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This presentation summarizes the loan lifecycle and explains how 
Student Aid communicates with student loan borrowers who have 
Alberta student loans.

Note: This information is subject to change without notice. 

Overview
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 Student Aid Alberta
• Determines eligibility for federal and provincial loans and grants.
• Issues Master Student Financial Assistance Agreements for Alberta and Canada funding.
• Issues grant cheques to eligible students.
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Student Aid Alberta & Service Providers

Note: This presentation does not include details about communications by the National Student Loans Service Centre.

Visit: myloan.studentaid.alberta.ca
Call: 1-855-606-2096

Visit: Government of Canada
Call: 1-888-815-4514

Visit: studentaid.alberta.ca

 Student Aid Alberta Service Centre
• Provides customer service relating to student aid through interactive Online Services, 

email and telephone.
• Processes Alberta student loan disbursements (payments). 
• Administers Alberta student loans. 
• Manages Alberta student loans while students are in school. 
• Manages Alberta student loans during repayment. 

 National Student Loans Service Centre           
• Administers Canada Student Loans. 
• Processes Canada Student Loan disbursements (payments).
• Manages Canada Student Loans while students are in school. 
• Manages Canada Student Loans during repayment.

https://myloan.studentaid.alberta.ca/ABDLWeb/En/index.aspx
https://csnpe-nslsc.cibletudes-canlearn.ca/
http://studentaid.alberta.ca/


Alberta Student Loan Lifecycle

Start of Studies

In Study
Period
- Interest Free 
- Payment Free

End of Studies
Grace Period 
Six months 
- Interest Free
- Payment Free

Repayment
- Begins the

7th month
after end of 
studies.

- Interest 
starts
to accrue.

- Payments   
are required.
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For Alberta student loans, 
In Study Period refers to the time 
in which the borrower is a full-time 
or part-time student:

 No payments are required 
from the borrower.

 No interest is charged to the 
borrower.

 Borrowers must ensure the 
Student Aid Alberta Service 
Centre is aware they are in 
studies.

Loan Lifecycle: In Study

Cycle repeats each time students go back to school
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The Grace Period is a 6-month 
period between the end of 
studies and the beginning of 
repayment:

 No interest is charged during 
the Grace Period 
(Alberta student loans only).

 Payments are not required. 
Borrowers can choose to make 
voluntary payments on 
principal.

Loan Lifecycle: Grace Period

Cycle repeats each time students go back to school
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Loan Lifecycle - Repayment
In the Repayment Period the borrower 
must repay student loans and interest 
begins to accrue:

Repayment begins on the first day 
of the 7th month following the 
borrower’s academic year-end date.

 The first payment is due near the end
of the 7th month.

 Acceptable payment methods are:

• Personal Pre-Authorized Deposit and 
Payment Agreement

• Online or Telephone Banking
• Cheques – Monthly and Post-dated
• Money Orders or Bank Drafts

Cycle repeats each time students go back to school
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 The borrower’s payment amounts are calculated using the loan balance owing, 
and the term of the loan at the time the loan enters repayment.

 Payments are first applied to outstanding interest and then toward the principal 
balance of the loan.

 The interest rate on Alberta student loans is calculated at either:
- a floating rate (prime) or 
- a fixed rate (prime + 2%)

Canada student loans have a floating rate of  prime + 2.5% and a fixed rate of    
prime + 5%.

 Student loans are automatically assigned the floating rate when they enter 
repayment.

 Borrowers can repay their loan before the end of their repayment term without 
penalty by: 
- Paying an amount larger than the minimum monthly payment calculated for their term
- Making weekly or bi-weekly payments
- Making lump sum payments

Loan Lifecycle - Repayment
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Letter Communications

Repeats with confirmation of registration

In Study

Welcome Letters
•Sent within 5 days after each new 

loan is disbursed. 
• Advises borrowers of loan 

certificate number, amount and 
the study completion date. 

End of Study Letter 
• Sent out 30 days prior to period of 

study end date,
• Advises borrowers of principal 

balance, study end date and that 
they are entering the grace 
period.

Grace Period

Grace Period Letter 
•Sent 60 days prior to repayment.
•Advises on steps to confirm  

registration if student returns to 
school, current balance and 
overview of repayment 
arrangement if not returning to 
school.

Repayment Letter
•Mailed 20 days prior to the loan 

entering repayment.
• Student Aid Alberta Service Centre 

advises borrowers about their 
outstanding principal balance. 

Repayment

Debt Management Program Letters
• Repayment Assistance Plan (RAP) 

Letter - Advises borrowers of the 
results of a RAP application. 
Borrowers who apply will either 
receive reject, refusal, approval or 
expiry letters.

