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Article summary

>  The U.S. Department of Education is in the process of overhauling its federal loan servicing platform and the number of 
service providers.

>  Changes are not anticipated to take place until late 2021 and into 2022.

>  When borrowers receive notice of changes from their student loan service provider, they should update this information in 
Fidelity NetBenefits®.

>  Fidelity clients can leverage the suggested messaging below should they want to notify employees in the Fidelity Student 
Debt Program.

Article
With the goal of improving the repayment process for borrowers of federal student loans, the U.S. Department of Education 
(DOE) is in the process of overhauling its loan servicing platform. The changes will also include the consolidation of loan 
servicing providers (LSPs) to manage the administration of federal loans.

For many borrowers, this may mean they will have a new student loan servicer, along with a new experience (online or mobile) 
when managing their accounts. They should also remember the LSP is not necessarily the institution that extended the loan 
but is contracted by the DOE to service the account.

Why the change?
The change is intended to make the repayment process easier for all involved through a more streamlined experience. The number 
of LSPs will be reduced. The two that will be departing are Granite State and FedLoan (PHEAA) and others will be following.

Fewer providers and one interface will lead to a better customer experience overall.

Student Debt Program

Borrowers should anticipate change(s)  
in Student Loan Service Providers
Participants in the Fidelity Student Debt Program  
may be required to update payment information.



What will borrowers need to know?
While the U.S. Department of Education (DOE) can 
transfer loans  from one LSP to another at any time, the 
consolidation of service providers is expected to take place 
sometime in late 2021 and into 2022. Should a federal loan 
service provider change, employees will need to update 
their loan payment information in Fidelity NetBenefits®. As 
is the case today, borrowers will be notified when their LSP 
changes from one provider to another. Borrowers can also 
expect the following to take place:

•  The new LSP will notify them of the change via letter or email.

•  They will receive a welcome package from the new LSP
once their loans are received.

•  They will need to send future payments to their new provider.

Of course, borrowers should continue to make payments to 
their existing LSP until they are notified of any changes.

How will this impact employees the Fidelity 
Student Debt Program?
Assuming their loan is moved to a new LSP, employees in the 
Fidelity Student Debt Program will need to update their loan 
information on NetBenefits.com. Fidelity is in the process of 
determining the best way to facilitate these updates and will 
communicate this to clients once we have formulated a plan.

Are there any other updates that borrowers 
need to know regarding their student loans? 
With the DOE’s announcement that the student loan and 
interest moratorium will end in January 2022, borrowers 
may need to be reminded that they will be responsible  
for the payment of their student loan and interest starting 
in February of 2022.

Additional questions
If borrowers have any questions about the loan service 
provider assigned to their account, they can call the 
Federal Student Aid Information Center (FSAIC) at 
800.433.3243 or contact their LSP directly. The situation 
is changing rapidly, but this is what we know now. We  
will notify you once we have any additional information.

Proposed employee messaging

With the goal of improving the repayment  
process for borrowers of federal student loans, 
the U.S. Department of Education (DOE) is in  
the process of overhauling its loan servicing 
platform. As a result of this change, your  
federal loan(s) may be transferred from your  
current loan service provider (LSP) to another.

While the DOE can transfer loans from one  
LSP to another at any time, the consolidation  
of service providers is expected to take place  
sometime in late 2021 and into 2022. Should  
your loan move from one LSP to another, you 
can expect the following:

•  The new LSP will notify you of the change via
letter or email.

•  You will receive a welcome package from the
new LSP once your loans are received.

•  You will need to send future payments to your
new LSP.

•  You should continue to make payments to your
existing LSP until notified of any changes.

•  As a participant in the Fidelity Student Debt
Program, should your LSP change, you will
need to go to NetBenefits.com to update your
loan payment information.

We will provide more information  
as it becomes available. If you 
have any questions, please contact 
your  benefits administrator or 
your  loan service provider.
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