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Receives communication about payment due

Hayden
Financially Novice 
Student

WHO IS HAYDEN?
• Financial novice: Deferred loans through college
• Age: 22
• Job: Qualified nurse, seeking job
• HH income: 23,000
• Behaviors: Active on social, avoid paying

WHAT DOES HAYDEN WANT / NEED?
• Advice and guidance: Hayden is feeling overwhelmed and looking for someone at 

Sallie Mae to help her understand what she needs to do.
• Options: Hayden needs options so she can make decisions based on what makes the 

most sense for her at this point in time.
• Simplicity: Hayden is looking for solutions that are clear, simple and easy to navigate, 

on her terms.

WHAT ARE HAYDEN’S PAIN POINTS?
• Finding and beginning the auto debit process: Hayden doesn’t know where to begin when she decides to enroll in auto 

debit. When she tries to enroll through her app, she is unable to figure it out. As a result, Hayden has to call Customer Care for 
support.

• Auto debit enrollment user experience: Once she knows where to go, Hayden feels overwhelmed by the auto debit 
enrollment process and wishes she had more guidance in understanding her options along the way.

• Ignoring the auto debit confirmation resulting in second payment: Hayden doesn’t realize her payment went through and 
pays a second time, resulting in panic when she realizes her mistake.

WHAT ARE HAYDEN’S MOMENTS OF TRUTH?
• In school: Hayden’s time in school can serve as an opportunity for Sallie Mae to begin educating her about her options and what 

is due, when.
• First statement: Receiving the first statement is when repayment starts to feel “real” for Hayden. She may start to feel panicked, 

anxious or even shocked if she has not been feeling guided or educated along the way.
• Auto debit payment extracted: Hayden is not paying close attention when she makes her first payment; more education and 

communication around the first payment can help Hayden avoid making mistakes.
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Goes online to find info and enroll in auto debit Experiences payment complication

JOURNEY: AUTO DEBIT

Receives welcome 
letter (4 times, 
each year of 

college)

Receives 
annual 

summary 
letter and 
ignores

3 
years

Graduates
1-2 

months

Email including tips 
for repayment and 

what is owed

Gets EIR 
communications 

(Entering into 
Repayment)

Received EIR 
communications 

monthly for 5 
months

Calls Sallie Mae 
to understand 

payment options Misses first 
payment

Receives a 
call from 

Collections

Makes 
payment –
posts on 
Twitter

Decides to enroll in 
auto debit; tries to 
figure out how to 

enroll 
Goes to mobile 
app and cannot 

enroll

Calls to figure 
out where / 

how to enroll in 
auto debit

Signs into 
SLM.com

Looks at “Make a 
Payment” page, 
navigates to loan 

details page

Clicks “not 
enrolled”

Prompted to 
select minimum 
or designated 

amount; chooses 
minimum

Prompted to 
select current 
or next cycle; 

chooses 
current cycle

Chooses 
default 

checking 
account and 
proceeds to 

next step

Reviews 
terms; 
clicks 

“accept”

Lands on 
confirmation 

page outlining 
amount paid, 

date of 
payment, future 
withdrawal date

Goes online 
to confirm; 
site says 

“enrollment 
processing”

3 
days

Makes 
one time 
payment

Auto debit 
payment is 
extracted

Logs into 
SLM.com on 
due date to 
confirm auto 
debit will pull

1 
month

Gets first 
statement

Gets second 
bill

Calls Customer 
Care for refund;  
Customer Care 

provides 
explanation

Huh? 
What is 

this?

Whatever
…ignore

So 
excited…I 

wonder what 
will come 

next?

This is 
scary…how 
will I pay? I’ll 
deal with it 

later.

How am I 
going to 

make these 
payments?

Oh, no…I can’t 
afford this right 

now. I’m 
responsible for 

this.

What is the 
amount, and 

when do I 
pay?

This is 
humiliating. I 
wish I’d taken 

care of this 
sooner.

Alright…I need 
to take action 

to avoid 
Collections.

Why does this 
have to be so 
confusing??

Why is this so 
difficult? Seems 
like everything is 

going wrong.

I’m still 
confused. This 

is 
overwhelming.

What can I 
afford?

Phew! 
Everything 
is all set.

Whoa, wait. 
What does 

THIS mean?

Oh no…I didn’t 
mean to do 

that! Will I be 
billed twice?

All is well. 
Thank god!

TwitterEmail Email Email Servicing 
Call 

Center rep
Paper & 

email 
statement

Phone call –
bill collector

Twitter Phone, OLS, mobile 
app

Mobile app Website/OLS 
(desktop or 

mobile)

Customer 
Care 
agent

Wayfinding to find auto debit:

Systems involved: OLS, mobile app, Flex site, IVR, 
Katabat, Genesys

Groups involved: UX, CX, Legal / Compliance

Customer 
Care 
agent

For content display:

Systems involved: OLS, Flex site, mobile app, IVR, Katabat, Genesys

Groups involved: DSL, mobile app team, UX, CX, Finance

For content display:
Systems involved: Flex site, OLS, mobile app, IVR, Katabat, Genesys
Groups involved: UX, OLS, Legal / Compliance, Finance, BSOS (config), 
DSL, mobile app team
For cycling & batch process:
Systems involved: FDR, DSL
Groups involved: FDR, IT

Website 
(OLS)

For OPSYS / placement file:
Systems involved: OPSYS 
(enrollment logic)
Groups involved: OPSYS

Enrolls in auto debit Payment extracted




