, NHS courses etc)
• Some products still require a paper form, and a complicated application process –

CCG, DSA, ADG
• Directgov – we have limited scope for making changes
• Some online instructions are unclear – for example, ‘blocked payments’
• Sponsor income questions are still complicated 



What we’re doing - 1

Customers still find the online process long, complicated and frustrating
– We worked with Directgov and BIS to run more useability testing during December 

2010 to broaden our understanding of customer issues. We’re now preparing a 
business case for radical change

– Returning students are shown a summary of the information they provided in the 
last academic year, and asked if they want to change it; they don’t have to 
complete online applications over again

– Returning non-means tested students are now automatically rolled over so they 
don’t need to make a new online application

• Password reset and login could still be improved
– We’ll improve password reset and login during 2011

• Linking between students and sponsors is complicated
– We’ve updated the customer portal to provide clearer advice and are looking for 

opportunities for further improvements
• Students choose means tested instead of non-means tested when it isn’t in 

their best interest
– We redesigned the ‘estimate’ screen to help give customers a clearer choice –

planned for 2011



What we’re doing - 2

Online applicants still need to sign and return a paper declaration
– Currently under review; at the moment we still require a signed 

declaration for legal reasons

We ask many students many questions about their courses, rather than using 
our own information (course fees, start dates, NHS courses etc)
– We may be able to use the course database to show the student’s correct 

course fee for that academic year – planned for 2011

• Some products still require a paper form, and a complicated application 
process – CCG, DSA, ADG
– Under review – there is a ‘digital by default’ agenda in government to put 

all public services online. We will review the advice we currently give for 
these products on Directgov during 2011.



What we’re doing - 3

• Directgov – design and content need to be brought up to date
– Directgov are currently reviewing their overall website design to improve useability. 
– We’re running customer testing with DG to improve the content and ‘information 

architecture’ of the Student Finance section, in order to make it easier for 
customers to use

• Some online instructions are unclear – for example, ‘blocked payments’
– We will continue to review and update the online application to ensure we’re using 

plain English and clear instructions. The ‘View payments’ screen now has extra 
help content.

• Sponsor income questions are still complicated
– We reviewed these for 2011/12 to make these simpler, and closer to the tax 

returns many sponsors make to HMRC
– Sponsors of new, England students will no longer have to provide financial 

evidence, due to the VHI link between SLC and HMRC



Accessibility – website access for disabled people

• Website Accessibility is closely related to useability.

• Our websites are tested by User Vision to flag up potential design problems 
for disabled users, including people with dyslexia, blindness, deafness, 
colour blindess and motor impairments. 

• All forms and pictures have to be treated carefully so that someone can use a 
‘screen reader’ to read our pages out loud. 

• We are drafting a plan so that we can reach full ‘AA’ compliance with the 
WC3 guidelines for web accessibility. This will help ensure that no-one is 
prevented from applying for finance due to their disability. 



‘Your course’ screen – discussion point



‘Your course’ – continued



‘Your course’ – Where will you be?
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