• Revision of Terms (ROT) Letter 
Summarizes changes to borrower’s 
repayment schedule.

Delinquency Letters
• Borrowers in arrears are sent letters 

at 15, 30, 45 and 120 days 
delinquent, reminding them of their 
repayment terms.

In study Grace Period Repayment

Sent to all borrowers throughout the loan lifecycle:

Annual Statement: 
Provides  details on payments and other transactions 
on the loan. Sent in February to all borrowers.

Income Tax Receipt
Provides total amount of interest paid on the loan. Sent by 
February 28 to all borrowers making payments toward 
interest in the previous year. 
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Each welcome letter contains this 
basic information.

Borrowers are informed of all details 
pertaining to their disbursement.

The body of the letter changes 
depending on the individual’s 
situation (e.g. whether information 
provided is correct, preference of 
direct deposit or cheque, or if the 
loan was disbursed directly to the 
educational institution).

Students who have provincial grant 
overpayments converted to Alberta 
student loans will also receive 
a welcome letter.

Welcome Letters
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The End of Study Letter 
advises borrowers of the 
principal balance, the 
study period end date, 
and of the fact that they 
will be entering the grace 
period.

Borrowers should start to 
plan to repay their loans 
or inform Student Aid 
Alberta Service Centre of 
their new study period 
start and end dates.

End of Study Letter
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The Grace Period Letter advises 
borrowers of their payment 
dates and encourages them to 
use Online Services.

It advises borrowers of steps to 
take to confirm registration if 
they are returning to school.

It provides borrowers  with an 
overview of the repayment 
arrangements available if they are 
not returning to school.

Grace Period Letter
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With the grace period letter, 
borrowers receive a repayment 
guide for reference and budgetary 
purposes.

Manage Your Alberta Student 
Loan Online:  

Log in to Student Aid Alberta.
You can easily review your current 
loan balance, (including your 
payment and transaction history) 
and update your address, phone 
number and other contact 
information.  

To learn more about managing 
your Alberta student loan online, 
visit: studentaid.alberta.ca.

Your Repayment Guide
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The Repayment Letter 
provides the borrower with 
the balance owing, the 
amount of the monthly 
payment, the date of the 
first payment, the term of 
the loan and the interest 
rate applied to the loan. 

The Repayment Letter also 
provides information about 
how to repay.

Repayment Letter
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No interest accumulates on 
Alberta student loans during 
the Grace Period.

The Repayment Letter also 
reminds borrowers that if 
they are returning to school, 
and not receiving funding, 
they should submit a 
Confirmation of Registration 
form.

Repayment Letter 
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The Repayment Assistance Plan 
(RAP) letter advises borrowers 
who apply for RAP if they are 
eligible.

It specifies the start and end 
dates of the 6 month period for 
which RAP has been approved.

Various other RAP letters are 
sent to borrowers depending 
on individual circumstances:

• RAP application was not approved
• RAP was cancelled
• RAP is approaching the expiry  date  
• RAP application missing  

information and cannot be 
completed

Debt Management: RAP Approval Letter
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The Revision of Terms Letter 
summarizes changes to a 
borrower’s repayment terms.

The body of the letter will 
consist of one of the A-D 
paragraphs, depending on the 
borrower’s individual 
circumstances.

Debt Management: Revision of Terms Letter  
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The Revision of Terms letter also 
informs borrowers that 
payments are required each 
month (these may be interest-
only payments or reduced 
payments).

Again, depending on the 
borrower’s individual 
circumstances, the letter will 
consist of one of the loan 
information paragraphs 
and one of the O-Q paragraphs.

Debt Management: Revision of Terms Letter
Page2
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Delinquency Letters
15 Day Letter 
Delinquency letters are sent to 
borrowers who are in arrears on their 
loan repayment.

30 Day Letter
The second reminder stresses to borrowers 
that failure to make payments will affect the 
borrower’s credit rating and that they should 
work with the Student Aid Alberta Service 
Centre to bring their loan to good standing 
as soon as possible.

45 Day Letter
The third reminder stresses to borrowers 
they must bring their account into 
good standing.



Delinquency letters provide 
contact information for 
borrowers to discuss suitable 
arrangements for payment if 
they are facing financial 
difficulty.

The interest on the 
outstanding loan amount will 
continue to accrue until the 
total in arrears has been paid.

