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Great to hear that SLC has a clear focus on understanding the customer, presumably 
that includes parents and others who support student applications?

Yes that's a good point and in fact we have a good example with out current "Sponsor 
Redesign" project in our Evolve transformation programme, for which we expect to provide 
updates on the changes in the autumn.

Plenary – Friday
Will the LLE be incorporated into the current SIS portal or would it have its own new 
portal?

We will need to consider both options, as well as the option of a major technical upgrade to the 
existing portal. Our preference will be to have a single portal developed to support the current 
system and LLE. 

Is there likely to be any more money available to a student under LLE? If it is the 
equivalent of 4 yrs. fees (if I have understood), then surely the usual financial 
hindrances will remain under this new system.

The consultation is seeking views on the broad points of eligibility and funding, and will 
consider the issue of previous study, too.

The system is based on loans. Will there need to be restrictions around age to enable 
sufficient time for some level of repayment?

This is under consideration, and taking account of discrimination aspects. 

Plenary - Thursday
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Is there somewhere we can find information about how we as a service are doing 
against the guidelines?

You can contact your HE Account Manager to request a detailed summary report and to 
schedule an account review.  Please contact your Account Manager directly to arrange.

What if we want to change information on CMS after date, such as fees need to be 
changed or change of course code/name?

After a course has been entered on CMS, not all the fields can be edited. For more information 
on making changes, please refer to our published guidance.

Our Coc administrators only have access to view and create CoC but we would like 
them to have access to view student information but only as read only as we don't want 
them to accidently confirm registration or attendance. Is there a way to give them a view 
to this page without them being able to make any changes?

To operate each service, your university or college will have at least one user with the role of 
User Administrator detailed on the HE Gateway. The User Administrator will be able to amend 
the access levels and give administrators SIS advisor level access. Please refer to our 
guidance for further information.

If we know a student is likely to withdraw but is yet to confirm, is there a mechanism on 
the portal to prevent TFL and ML being paid for a next term and prevent clawback of 
TFL and also ML payment for the student?

There is no automatic mechanism. For students that have stopped actively engaging, you may 
wish to consider the strategic use of suspensions.  The suspension change of circumstance 
notification will stop any further payments.  A subsequent resumption CoC will reinstate 
payments for the student, should they decide to reengage with their studies. 

When a student changes their mind that they want a tuition fee loan after some has 
already been paid, can we submit a fee CoC with a note or should the student
get in touch with you directly?

The student can change the amount of Tuition Fee Loan requested via their
online account; however, they cannot reduce the amount to less than what has
already been paid out. You can use a Fee CoC to make further amendments
to the students fee loan liability.

Attendance Management

https://www.heinfo.slc.co.uk/contact/hep-account-managers/
https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/#1937
https://www.heinfo.slc.co.uk/resources/guidance/he-gateway-user-guide/system-roles/student-information-service-roles/
https://www.heinfo.slc.co.uk/resources/guidance/student-information-service-user-guide/change-of-circumstances/full-time-fee-change-coc/
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Which code we shall use if there is a request for deferment of course?

You should use an ‘S’ attendance code on SIS and then follow up with a  Suspension CoC
when a student takes an agreed leave of absence and plans to return in the future.

If a PG student withdraws and goes to another provider would the second provider be 
able to transfer them in? Even if the student accepted a lower award would this still be 
eligible to transfer?

In this scenario, a transfer in is only appropriate if the student is not in receipt of an exit award 
and is transferring to complete a full Masters Qualification.  For students in receipt of an exit 
award, and therefore no longer undertaking a full Masters qualification the transfer is not 
suitable as they would no longer be eligible.

How do combined confirmations work?

You can use the combined worklist to submit both the registration confirmation and the first 
attendance confirmation at the same time. Further details can be found on our HEP Services 
website.

Registration can be submitted 30 days before start of course. Does that mean that the 
maintenance loan is usually paid before the start of course?

No, student maintenance payments are made from the first day of each term.

If a student sadly dies during their course, is any portion of the fees refundable?

In this circumstance, the loan is written off and the provider can retain fees for the period the 
student was in study.

Can we use D codes on students who are resitting a year not in attendance?

Yes, it is possible to use the D code for the scenario described.

https://www.heinfo.slc.co.uk/resources/guidance/student-information-service-user-guide/attendance-confirmation/attendance-code-definitions/
https://www.heinfo.slc.co.uk/resources/guidance/student-information-service-user-guide/change-of-circumstances/suspension-coc/
https://www.heinfo.slc.co.uk/resources/guidance/student-information-service-user-guide/combined-registration-and-attendance-worklist/combined-registration-and-attendance-worklist/
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Would we be able to add bursary award for last academic year such as AY 20/21?

Yes.

