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Session Introduction and Focus

The Lifelong Learning Entitlement (LLE), will have a transformative impact on student finance, and it will be

vital that SLC deliver a customer experience that embodies the aims and reach of LLE funding policies:

Å The LLE application service and customer portal have been designed to deliver a user-focused, effective, 

efficient and accessible end-to-end digital experience for both students and their sponsors

This presentation will provide insight into the LLE customer application journey, including :

Å Objectives and principles that have driven and shaped development of the application process

Å Example screenshots to illustrate customer journey key-stages and associated actions

Presentation Points of Note :

Å The term ócustomerô will be used and refers, as applicable, to the student making a funding application   

or to the sponsors (parent/s or partner) supporting the application

Å All screenshots, content design and wording shown are subject to change!
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The Lifelong Learning Entitlement

The Customer Application Journey

Design and Delivery Process Considerations
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Application Journey ïDesign and Delivery Objectives

Development and design of the end-to-end customer application journey has been consistent and in line with

the SLCôs overarching objectives and strategic aims to support the wider LLE project, including:  

Å Deliver a student finance service that is easy to find and use, meets user needs and complies with 

required standards

Å Solve user problems, empower customers to self-serve and encourage digital adoption

Å Ensure the service will feel effortless and caters for all circumstances, helping users make decisions, 

apply for funding products and services and tell us of changes or exceptions all in one digital space

Å Simplify administration, implement new technologies, retaining assessment outcomes for future use, 

removing barriers and reducing effort

Å Communicate in a clear, friendly, and personalised way, using the most appropriate channels

Ultimately to deliver a great user experience that is consistent, equitable and fair, with efficient 

processes to pay the right people the right funding products at the right time
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Application Journey ï Distinct Stages and Customer Needs

When designing the application process and functionality available in LLE Personal Accounts, it was essential     

to identify, analyse and provide solutions to address the various stages of the SLC customer journey:

For each stage of the end-to-end journey, it was necessary to consider the potential actions customers would

undertake, but also understand their needs in relation to user experience and outcomes :   

 

Pre-Apply
Customer 
Account

Customer 
Application

Funding 
Assessment

Pay & 
Repay

Self-Service

Journey Stage: Pre-Apply

Customer hears about getting 

financial support through the LLE

Customer Needs

I need to become aware that I can get financial 

support for my studies and what study options 

are available to me
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Customer Actions and Needs ï Account and Application  

Identified customer actions and needs at each stage of the end-to-end LLE-funding application journey:

Journey Stage: Account and Application

New customer registers for an LLE account

Returning customer logs into their account

LLE account is created for customer after they 

have passed basic eligibility screening questions

Customer completes information required to 

access their Tuition Fee Loan entitlement value

Customer Needs

I need to access student finance information 

in one place

I need know if I can access LLE funding so that 

I can continue my education journey

I need to access financial support to help further 

my education

Customer enters their LLE-funded  

course or module details

Customer applies for a loan

Customer applies for targeted support (DSA etc)

I need to easily apply for the student finance 

I am entitled to

I need to able to easily apply for any grants that 

are applicable to my personal circumstances
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Customer Actions and Needs ï Assessment  

Journey Stage: Assessment

Customer has submitted loan request application 

and can check progress of assessment online

Customer has submitted targeted support application 

and can check progress of assessment online

Sponsor can check progress of applications 

and supply additional information if required

Customer gets the application outcome

Customer or provider has triggered 

a change of circumstance

Customer Needs

I need meaningful updates on the progress 

of my application without having to ask for them, 

so that I feel informed

I need to be aware of any outstanding actions 

so that I can complete them and avoid any 

unnecessary delays

I need to know if my applications for student 

finance is successful or not

I need to know if my eligibility status or 

entitlement has changed due to a change 

in my circumstances

Identified customer actions and needs at each stage of the end-to-end LLE-funding application journey:
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Application Journey ï LLE Personal Account Pages

Students applying for LLE funding will create and have access to a Personal Account that will host essential

details such as, loan entitlement, application status, payment schedules and study history:

Functionality built into account and application pages will help students make informed choices about their

learning pathway, aligned to their career or personal development aspirations, this will include: 

Å Details of eligible courses, credit values and fee amounts, linked to an indicative loan balance tracker

Å Fixed and dynamic IAG content to support student recognition and awareness

 Draft Images! 