Delinquency Letters Con’t
Page2
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The annual statement sent out to all borrowers by February of each year 
provides each borrower with the following information: 

– Your amount owing as of June 1, 2016 is $26,745.67

Annual Statement

Date (mm/dd/yyyy) Description Amount Interest Principal Principal Balance

11/30/2015 Payment – Thank you $400.00 $46.03 $353.97 $29,145.67

12/31/2015 Interest Outstanding at 
Statement End Date

$400.00 $46.03 $353.97 $28,745.67

01/31/2016 Payment – Thank you $400.00 $46.03 $353.97 $28,445.67

02/28/2016 Payment – Thank you $400.00 $46.03 $353.97 $27,945.67

03/31/2016 Payment – Thank you $400.00 $46.03 $353.97 $27,545.67

04/30/2016 Payment – Thank you $400.00 $46.03 $353.97 $27,145.67

05/31/2016 Payment – Thank you $400.00 $46.03 $353.97 $26,745.67
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Telephone Communications

Repeats with confirmation of enrolment.

In-Study

Student Aid Alberta Service 
Centre makes outbound calls 
to borrowers if information 
is missing on any documents 
received (e.g. Master 
Student Financial Assistance 
Agreements). 

Grace Period

The Student Aid Alberta Service 
Centre makes outbound calls to 
borrowers who have been 
identified as at risk of defaulting 
(e.g. students who have 
withdrawn or have high loan 
balances).

The calls promote the 
Repayment  Assistance Plan 
(RAP) and Revision of Terms 
(ROT) to ensure borrowers keep 
their loans in good  standing.

Repayment

The Student Aid Alberta 
Service Centre contacts 
borrowers who have missed a 
payment.

These calls promote the 
Repayment  Assistance Plan 
(RAP) and Revision of Terms 
(ROT) to help borrowers 
return their loans to good  
standing.

In study Grace Period Repayment
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 Borrowers who have withdrawn from studies receive an outbound 
call from a customer service representative who can discuss with 
them both their federal and provincial loans at the same time.

 The call is made to the borrower before their loan enters 
repayment. The intent of the call is to:

Withdrawal Call Campaign

o Provide notice to the borrower that their loan is going into 
repayment

o Review the terms of repayment with the borrower

o Discuss with the borrower repayment options if they know 
they will have trouble starting to repay their loan

Chapter 4: Telephone Communications 22



 The repayment call campaign is a harmonized program managed  by 
the National Student Loans Services Centre.

 Alberta has an agreement with Canada Student Loans Program that 
allows them to use a model to identify borrowers who have a high 
risk of loan delinquency.

 High-risk borrowers are selected to receive an outbound repayment 
call from a customer service representative who can discuss with 
them both their federal and provincial loans at the same time. 

 The call is made to the borrower before their loan enters repayment. 
The intent of the call is to:

Repayment Call Campaign

o Provide notice to the borrower that their loan is going into repayment

o Review the terms of repayment with the borrower

o Discuss repayment options with the borrower if they know that they 
will have trouble starting to repay their loan

Chapter 4: Telephone Communications 23



 On a daily basis, the Student Aid Alberta Service Centre identifies loan 
accounts with payments that are more than 1 day overdue and uses 
this as the basis for outbound calls.

 Delinquent accounts are scheduled for calling based on these criteria:
 3 attempts are made for each 30 day period the account remains delinquent, 

until contact is made.

 During the conversation, the Student Aid Alberta Service Centre will notify 
the borrower of the delinquency status of the loan and provide debt 
counseling to ensure the borrower understands available options, including 
the Repayment Assistance Plan (RAP) and Revision of Terms.

 Each conversation the Student Aid Alberta Service Centre has with a 
borrower may result in a commitment from the borrower with a promise 
date. The Student Aid  Alberta Service Centre will not make any calls to the 
borrower during the promise period unless the account remains delinquent 
past three days.

Delinquency Call Campaign
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 Borrowers can call the Student Aid Alberta Service Centre regarding their loans:   
• 1-855-606-2096 (toll-free in Canada and continental U.S.)
• 7:30 a.m. to 8:30 p.m. (borrower’s local time)

 Student Aid Alberta Service Centre also provides borrowers access to 
information via an IVR system accessible 24 hours a day, seven days a week:

• Borrowers can access their account information on the IVR system with  
their secure PIN.

• Can view information regarding loan disbursements, current loan balance 
and payment due dates.