We have had some issues with January starters not receiving their awards at the 
scheduled times. When the student transfers to their second year they move onto a 
'standard' intake of Oct-July, but it won't let us release their bursary when the normal 
students receive their payment - how can we rectify this?

Student's should not be transferred onto a different intake. They should remain on the intake 
they originally started on. Bursary payments will then flow through correctly.

We often have students who do not have a maintenance loan, and therefore, are not 
required to submit their bank details to the SLC as part of their main application. 
However, the student is eligible for a bursary. When the student attempts to submit their 
bank details online, the option isn't available to them, because they do not have a 
maintenance loan. I know the student can telephone the Bursaries Helpline, but in terms 
of improving the customer journey/experience, is it possible for the system to be 
updated to allow the student to submit their bank details via their online account?

This is something we will look at as an enhancement going forward. Currently, there is a 
workaround where the student indicates that they want a maintenance loan and then enter 0 in 
the loan amount box, this allows the bank details to be added.

When setting up rules, Foundation Year is code 'F', but when looking at a student 
assessment record, this shows as Year 0 - is it possible to reconcile the system and use 
one unique value please?

The system is currently displaying the information as it was designed. However, we realise that 
consistency is key and will look at this as an enhancement going forward.

What does core service give you access to, that's not in full service?

The core service only gives you access to extract application information only. The full service 
provides access to award setting, HEP branded correspondence and payment of approved 
awards in line with rules created by you.

Bursary Administration Service
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When are you planning to populate the Bursary pages for 22/23? Several of our 
students are showing approved loans in SIS for 22/23 but there is nothing in the 
Bursary section for 22/23.

Access to information for AY 22/23 in the bursary portal is activated when the annual 
subscription service invoice has been paid.

Childcare Assessments and Payments
Do SLC check if a student is receiving UC/Child Tax credit if they have stated no on 
their application? I believe I have seen students receiving both before.

Before awarding GFD entitlement Student finance officers need to consider the following 
points: 

• Do we have full evidence for the children listed? End-on students are not required to supply 
child evidence for their new course if full evidence was received in their preliminary course

• Do the children live with the student?

• Do the children have any income?

If we do not have the full evidence, we email the student with the below request: 

Dependent child evidence 
You have indicated that you have care of dependent children. Please provide photocopies of 
their birth certificates and all pages of your most recent Tax Credits Award Notice/Universal 
Credit Award Notice or child benefit letter naming your children

Courses Management Service
Do you need to submit PG courses that start in January by the end of April?

Yes, the deadline for PG course submission was April 29th, 2022, this
applies to all intakes.
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Can term dates include induction week?

If the student is actively engaging with you, for example, attending lectures, doing course work, 
faculty induction sessions or taking exams, this can be included in the total course length and 
should be added to CMS. As a guide, if students have around 5 hours of engagement during 
fresher’s week, then it should be included within your term dates.

Are the term dates adjustable once validated on the CMS portal?

It is possible to edit term dates, but only if the change does not affect the first year start 
month. 

CMS will timeout when entering a new course and you need to start again from scratch. 
This is also when you have been actively using the site and can occur randomly after 
saving a number of courses or when you save a course that requires concentration and 
time to accurately save, example a course with 6 intakes with 6 different sets of term 
dates.  Can this please be looked into and is there a way the timeframe can be extended 
to minimize the duplication/frustration?

The timeout out, after a period of inactivity on our system is a security feature and is in place to 
ensure access is restricted only to registered users. 

What about if the course has a blended learning option? Would they be considered as 
distance learners?

More and more providers are choosing to deliver courses with different methods of study.  
The information here should help you determine the study mode of your courses.

When saving dates, CMS regularly doesn't calculate the weeks and days or advises you 
have set a weekend date when you haven't. Tabbing out of each date sometimes 
corrects this, but on many occasions you need to start again. This only seemed to 
occur after the CMS update happened. Are you aware of when this will be fixed?

Thanks for the feedback, we will refer this on to the Product team to be investigated. 

When adding a part time course to CMS and a student studies this over a number of 
years how is this represented in SIS. e.g. course year 1,2,3,4 or will it always show 
course year 1?

Only year 1 is shown for undergraduate part-time courses.

https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/editing-courses/editing-undergraduate-courses/
https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/eligibility/determining-mode-of-study/
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What is the correct way to submit term dates for FT PG course that runs beginning 
October to end of October next academic year?

For postgraduate master’s courses, you need to enter 3 sets of term dates for all course 
years. This is so that students receive their funding payments throughout the period of their 
study.  You should create term dates that reflect the study pattern of your students. For 
example, you could use any holiday periods as a natural term break.

You mentioned not using generic course names for Doctoral courses. Is it possible to 
use generic names for UG/PG courses? i.e. Bachelor Degree Placement (Year 3)

No, course names should be subject specific.

