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SIGNING UP & APPLYING FOR 
REFINANCING 
An analysis of how competitor sites have designed the 
customers’ experience for signing up to refinance their loans. • SOFI application flow and cosigner request 

• Earnest application flow

• Current Navient Flow 

• Recommended Navient Flow

• Questions

Contains breakdown of the following:
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1 2 3 4

Select Collect Decide Apply 
Customer selects which 
service / solution they 
want. 

Self-report personal 
information, enough to get 
an estimate. 

Provide consent for credit 
check with just a check 
box.

Monthly payments and 
rates (based on autopay) 
are served to customer.

Customer given 
considerations across  
term length, fixed, and 
variable rates. 

Co-signer request is 
secondary. 

Application condensed 
into one list of required 
document uploads and 
customer feedback/
instructions are required 
for which loan amounts will 
be consolidated. 
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1 2 3 4

Select Collect Decide Apply 
Self-report personal 
information, enough to get 
an estimate. 

Customer provides SSN for 
consent to credit check. 

New rate is provided 
based on enrollment in 
autopay. 

5 year term is the first 
option provided. 

Customer imports job 
history and education from 
LinkedIn, while providing 
any future employment that 
might help lower rate. 

Customer connects bank 
accounts, possibly to 
expedite enrollment in 
autopay and provide debt 
to savings ratio. 

Customer uploads any 
other required 
documentation. 

Customer selects which 
service / solution they 
want. 
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1 2 3 4

Select / Collect Application Data Decision Collect Pay Off Information Pitch

Current Flow 

Customer identifies who they are 
and intent. 

Following information is collected:

Cosigner is approved, and 
“Pull bureau decision 
application” step is carried out. 

• Cosigner request
• Demographics 
• Consent - Privacy Policy 

and LASD and review 
credit

• Employer income
• School information
• Reference

Customer selects / adds loans 
for payoff, acknolwedging loss 
of benefits. 

“Congratulations” and 
customer is prompted to 
provide transcript to lower 
rate. 
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5 6 7 8

Price Loan Sign Loan Autopay Enroll Income & Identity Validation
Customer selects rates and 
loan terms and make decision 
between fixed vs variable.

LAD is executed.

Customer is prompted to eSign 
for loan. 

Account and routing 
information collected. 

Income validation via income and/
or identity direct ID carried out. 

Customer uploads clearing 
documentation.  

Final disclosure is executed. 

Current Flow (cont’d)
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Our Recommendation 
Let’s consolidate and map the current system steps to create a journey that 
mirrors competitors which will simplify the user experience for the customer. 

We should leverage Navient’s strategic advantages as much as possible -  
Navient already has loan information for each customer on file, which will 
enable a more seamless, streamlined experience for customers. 



Get lowest rate possible
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1 2 3 4

Select 

Select 
1

Collect application data  
1

Decision

Collect pay off information

2

3

Price Loan

Income & Identity validation

5

8

Sign Loan
6

Pitch 
4

Autopay enrollment
7

Collect Decide Apply

Proposed Flow
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1

Select 

Select 
1

Proposed Flow Questions

• Is customer logged into their navient account at this step? 
• Can customers without Navient loans refinance through Navient? 
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2

Collect application data  
1

Collect

Proposed Flow Questions

• Is cosigner required for all borrowers seeking to refinance? 
• What is the least amount of information at this step needed to calculate a rate and monthly payment for the 

customer? 
• What is a reference and how it will help a customer? This may need to be moved to the application step if 

it is part of the application process that lowers a customer’s rate. 
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Proposed Flow Questions

• What is the decision being made - that the customer qualifies or a rate/term is surfaced here? 
• Is all of this based on the cosigner following through?

3

Decision
2

Price Loan
5

Decide

• Is price based on having good GPA and autopay enrollment?
• What are scenarios when Navient would recommend fixed vs variable? 
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Proposed Flow Questions

Get lowest rate possible

4

Collect pay off information
3

Income & Identity validation
8

Sign Loan
6

Pitch 
4

Autopay enrollment
7

Apply

• Are rate and terms surfaced to the customer here or just the fact that the customer qualifies? 
• Is there a way to predict by how much a good GPA can lower rate?
• Are there any other factors that we can incorporate that might improve a customer’s rates and terms? Debt to income 

ratio?  

• Does autopay enrollment have to happen before document uploads? 

• When customers are signed into their accounts, are all of the loans through Navient being pulled automatically? 
• Do fields need to be editable because a customer may not want to include entire amount? Or becuase data being pulled 

may not be accurate?
• To what extent is a customer allowed to change loan information if this data is getting pulled automatically? and what 

happens to rates and terms if the customer changes these amounts, 

• Clarify “Need to understand bank statement consent and what we might need to collect” 
• What is direct ID? 
• Is this step just documentation uploads?  

