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STUDENT LOAN – 

Having problems?

Check below to see if your problem can be resolved simply by trying these suggestions - if not contact us for further advice. Please try to contact the relevant authorities before you come to see us as we’re very busy and unable to phone on your behalf in the first instance.

Common problems:

· Have you applied or reapplied (remember that you have to reapply every year)?

· Have you supplied your ID details (e.g. passport number or birth certificate, national insurance number)?

· Have you checked that your funding body* has the right bank, contact and other details? 
· If you applied online did you also send in the signed declaration? 
· Have you registered and picked up your Sussex registration card? Your loan won’t be paid into your bank account until 3 - 5 working days after you have done this. 
· Applied late (after the recommended deadlines)? It’s likely your application is still being processed. 
· If you haven’t got the student support you expected (for example you have only received the basic loan entitlement and nothing else), you may have been paid the basic maintenance loan as an interim measure until your application has been fully processed, or you may have requested non- income assessed support only.
· Your funding body* hasn’t got your evidence? Resend it, keep copies and send everything recorded delivery. Also remember that it will take time for your evidence to be processed (for example Student Finance England have to sort and scan everything you send them).
Action:
· If you have a problem regarding assessment or payment of student support telephone your relevant funding body* if you can’t find the information in your online account
· If you live in England and need to change your contact or bank details remember you can do this by accessing your Student Finance England account online. If you’ve forgotten your password and/or secret answer Student Finance England can email you new details, as long as you know your Customer Reference Number. If you’ve forgotten everything, including your Customer Reference Number you’ll need to phone Student Finance England.

· If you’d like the Advice & Representation Centre to speak to Student Finance England on your behalf please set up ‘consent to share’ – this means Student Finance England can share information about your application with us. See the page ‘Giving other people access to your account’ on www.direct.gov.uk/studentfinance  for full details of the procedure.
*‘Relevant funding body’ refers to the four regional finance bodies. See Contacts for details.
General tips:
Remember that this is an extremely busy time of year for anyone dealing with student support - you’re likely to be on hold for a long time if you try to ring and are likely to have to wait longer for a response to emails than at other times of the year.

· Be patient and keep trying (first thing in the morning, late at night or weekends tend to be less busy)
· Once you get through, be clear about the nature of your question and your desired outcome. 
· Be assertive (but not rude!). Remember that any problems are not necessarily the fault of the person on the phone, so shouting at them will not help! 
· If relevant, acknowledge any contributions you have made to the problem (e.g. applying late) 
· If you are not happy with the service ask to speak to a superviser, or ask about the complaints procedure. 
· Take the name of the person you speak to, note the date and time you ring and the outcome of the conversation!
Still having problems?

· If the situation is taking ages to resolve over several repeat phone calls, you’re being given conflicting information, they’ve lost your evidence you may like to complain - google ‘Student Finance England complaints’ or pick up a leaflet from the Advice & Representation Centre. In our experience it is a good idea to also get your MP involved.
· If you think that Student Finance England have made a wrong decision then you may want to appeal – seek advice from the Advice & Representation Centre.
Contacts:
If your home address is in England - Student Finance England – www.direct.gov.uk/studentfinance 

0845 3005090. 
If your home address is in Wales - Student Finance Wales -www.studentfinancewales.co.uk  

0845 6028845. 

If your home address is in Scotland - Student Awards Agency for Scotland-www.saas.gov.uk  

0845 1111711. 

If your home address is in Northern Ireland - Student Finance Northern Ireland -www.studentfinanceni.co.uk  

0845 6000662. 
No cash?
If you have no money whilst you’re trying to sort stuff out, you may be able to get a loan from the University to tide you over until your student loan comes through – contact:

Student Life Centre ( Chichester 1)

Tel 01273 876767

Email: studentlifecentre@sussex.ac.uk

Where’s my Sussex Bursary?

If you get the full maintenance grant you are entitled to the Sussex Bursary. Remember this doesn’t get paid with the student loan but is usually paid later in the year in two instalments (in the spring and summer terms) once SFE have verified your income. Therefore problems with your student loan application may also cause delays with your bursary - contact the Student Life Team for further information.
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