In regard to PG FT course, a 13 month course is 2 year course?

Yes, this is correct. A range of scenarios are available for reference within our guidance.

Which CoC you would want us to update if a student who is having an extended PGR 
end date, but not an extension to their research period please?

Please email the student's details and PGR end date to Partners Support Desk 
(hep_services@slc.co.uk) who will arrange this for you.

We have a 16 month MSc course. How would they be funded in the second year?
Would they get 12 months of funding in the last 4 months or is there something else we 
would have to do as they are labelled as 16 month courses?

The course should be entered as a 16-month course. The funding would then be split 50% in 
the first 12 months, 50% in the remaining 4 months in line with our guidance.

Funding Information Services
What mental health evidence is needed to successfully access DSA, would
counselling be sufficient or would it just be medical professionals?

Letter from a GP or other Medical Professional (including mental health
professionals eg counsellors).

https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/creating-courses/creating-a-postgraduate-master-s-course/term-dates/
https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/creating-courses/creating-a-postgraduate-master-s-course/term-dates/
mailto:hep_services@slc.co.uk
https://www.heinfo.slc.co.uk/resources/guidance/courses-management-service-user-guide/creating-courses/creating-a-postgraduate-master-s-course/term-dates/
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Is there any chance that in future SLC can change the rules in relation of paying money 
back?

SLC administer policy as set out by the Government and as far as we are aware the 
Government has no plans to cease student loan repayments. ‘Rules’ as such are always 
subject to government steer and repayment rules do get amended eg thresholds changing (or 
freezing for AY 22/23). However, to our current understanding there are no planned changes 
to the concept of students having to repay their student loans. Regardless, any changes would 
be decided by the government and not the SLC.

Re the Residency changes slide, it mentions SFE support. Can you clarify SFW support 
please?

Residency Category slide for SFW. 

How do the new Travel Abroad schemes work if for example an English student is 
studying at a Welsh HEI, do they apply to Turing or Taith?

Taith funding is applied for by the HEI's/Colleges & Schools rather than individual
students. Students then apply for Taith / Turing via their HEP. Therefore, in this
example an English student attending a Welsh HEI would apply for
Taith funding. 



OFFICIAL

OFFICIAL

Can a student complete the online application without a passport and what other ID 
could they use instead on the online application

In lieu of a passport, UK national students can submit original UK birth or adoption certificate 
(both long and short versions are acceptable) or their original certificate of Naturalisation or 
Registration. 

In the first instance, EU and EEA national students with a status through the EU Settlement 
Scheme can provide a valid EUSS Share Code which can be verified with the home office and 
non UK or EU/EEA nationals can provide their original Home Office Biometric Residence Card, 
original UK travel document or original certificate of Naturalisation or Registration as 
alternatives.

Students are given clear guidance and supporting notes on the evidence provision 
requirements as part of the application process.

Are there any plans to extend the existing arrangements for Afghans to Ukrainian 
refugees?

The government plans to announce shortly how people arriving from Ukraine will be able to 
access funding for higher education. Please ensure to continue to look out for comms from 
your FIS Account Manager, such as our monthly bulletins where we detail such changes.

Residency - I note you didn't cover change from EUSS pre-settlement to settlement 
during an academic year and student can become eligible for full funding during an 
academic year rather than previous rule of needing to fulfil residency requirement by 
the first day of the first academic year.

The FIS: Through the Looking Glass session provided changes for AY 22/23, therefore did not 
mention Brexit as these changes are not new for AY 22/23.

However, to clarify: When a student is awarded Settled Status under the EU Settlement 
Scheme during the AY after previously holding Pre-Settled status, this can be treated as an 
event. The student will be assessed under event regulations. 

For SFE support, this can be done when the student was ordinarily resident in England on the 
first day of the first AY of their course, ordinarily resident in UK and Islands for the 3 years 
preceding the first day of the first AY and now has Settled Status which they can evidence 
through provision of a valid EUSS Share Code. This would mean that they can be reassessed 
from fee support only and become eligible for full funding, including maintenance support (and 
supplementary grants if applicable) from the following Academic Quarter.
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We see a lot of students unable to submit an application as the CMS hasn't been 
updated by the university. Obviously this isn't the students problem, however it does 
increase call queries to both SLC and the university from these students in a rush and 
panic to submit their application. Is there the possibility in the future to allow students 
to manually submit their course details and SLC can nudge the university at a later date 
to submit the correct details?