Illustration 

Purposes Only!
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The Lifelong Learning Entitlement

The Customer Application Journey

LLE Personal Account Homepage Navigation

All screenshots, content design and wording shown are subject to change! 
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Application Journey ï Personal Account Homepage  

When a customer has registered or signs into their LLE Personal Account, they will land on the homepage

and will be able to navigate from this page to other areas of their account:

Å Vertically stacked cards will be displayed guiding customers through the stages of their journey from 

funding applications for courses to account management and supporting a studentôs application 

Your Student Finance

Your Account

Supporting an Application
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Application Journey ï Account Navigation Cards 1  

The cards displayed will all contain dynamic IAG that will update depending on where the customer is on 

their journey or relevant to the actions preformed or still outstanding on their account:

Your Student Finance
Your Tasks

The customerôs óto-doô list where they can view any outstanding actions

Payment Schedule

The customerôs payment schedule view, broken down by support type

Estimated Tuition Fee Loan Amount

Optional route for the customer to initiate their LLE Tuition Fee Loan estimate

Apply for Course Funding

Route for a customer to start a course funding application

Your Course Funding Applications

Links the customer to the application tracking pages
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Application Journey ï Account Navigation Cards 2

The cards displayed will all contain dynamic IAG that will update depending on where the customer is on 

their journey or relevant to the actions preformed or still outstanding on their account:

Supporting an Application

Your Account Messages

Route for the customer to access their inbox to view messages

Your Personal Details

Route in for a customer to update their personal details

Manage Your Account

Contains functionality for digital evidence upload, viewing previously uploaded 

documents and consent to share

Support Studentôs Application

Route for parent or partners who want to support a student's application
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The Lifelong Learning Entitlement

The Customer Application Journey

Tuition Fee Loan Entitlement Estimate

All screenshots, content design and wording shown are subject to change! 
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Application Journey ï Tuition Fee Loan Estimate  

Before submitting a full funding application for a course or module, students, particularly those with previous

government fee-funded study may wish to generate an estimate of their LLE Tuition Fee Loan balance:

Å Supporting text will advise the student of the information they need to supply and that this process will 

only provide an estimate of how much they can borrow, not a guaranteed amount
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Tuition Fee Loan Estimate ï Student Filtering Questions  

The question flow in the estimator will include residency and previous study, while initial questions will filter

out  students who may not be eligible for LLE funding or who should be applying through a different service:

Å The application filtering will include checks on a studentôs age, unfittedness, any bad debt and their 

course start date
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Tuition Fee Loan Estimate ï In-Application Task Screen 1  

The in -application task follows the initial questions flow and will serve to break up the application journey:

Å If a student were to save and exit the estimator after the initial questions, this is where they would land, 

allowing them to select the relevant title to re-enter and resume the flow (e.g. Identity and Residency)
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The Lifelong Learning Entitlement

The Customer Application Journey

Tuition Fee Loan Estimate ï Identity and Residency

All screenshots, content design and wording shown are subject to change! 
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Tuition Fee Loan Estimate ï Student Residency Questions  

Residency question flow and evidence requirements will be linked to the relevant nationality of the student:

Å For example, UK national students will be asked for details of their valid UK passport for verification 

purposes and before continuing, they will get the opportunity to review the information provided
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Student Residency Questions ï Group and Status  

Residency question flow and evidence requirements will be linked to the relevant nationality of the student:

Å Irish citizens, EU nationals and other non-UK national students will be asked to specify the residency 

group they fall into and select the residency status that applies to them
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Student Residency Questions ï Identity and Status Evidence  