Call Centre Services
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 Access the Student Aid Alberta Service Centre’s Online Services for repayment at:  
∙  myloan.studentaid.alberta.ca

 Online Services provide the following services to borrowers: 

 Alberta student loan disbursement, account and loan balance
 Ability to review account statements online at any time
 Online revision of terms: change payment amount, payment term 

and payment date
 Print off and mail a Personal and Pre-Authorized Deposit and 

Payment Agreement form
 Ability to complete a one-time lump sum payment online
 Enhanced personal messaging centre
 Previously cashed Alberta student loan certificate numbers

Web-Based Customer Services
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First & Subsequent 
Disbursement  
Welcome Email

•Sent out daily - advises new 
borrowers to visit Student Aid 
Alberta Online Services.
•Advises borrowers to visit 
National Student Loans 
Services Centre for Federal 
loan Online Services.
•Borrowers are encouraged 
to register with both Online 
Services so they can 
maintain their loans online.

With their new disbursement 
their previous student loan(s) 
have been automatically 
reinstated to interest free 
status.
Confirmation of 
Registration Email
•Sent out when confirmation of 
registration is received –
borrowers are reminded to 
update their information using 
Student Aid Online Services.

Early Withdrawal Email
•Sent out when withdrawal is 
received - notifies withdrawn  
borrowers that they may 
need to start repaying their 
loans if they are not  
returning to school.

Approaching Period 
of Study End Date 
Email
• Sent to borrowers 30 days 

prior to period of study end 
date.

• Borrowers are advised what 
to do when they are 
approaching their study end 
date if they are going  back to 
school and  receiving funding, 
if they are going back to 
school but not receiving 
funding,  and if they are 
entering repayment.

Approaching Grace 
Period Email
• Advises borrowers about the 

grace period and what it 
means for them.

Repayment Email
• Sent to borrowers 30 days 

before repayment begins
• Advises borrowers to 

reinstate their loans if they are 
going back to school but not 
receiving funding.

Borrower Delinquent 
Email
• Sent once every 34 days, as 

needed.
• Encourages borrowers to 

make  regular payments each 
month to maintain a good 
credit rating.

• Borrowers are notified of 
various repayment assistance 
options depending on 
individual circumstances.

Miscellaneous Emails
• Sent to borrowers when mail 

is returned.
• Sent to promote Online 

Services.
• If borrowers do not have a 

phone number for contact, 
they are sent an email to 
remind them to update their 
information.

• Holiday notice sent for 
statement and tax receipts.

• Promotional tool for borrowers 
linked to helpful budgeting 
resources.

Email Communications
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Welcome Email - First & Subsequent Disbursements
Borrowers receiving Alberta student loans for the first time or a subsequent 
disbursement of Alberta student loans are sent an email encouraging them to 
sign up for the Student Aid Alberta Service Centre’s Online Services.
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Welcome Email - First & Subsequent Disbursements 
Borrowers who have a Canada Student Loan disbursement for the first time or 
who receive a subsequent Canada Student Loan disbursement receive an email 
encouraging them to sign up for the National Student Loans Service Centre’s 
Online Services.
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Confirmation of Registration - Email
Borrowers are reminded to keep their information updated through 
Student Aid Alberta’s Online Services.
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Early Withdrawal - Email
Borrowers may need to start repaying their loans when they withdraw from 
studies early.
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Approaching Period of Study End Date - Email

Borrowers are advised what to do when approaching a study end date: 
- If they go back to school and will receive student aid, 
- If they go back to school but will not receive student aid, and 
- If they will enter repayment.
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Approaching Repayment - Email
Advises borrowers about the grace period/non-repayment period for both Alberta 
and Canada loans. Borrowers can also find out about repayment options.
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Repayment - Email

Borrowers receive a repayment email 30 days before repayment begins. The 
email advises borrowers to reinstate their loans if they are going back to school, 
but not receiving funding, and it provides budgeting and saving tips.
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Borrower Delinquent - Email

Borrowers are encouraged to make regular payments each month so that their 
loan remains in good standing and they maintain a good credit rating. 
Links provide repayment assistance information if borrowers are having trouble 
making payments.
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Other Emails – Returned Mail

If the Student Aid Alberta Service Centre  receives returned mail from the 
borrower, this email asks the borrower to update their contact information.
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Promote Online Services - Email
This email reminds borrowers to use Online Services to manage their loans.
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Missing Phone Number - Email
If a borrower has not provided a phone number for contact, this email is sent once 
every 90 days to remind them to update their information.
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Holiday Notice - Email

Email sent to borrowers December 15th to notify that statements and tax receipts 
will be received in their Student Aid Digital Inbox by the end of February.
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Budget Tools – Promotion Email
Promotional tool sent to borrowers 30 days after their first disbursement 
containing links to useful resources.
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Bubble email blasts are sent out to individual borrowers throughout the 
student loan lifecycle/academic year as required. These emails provide 
critical information about Alberta student loans. 

For example:

Apply Online – Sent in early June to inform students that the application 
is now available online at: studentaid.alberta.ca

Bubble Email Blasts
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