The course information on CMS is used for many purposes and so it is important that course 
entry is completed as early as possible and ahead of application launch. We use this data to 
assess student funding applications, and to ensure that any payments we make are correct, on 
time and go to the right location. It is controlled service with strong security and anti-fraud 
measures. Students are therefore not able to submit manual course information. For students 
unable to locate their course at the point of application, we do present them with a contact 
email address for an appropriate contact within the College or University. Please check CMS 
to make sure your organisation's email address is up to date. You can find this in the Contact 
Details section of the Provider page. This email address is available to applicants when they 
search for their course online. It is important that the staff members who manage this mailbox 
can give answers to students about your courses.

Will students be able to access full student finance (i.e. full maintenance loan) when 
they are funded by Turing (in the same way they did with ERASMUS)?

Turing essentially works in the same way as Erasmus did so some students will only be 
entitled to Tuition Fees and some entitled to full support, this is dependent on the standard 
eligibility criteria.

Can we be sent a link or one added to the slides where we can find the new rules 
regarding the care leaver independent status rules (as I can't see any reference to it in 
the guidance chapters)?

The interim process discussed in the FIS: Through the Looking Glass session is a new 
agreement of understanding between the DfE and SLC. We are currently working on
changing the portal to reflect that this cohort can now be accepted as care leavers
for funding purposes but as yet, there is no external wording we can direct you
to.
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We find that students are told the wrong dates for their payments to be released - so we 
get chased prematurely. Will the CEM help with this?

Yes, CEM is intended to provide students with specific information regarding their individual 
student finance. CEM will allow students to monitor the status of their applications, from apply 
to pay.

Independent & Estranged Students
Is it still the case that there is no requirement for a HEP adviser to have known a student 
for set period of time?

Yes, HEP advisors can provide evidence of estrangement without any prior relationship with 
the student or prior knowledge of the student's circumstances as long as they are satisfied that 
the student is genuinely estranged.

If our estrangement team have had dealings with certain students over an academic 
year - would they be able to submit a letter as a 'professional’?

Yes, your estrangement team would be perfectly acceptable as "professional" third parties to 
submit letters of estrangement for your students.

Sometimes we meet students who are at the family home but it is very toxic and they 
only stay because they worry about coping financially if they do try and leave and break 
off the relationship. For example, students who may have lifestyle choices that their 
parents strongly oppose, so they lead a double life. Can these students have the 
opportunity to explain their situation and possibly get reassurance that leaving will 
mean an independent assessment, so they can confidently make that choice to go and 
not worry about a NMT assessment only?

These are certainly the type of case the Estrangement Assessors would look at and can be 
referred to us via email to our inbox, estranged@slc.co.uk or by calling us on 0300 100 0034.

In these kind of cases we would be able to talk through the student's situation and their options 
and advise on the possibility of awarding independent status as and when the student leaves 
or flees the family home and cuts contact with their parents. If we have been able to do this 
background work then we will be in a position to very quickly make any changes to their 
application and put any additional funding in place, usually within a matter of days.
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If a contributing sponsor is deceased and sponsor 2 is a step-parent would you 
continue to require their financial evidence?

If a student is sponsored by one of their biological parents and a step- parent then we would 
disregard the step- parent from the assessment if the biological parent dies within the 
academic year.

So in the year of death we would award independent status for that year, disregarding the 
step-parent, and for the next year we would be looking at the situation with the student's 
remaining biological parent. So the step-parent would not be expected to provide their details 
in future years even if the student continues to live with them.

If a student is had not reached the 3 year requirement before the start of the course, can 
they apply for self support in their second or third year?

The student does have to have met the 3 year threshold for self support prior to the start of 
their course I am afraid so cannot claim in years 2 or 3 for any period they have worked or 
received benefits after their course started.

NHS Learning Support Fund and Recent 
Developments
Foundation degrees are not eligible for the NHS LSF, does this also apply to integrated 
courses? For example, Adult Nursing with integrated foundation year (4yrs). Year 1 is a 
foundation year and completion of this is followed by a 3-year BSc. Would the student 
not get NHS LSF funding for the foundation year but would for the remaining 3 years

Providing that a course has been set up as a four-year course (which includes a foundation 
year as part of the four) then it would be eligible for support. The foundation year forms an 
integral part of the four years and as such is funded in the same way as other years.

If the course was set up as two separate courses (the foundation year in isolation from the 
three-year BSC) then the year would not be eligible for funding.

If students have a loan in place already for 22/23 will they be able to go back through 
and apply when the applications open for new students?

Yes.  Students should apply for student funding from SFE in the first instance in
order to assess their eligibility for support (students must be eligible for both
maintenance support and tuition fee support from SFE). Once that confirmation
has been received it can be used to support an application for NHS support.
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European tuition fee loan do you mean students who have been assessed under the 
EURS support number or is this also for European student who have been awarded an 
SFDU support number?