• Why is this step occuring before application is complete? 
• What exactly does this step entail? 



Navient Loan Refinancing 
Version Draft Published February 03, 2017 Created by Deloitte Digital 

APPENDIX
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1

Select 
During the Select phase, customers land on a 
welcome screen with different entry points to 
learn about the service for which they are looking.

After customers create an account and log in,  
they are presented with a dashboard screen that 
calls them to start applying for the service/
solution they want. 

Pros
This has a compelling flow to support customers 
on their journey: First, “Learn” about the service, 
and then “apply”. 

Cons 
Customers are exposed to a lot of information and 
pathways that might not be relevant for them. 
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2

Collect 
During the collect phase, customers are asked to self report 
information in order to calculate a rate for which they might 
qualify. 

Sofi asks for the following: 

Pro
The tone is very conversational and the process is trying to be 
as least intrusive as possible with data collection. 

The single check box to complete the consent form makes this 
process simple and quick. 

It uses an easy-to-understand navigation and progress tracker.

Con 
Self-reporting this information is made easy, but there is very 
little autopopulated information because the system doesn’t 
know anything about customers or their loan portfolio. 

• Address
• Home own / rent 
• Citizenship 
• Loan information 
• Job status / income 
• Education 
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3

Decide 
During the decide phase, customers are presented with rates 
and terms for which they qualify, allowing them to decide to 
move forward in the process. 

Sofi presents the following information:

Pros 
The design puts the monthly payment and length of payment at 
the forefront, and for a customer this is the most important 
information. 

Design allows customers to toggle between fixed and variable 
rates in order to make considerations between the two. 

Cons 
This design makes it hard to absorb all of the information at 
once. 

It is unclear what a cosigner is and why it will get the customer a 
better rate, and the autopay discount is hidden in fine print. 

The way the information is presented, customers may still not 
understand which rate they should choose - the differences 
between the two need to be put into context.  

• Monthly payment and associated rate
• Comparison between fixed and variable
• Bulleted list of information that defines pros 

and cons of fixed vs variable
• Secondary option to add a cosigner 
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4

Apply 
The application portion is condensed into one screen that 
requires customers to upload required documents for 
verification and provide any additional consent. 

In this step, customers are able to provide further instruction on 
exact loan amounts to be included.

Pros 
This section is the heavy lifting in this process and it makes it 
easier to have it all on one screen.

It isn’t until customers have decided to move forward that they 
are required to provide more sensitive information.

Cons 
It is unclear how a customer can get the autopay rate and if 
editing the loan amounts impacts the monthly payment the 
customer was presented with before. 

The design makes this a lot of information to absorb at once.  
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1

Select 
During the Select phase, customers land on a 
welcome screen with different entry points to 
learn about the service/solution for which they are 
looking.

Customers select the service they need and 
information collection starts before even having to 
create an account. 

Pros
This has a compelling flow to support the 
customer on their journey: First, “Learn” about the 
service, and then “apply”. 

Use of imagery from a behavioral perspective 
creates a calming experience, which is helpful 
when dealing with personal finance. 
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2

Collect 
During the collect phase, customers provide information to 
create an account in conjunction with self-reporting information 
in order to calculate a rate for which they might qualify. 

Earnest asks for the following: 

Pros
The tone is very conversational and the process is trying to be 
as least intrusive as possible with data collection. 

This tactic allows earnest to collect important information little by 
litte. 

Cons
Self-reporting this information is made easy, but there is very 
little autopopulated information because the system doesn’t 
know anything about me or my loan portfolio. 

Customers are required to provide a SSN before even creating 
an account which might cause hesitation or mistrust. 

• School information - school, 
degree, date of graduation

• Home own / rent 
• Citizenship 
• Loan information 
• Job status / income 
• Income to debt ratio estimate 
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3

Decide 
During the decide phase, customers are presented only with 
rates they qualify for that are based on autopay enrollment.

Earnest presents the following information:

Pros 
The design is simple and easy to understand. 

The fine print is called out in blue boxes consistently throughout 
the process, and customers never have to recall what loan 
amount these rates are based on because this number sits at 
the op of the screen. 

Cons 
Customers are not the actual monthly payment, which is most 
important to the customer. 

Customers are only given rates for the 5 year term, and are not 
able to preselect with which rate they want to move forward. 

• Comparison between fixed and variable
• Rates based on 5-year term
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4

Apply 
The application kicks off a new flow that breaks the information 
collection into sections. 

No cosigner is required. 

Pros 
Integration with LinkedIn helps customer speed up the process. 

Connecting bank account is presented in a way that will lower 
customer’s rate, but this is also eliminating this step downstream 
when the customer needs to opt in to autopay. 

Cons 
LinkedIn integration only works well for customers with updated 
Linkedin accounts.

Customer is completing entire application with no 
understanding of what monthly payment might be.  