In order to allow for LLE funding eligibility assessment based on their residency status , non-UK national

students will be asked to provide details from the relevant official identity documents they hold:

Å Where possible, the information taken from their proof of identity document will be used to verify the 

student's status via the Home Office Data Share process
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Tuition Fee Loan Estimate ï In-Application Task Screen 2 

The in -application task follows the initial question flow and will serve to break up the application journey:

Å Once the student has completed the Identity and Residency section of the Tuition Fee Loan estimate, 

they can progress onto the Previous Study question flow
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The Lifelong Learning Entitlement

The Customer Application Journey

Tuition Fee Loan Estimate ï Previous Study

All screenshots, content design and wording shown are subject to change! 
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Tuition Fee Loan Estimate ï Previous Study Questions  

To guide their estimate to the correct question flow, students will be asked to indicate if they have previously

undertaken any relevant government -funded study they received applicable tuition fee support for:

Å If there is no previous study, students can proceed to check and submit their answers
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The Lifelong Learning Entitlement

The Customer Application Journey

Tuition Fee Loan Estimate ï Post-2012 Previous Study

All screenshots, content design and wording shown are subject to change! 
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Previous Study Questions ï Residual Entitlement Post -2012 

If students answer yes to having undertaken relevant tuition fee funded previous study, they will be asked

for additional information to allow a Residual Entitlement Calculation to be carried out:

Å SLC will be able to verify details of relevant loan funded study undertaken after 1st September 2012
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Post -2012 Previous Study ï Compelling Personal Reasons  

If a student indicates that they had to repeat a period of study, they will be asked if any of this was due to 

a reason outside their control, i.e. a Compelling Personal Reason (CPR):

Å Eligible periods of CPR impacted study will be factored into an LLE Residual Entitlement Calculation
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Post -2012 Previous Study ï Correct Flow and Summary  

If a student indicates they joined a degree course which started on or after 1st September 2012 immediately

after gaining a qualification from a previous course, they will be directed to the 1998 -2012 question flow :

Å Once all relevant previous study details have been accurately provided, students will be able to check 

their answers before submitting them to initiate their LLE Tuition Fee Loan balance estimate

Selecting this option would direct the 

student to the 1998-2012 question flow 

This allows for capture of end-on/top-up 

study for a course starting prior to 2012 
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The Lifelong Learning Entitlement

The Customer Application Journey

Tuition Fee Loan Estimate ï Pre-2012 Previous Study

All screenshots, content design and wording shown are subject to change! 
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Previous Study Questions ï Residual Entitlement Pre -2012 

If students answer yes to having undertaken relevant previous tuition fee funded study, they will be asked

for additional information to allow a Residual Entitlement Calculation to be carried out:

Å Students will be required to self-declare the details of any relevant tuition fee funded previous study 

undertaken before 1st September 2012
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Self -Declared Previous Study ï Pre-1998 Example 

Self-declared pre-2012 study falls into two categories , if it was undertaken before 1st September 1998 and

if it was undertaken on or after 1st September 1998 and before 1st September 2012:

Å Students will be asked if they paid any tuition fees for the previous study, the name of the course and  

the provider, the duration of the course and if was undertaken on a full-time or part-time basis
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Self -Declared Previous Study ï Placements and Study Abroad 

If students state their previous course was undertaken on a full-time or part-time and full-time basis, they will

be asked if it included any placements , periods of study abroad or on an Erasmus Scheme placement:

Å Supporting notes will inform students how to correctly enter the details and duration of any relevant 

placements or study abroad periods
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Self -Declared Previous Study ï Compelling Personal Reasons 

If the student declares that they had to repeat a period of study, they will be asked if any of this was due to 

a reason outside their control, i.e. a Compelling Personal Reason (CPR):

Å Students will be prompted to describe how their studies were affected and enter the duration of any 

CPR impacted study for any standard years, placements or study abroad periods as necessary