EU students studying at a university in England who do not qualify for the maintenance grant 
elements of the NHS Bursary (still available to medicine and dentistry students), may still be 
entitled to have their tuition fee contribution met by the NHS.  However, as students need to be 
eligible for both maintenance support and tuition fee support from SFE in order to access the 
NHS LSF, EU nationals will usually need to have full, settled status from the EUSS in order to 
access the NHS LSF.  EU students that are eligible to tuition fee loans only will not be able to 
access the NHS LSF

Are those studying medicine eligible for the NHS bursary?

Yes.  The NHS bursary is still in place and available to students from their 5th year of study.  It 
should be noted that the NHS Bursary is different and separate to the NHS Learner Support 
Fund (NHS LSF) which is not available to medicine students.

What support do students receive if they study in England but are from Wales?

In terms of a Welsh student studying in England, they would receive the same student finance 
as in any other course. They can access full SFW support and the additional NHS LSF support 
in the same way that English students can.

How do we get access to the HEI portal?

The HE Gateway can be accessed by approved users by visiting

www.heinfo.slc.co.uk/resources/guidance/

Can students get the Parental Support in addition to the Parent's Learning Allowance 
and Childcare Grant from SFE?

Yes.  Students that have children are able to apply for Parent Allowance and
Childcare Support from SFE in addition to the childcare elements of
the NHS Learner Support Fund.

http://www.heinfo.slc.co.uk/resources/guidance/
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Is 1st December still the key date students need to be in attendance for the tuition fee to 
be released to the university?

No. Tuition fees are paid to a university or college in instalments on a termly basis. 25% is paid 
in term 1, 25% in term 2 and 50% in term 3.

How many applications to the Hardship Fund did you receive last academic year?

Between April 2021 and March 2022, 938 applications for the NHS LSF Exceptional Support 
Fund (ESF) were received by the NHSBSA.

Can you explain the reason for moving the NHS Bursary (medicine) payments to termly 
payments rather than monthly, at a time when some HEI staff would prefer for all 
funding to be paid monthly?

This was decided following a survey by the General Medical Council on behalf of the NHS 
Business Services Authority, where the majority of students indicated that moving to termly 
payments would be a positive move.

Are there any plans to change the regs for Paramedic Science as it causes huge 
problems for those with a degree already looking to retrain?

These regulations sit with Student Loans Company.

For students to receive their NHS Bursary a letter is produced to confirm the students 
attendance is there any other way of confirming the students attendance beside a letter.

There are plans to build a portal, similar to that for NHS Learning Support Fund (NHS LSF) for 
medical and dental students, where HEI’s would be able to access this information.

Are there any plans to develop functionality on the portal for HEI's to be able to see 
previous notes/comments they have provided regarding a student? There have been a 
couple of occasions where we have been asked to provide further information and it 
would be really helpful if we could see an audit trail of what information we have 
previously submitted.

This is being investigated and any developments will be shared when available.
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Are there any plans to develop functionality on the portal for HEI's to be able to see 
previous notes/comments they have provided regarding a student? There have been a 
couple of occasions where we have been asked to provide further information and it 
would be really helpful if we could see an audit trail of what information we have 
previously submitted.

This is being investigated and any developments will be shared when available.

Is there any work being done to link reg confirmation with SLC?

This is something we have investigated but is not currently possible.

Is there a limit to how long the temporary accommodation cost can be claimed for?

Temporary accommodation can be claimed for any periods the student requires it while on 
placement.

Can you say more about LSF and repeat students? How does funding work if the 
student repeats?

Additional funding is available to eligible students in receipt of NHS LSF in academic year 
2021/22. The HEI’s can send these by submitting a Change Course Details change request 
form via the HEI portal. They are only available for extenuating circumstances and not for 
academic failure alone. HEI’s must provide as much information as possible so that a decision 
can be made around the circumstances. Additional funding is available up to a maximum of 12 
months.

If a student enrols 21-22, stays for 5 months and then interrupts. Resumes the next 
year. Do they get the balance of the 21-22 money during the year they resume? So, they 
do not get repeat LSF but any unpaid amount they would have had?

If they are re-joining the course at the equivalent point, they stepped off the
course then the funding would restart at that point in order for them to complete
the academic year.

.
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Residency, including Migrant Workers
A student currently has pre-settled status and the status changes to Settled (as 5yrs 
residency will be complete) in July 2022 - when is the best time for the student to apply 
as they want to apply for the maintenance loan as well as the tuition?

Customer will apply as early as possible in the application cycle with their pre settled status 
(tuition fee only unless MW) and once their settled status is granted by the HO and is supplied 
to SLC, this will be deemed as an event and eligibility will be reviewed. 

If a migrant worker loses their job, how long do they have to find another job before 
they would lose their maintenance entitlement?

A student must notify SLC at the point of any change to employment status. If a student 
ceases employment their maintenance loan funding is prorated based on the last day of 
employment.  If the student leaves a job and starts alternative employment within the same 
term, we will allow a 4 week gap without pro-rating funding. 

Regarding Migrant Workers - Is there a problem with an employment letter from HR that 
states the document is not an employment contract and that no working hours a 
guaranteed. Yet the employer is taking PAYE, the employee gets statutory holiday pay, 
and statutory sick pay, and generally works 16 hours a week. Is evidence of the hours 
on the payslip sufficient?

Each case is processed individually by an SLC assessor and informed decisions are made on 
each case based on the evidence provided and customers individual circumstances. 

With long residence, we see demands for evidence for small gaps between evidence 
which can be really difficult for students.  So, if they can show they were in school up to 
June 21 but then the next evidence is dated Sept 21, we see students being made to find 
evidence for July and Aug. Why? Is this really necessary or something you are now 
improving?

No, in this specific scenario as the break in residency appears to be the school holiday, there 
is no requirement to request further evidence. However if there is no evidence prior to June 
2021 we may need to ask for further information at that point. 

Are there plans to approve EEAMW for tuition fees earlier than
maintenance loans and the only evidence required for the tuition fees are
the passport and share code?

No. 
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At what point is domicile used as an eligibility criteria and how is this determined?

A customer’s domicile is not an eligibility criteria as it is were the customers resides at point of 
application but the domicile of the customer may determine which eligibility criteria they must 
satisfy. 

What happens if migrant workers lose their job through no fault of their own i.e. 
Redundancy?

Evidence is needed from the employer to show the date that customer was made redundant as 
well as monthly evidence of that customer seeking further employment, SLC will base the 
individual on that evidence. 

In terms of long residence are you saying that the Home Office check is now done 
before you ask the student to provide evidence of residency?

SLC are limited in Home Office checks we can complete, it would be preferable for the 
physical evidence as the journey can be delayed but given the relationship SLC has with the 
Home Office it is an option that could be explored. 

We have a student who has been granted ILR under the EU Settlement Scheme with 
effect from 05/01/2022. Is this considered as an 'event' and therefore, has this student 
now become eligible in year to apply for Student Finance for the 2021/22 academic 
year? 

It would be determined by course start and event is deemed an event if it happens 3 months 
after the course start date. 

If applicants are claiming benefits and they apply for childcare, will their benefits stop?

At the point of application customers are asked to confirm if they are in receipt of any other 
childcare provision and if they answer yes they will not be entitled to a child care
grant via SLC. 
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Where EU students have previous study from their home country, what measures are 
made in the application process to highlight this to an EU student to reduce a delayed 
application where their SF request may not be granted and they would then find 
themselves within a situation where they owe fees to the HEI? 

The customer is asked about previous study or equivalent level study no matter of the 
residency category they fall into. On submission of an application and where required the 
automated outcome will route the application for assessment by an SLC assessor. There is 
also a responsibility on the customer to advise SLC of any previous study they have 
undertaken as outlined in the guidance material available on Gov.uk and if a customer is 
applying after studying abroad there would be a conversation between the HEP and customer 
to understand both parties’ positions. 

Some HEI fee status and SFE eligibility decisions can be different as some areas around 
eligibility for these two processes can be grey, why can't we confirm registration in 
these cases?  

If HEP’s feel customers should not be funded by SLC, they should make us aware at the 
earliest opportunity via their account manager and SLC can review the evidence provided by 
the customer. All eligibility outcomes are determined based upon the evidence customers 
supply SLC throughout their application process. 

Can the working hours for Migrant Workers affect a student's attendance and should we 
allow this?

SLC have an expectation that customers work to an acceptable level and their attendance 
should be dealt with by HEP 

Rolling Out Customer Engagement Management
Can HEPs as customer be better kept in the loop of the application process - e.g. what 
self serve screens look like, as students will ask us about the systems and we are 
unable to see what they are talking about to be able to advise?

A number of people asked for further information on the changes to the student experience to 
be shared, and we acknowledge that we haven't been as proactive in doing this as we should 
have been. We are currently considering the most effective way to do that.
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Are there plans to roll this type of platform out for HEIs? In addition to the Practitioners 
line/help pages.

The designs for our new customer solutions include the development of a "Partner Portal" 
which will surface information on students and their applications in a controlled way to HEPs 
and other third-parties who require the information to provide the most effective support for 
students.

The initial implementation of this will focus on students in receipt of DSA, and our current plans 
are to implement this later in 2022.

Expansion of this to cover all students remains in plans and will be considered for delivery in 
2023/24.

Would it be possible for you provide HEPs with institution specific data so that we can 
see how our students are choosing to interact with the SLC - for instance do University 
of Leeds students follow the national trend of primarily using 'Chatbot'. When are they 
contacting you and what subjects are they contacting you about? I'd be really interested 
to see this, as it would feed into the development of our own IaG.

We do have data that provides these types of analysis. There are some practical issues 
relating to how we can create and share the information, and we will explore these with our 
analytical teams and make information available through our colleagues in Partner Services.

Since the system went live in February, have you surveyed every user of the new 
service? Also, as an HE Funding Adviser, I spend much time intervening on behalf of 
students by phoning the SLC practitioner helpline. Will the consolidation of systems 
give practitioners better access to information and also, have you seen a drop in calls 
to the SLC practitioner helpline since 14 February?

We have not surveyed every user of the new service given the very high volumes. We have 
continued our standard customer satisfaction surveys targeting circa 500 customers per
month and this includes collecting their views on their interactions with us.

Customers can also leave feedback while using the service through a range of
feedback links, and this information feeds into our ongoing improvement work.
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Is there are a message re maintenance loan payments:, that the student needs to be 
fully registered with their HEI before any confirmation will be sent to release payments?

This requirement is shown in the students "outstanding actions" list. Based on the discussions 
at the seminar we will be reviewing the information that is presented to ensure it is absolutely 
clear what needs to happen and the associated timescales.

Is it just the four options that users can currently choose on the automated Chatbot 
(e.g. change course info/transfer to advisor etc)? Are there plans to add additional 
options in new releases?

The initial launch of the chatbot only had these four options implemented. Now that the chatbot 
infrastructure is in place, we are able to continually enhance it with new options and there is 
work actively ongoing now to identify the best options to implement next.

When will the new sponsor experience be rolled out? Will it be simultaneous in SFE and 
SFW?

The new sponsor experience will be implemented from September 2022. There will be a small 
scale private beta from June 2022. These changes are being made for both SFW and SFE.

Are you finding most of the feedback is from existing students not understanding the 
new system?

The feedback is quite varied. Much of it is a degree of confusion over the new system, but not 
what we had expected. For example, returning students found it hard to find the re-apply 
option because the screen looked so different, and we discovered that a number of customers 
in repayment were logging into this system instead of the repayment one as they could see 
their total payments. In both cases we were able to make changes to divert customers to the 
correct place.

Who has this new system been rolled out to?

The new system was launched for SFE HE UG customers on 14/02/2022. All SFE customers 
see the new online account pages, but most of the enhanced functionality is useable for HE 
UG customers only. The service will be expanded to SFW in June, and PG customers will 
have access to the enhanced services in late 2022.
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Is there any plans to develop the SFW CCG process, in line with the SFE service?

There are plans to align the SFW CCG service with the SFE one. These are scheduled to be 
developed and implemented this year, but there is no confirmed release/switchover date at this 
time.

Will the tuition fee loan request form be something students can access through the 
portal?

The initial implementation of CEM has provided a "digital form" capability. The first form we 
have built was the one for Current Year Income assessment. It is our intention to use this 
capability to create digital versions of all of our forms.

Will it update when the university has confirmed their funding? And is it clear that
they won't receive payments until after that's been done and takes 5 working
days to be received.

The system will show the student (and SLC staff in the contact centre) the confirmation of 
registration immediately when it is updated by the HEP. Based on the discussions at the 
seminar we will be reviewing the information that is presented to ensure it is absolutely clear 
on the associated timescales.

Will the applicant be told on their account page if there are any outstanding tasks for 
their sponsor(s)?

The student's "outstanding actions" list shows them whether their sponsors have provided their 
information or not.

For those who have CPR applications in place, are there plans to try and improve this 
too? I understand they are case by case assessed but we have very long wait time for 
some students which results in them being expelled from study since their tuition is not 
paid. 

The new CEM system introduces "Customer Indicators". These allow us to create a set of 
indicators that can be applied to a customer's record to ensure they are handled in the most 
effective way (e.g. by a specialist team, or as a high priority). CPR is one of the
indicator types that we will be looking to use in future.

How long is the expected getting back to the student time please?

Secure messages sent by a student have a 24 hour turn around time.
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Short Course Loan Trial
Will there be a second phase of the trial and will it be rolled out to all HEPs?  How do we 
go about applying to be a part of the trial?

A second phase has yet to be confirmed.

Will any students receive  a maintenance loan too or just tuition fee loan?

For the short course loan trial it is only a tuition fee loan that is available.

Will the same repayment thresholds apply?

HESC Tuition Fee Loans taken for Short Courses in academic year 2022/23 will repaid under 
the current Plan 2 repayments conditions - and will enter repayment at the start of the tax year 
following the student’s course end date. The statutory repayment due date (SRDD) will be set 
independently for each individual HESC loan that a student undertakes. However, we will need 
to wait for confirmation of the full details of the proposed student loan repayment changes for 
2023/24 before we can confirm the repayment terms and conditions for HESC Tuition Fee 
Loans taken out from AY 2023/24 onwards.

From what you have said there is no maintenance support offered for these short 
courses? If the trial is feeding into the LLE does this mean no maintenance support in 
the future?

Maintenance funding has been included as part of the LLE consultation and is still to be 
confirmed.

I raised in the Short Course CMS user group a concern about the SLC course code 
change and wanted to check that the technical specification has been shared with 
system providers i.e. Tribal for SITS?

The technical specification for CMS will be shared in the coming week however the
SIS technical specification has already been shared.
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If a student starts a course and then starts to pay back the following April for that 
course but then starts another short course in the May - would the repayments stop?

No, the repayments for the original course would still continue.

If a short course would allow a student to apply the credit to go toward a UG programme 
would they still be eligible for full UG funding?

Yes, a tuition fee loan for a short course within this trial will not prevent a student from being 
eligible for HE or FE funding.

You state that there are no previous study rules, do any equivalent level qualification apply?

No, there are no ELQ rules within the short course trial.

What if the learner fails course, is the leaner entitled to get loan for the retake?

Where a student needs to repeat, this would count as another one of the four loans which they 
are entitled to throughout the trial.

What are the next steps / hopes after the end of the trial?

Lessons learned from the short course trial will feed into the LLE implementation.

With regards to the offer letter that we provide to short course students - one of the 
pieces of information it must contain (according to presentation) is the 'course code'. Is 
this the Short Course SLC CMS code/instance number?  E.g. SC-1000695-0203 1704?

Yes, we are asking HEPs to provide students with the course code at instance level as that is 
what the student will be applying to.

When can we confirm the attendance of the learner once COC is made for the change in 
the start date (Learner chose the wrong course). I believe system takes a good amount 
of time to update the status.

Attendance confirmations can be submitted 14 days from the start of the course. This will also 
apply where a CoC or Correction has been processed. 
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Study Abroad
How will the end of Erasmus affect the student’s maintenance loans rates, particularly 
in relation to work placements where students could access full maintenance support in 
the past? Are there any changes we need to be aware of going forward in regard to 
Turing? 

Introduction of Turing will not affect any student funding as students on Turing get the same 
maintenance loan as if they were on Erasmus. There will be no changes to students loans with 
Turing. If a student is accepted on Turing and is doing a placement they will receive the same 
ML as they would get is on Erasmus. In regard to the travel grant, the student accepted on 
Turing can only get the travel grant from SFE if they are not receiving funding from Turing 
scheme to pay for the same expenses.

Please can you explain what a CAB form is?

CAB form is a Course Abroad form. You would complete one of these and send them for each 
student to confirm they are doing a year abroad. However, we do recommend you use our 
Study Abroad Spreadsheet as you can add multiple students and this way is more affiant and 
quicker for yourself, the study abroad team and for the students journey.

How do we submit a suspension CoC as those on study abroad don't normally come up 
on SIS?

You need to complete a standard suspension change of circumstances for students who have 
suspended they studies. You would also need to send an email to study abroad team to inform 
us of the suspension so we can reassess the study abroad aspect. Suspension COC is 
needed for audit purposes. 

Does this apply to postgraduate research students who are studying abroad, or is this 
only for undergraduate students with a year abroad as part of their course? PGR 
students are not bound by term dates and can study abroad for any length
of time at any point. If reporting of PGR students studying abroad is
required, would this be the same process?

The abroad rate ML loan is for students who take study abroad year part of
they course on undergraduate. For postgraduate the student get paid a fixed
amount of ML every year.
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Support for Disabled Students - Student Finance 
England
If a student has a Consent to Share with DSA, then why can't the DSA1 letter be sent to 
the disability team?

Currently we can only send the DSA1 letter to the student so that they can use the Postcode 
Search to make a free choice to select their Assessment Centre. 

RE: Specialist equipment: Please could you confirm the reason why students need to 
pay £200?

Since 2015/16 where a student required a computer to run the recommended assistive 
software they have been required to contribute £200 towards the cost of this. This is because it 
is seen that all students who attend University / College at this level would require a basic 
machine in order to undertake their course.

From a CMS point of view, does only the DSA Postgraduate course need to be set up?

DSA 'piggy backs' on the Core Application so it uses the course information from CMS that the 
student is receiving their Fee / Maintenance support for. Where a PG course is not on CMS 
then yes this would need to be set up by the HEP.

Is there a direct telephone number for the SLC DSA team or do we have to call the 
normal SLC helpline?

Yes, 01325 215194 is the direct line for Assessment Centres, HEPs and Suppliers to contact 
the DSA Team. 
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For more information:

events@slc.co.uk

www.slc.co.uk
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