Deloitte
Digital

NAVIENT LOAN REFINANCING

Competitive Analysis and Recommendation



Deloitte Navient Loan Refinancing
D|g|ta| Draft February 03, 2017 Deloitte Digital

SIGNING UP & APPLYING FOR

REFINANCING

An analysis of how competitor sites have designed the Contains breakdown of the following:

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
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00e
SoFi 8

Select Collect Decide Apply

Customer selects which Self-report personal Monthly payments and Application condensed
service / solution they information, enough to get rates (based on autopay) into one list of required
want. an estimate. are served to customer. document uploads and
customer feedback/
Provide consent for credit Customer given instructions are required
check with just a check considerations across for which loan amounts will
box. term length, fixed, and be consolidated.

variable rates.

Co-signer request is
secondary.
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earnest

Select

Customer selects which
service / solution they
want.

Collect

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

Customer provides SSN for
consent to credit check.

Decide

New rate is provided
based on enrollment in
autopay.

5 year term is the first
option provided.

Apply

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.
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NAVI=NT
Current Flow

Select / Collect Application Data  Decision Collect Pay Off Information Pitch

Customer identifies who they are Cosigner is approved, and Customer selects / adds loans “Congratulations” and
and intent. “Pull bureau decision for payoff, acknolwedging loss customer is prompted to

application” step is carried out. of benefits. provide transcript to lower
Following information is collected: rate.

e  Cosigner request

o Demographics

e  Consent - Privacy Policy
and LASD and review
credit

° Employer income

o School information

o Reference
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NAVI=NT
Current Flow (cont'd)

Price Loan Sign Loan Autopay Enroll Income & |dentity Validation

Customer selects rates and Customer is prompted to eSign Account and routing Income validation via income and/

loan terms and make decision for loan. information collected. or identity direct ID carried out.
between fixed vs variable.

Customer uploads clearing
LAD is executed. documentation.

Final disclosure is executed.
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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.
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Proposed Flow

Select Collect Decide Apply

Select Collect application data Decision : Pitch
Price Loan Autopay enrollment

Collect pay off information

Income & Identity validation

Sign Loan
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NAVI=NT
Proposed Flow Questions

Select

a ° Is customer logged into their navient account at this step?
S | ° Can customers without Navient loans refinance through Navient?
glect
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NAVI=NT
Proposed Flow Questions

Collect

a ° Is cosigner required for all borrowers seeking to refinance?
o ° What is the least amount of information at this step needed to calculate a rate and monthly payment for the
Collect application data custorner?

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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NAVI=NT
Proposed Flow Questions

Decide

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

Decision

9 o Is price based on having good GPA and autopay enrollment?

° What are scenarios when Navient would recommend fixed vs variable?

Price Loan
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NAVI=NT
Proposed Flow Questions

o Are rate and terms surfaced to the customer here or just the fact that the customer qualifies?

0 o Is there a way to predict by how much a good GPA can lower rate?
P"Ch ° 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?
e o 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?
BO"BCT pay Uﬁ |ﬂf0rm3“0n 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,

o ° Clarify “Need to understand bank statement consent and what we might need to collect”
. v L 5
Income & Identity validation ~ = VVhatis directID? |
o Is this step just documentation uploads?
6 o Why is this step occuring before application is complete?

° What exactly does this step entail?

Sign Loan
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APPENDIX
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BORROW INVEST COMMUNITY RESOURCES AT WORK ABOUT US LOG IN FIND MY RATE

During the Select phase, customers land on a - AMcCoMme 10 ' J(‘i“d Of

welcome screen with different entry points to

P
learn about the service for which they are looking. { Cgmpany.

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.

Get started with SoFi.

LEARN MORE > LEARN MORE > LEARN MORE > LEARN MORE > LEARN MORE >

PNl eily Jacobs -

Pros
This has a compelling flow to support customers Get started with SoFi today. sendfeedback drect o the CEO

Email mikecagney@sofi.com and tell him
about your experience, what we're doing

on their journey: First, “Learn” about the service, APPLY FOR A LOAN
* Personal Loan Apply now for rates as low as: 478% 2 Apply Now
» Lo |
and then “ap p'y . « Student Loan Refl Apply now for rates as low as: 2.35%
See how you compare to other SoFi
* Parent Plus Refi Apply now for rates as low as: 2.35% ' members.
os low 05:3.23% * [ ApplyNow | Compare Now

+ Mortgage Apply now for rates as low as: 315% *
Cons Reforral Program

START INVESTING Help friends, family and colleagues save

Customers are exposed to a lot of information and Wealth lan

and you'll get paid too.
[(invest Now | You have no investments with SoF. you'll get p:

pathways that might not be relevant for them.

Social Comparison

+ Parent (In School) Apply now for rat

Loans & General Questions Mortgages Wealth Legal
customerservice@sofi.com mortgage@sofi.com advisor@sofiwealth.com Privacy & Security
(855) 4567634 (844) 763-4466 (855) 5257634 Terms of Use
Mon~Thu 4am-9pm Mon-Thu 8am-5pm Mon-Thu 7am-Spm LD-scta-mers
Fri~Sun 4am-5pm Fri 8am—4pm En S icenses

NMLS Access

Sat 7am-2
at 7am-2pm Eligibility Criteria

Al times are PST

SoFi Is not affiliated with colleges and universities listed on Sofi.com. Colleges and universities listed on SoFi.com do not endorse, promote or recommend SoFi loan products.

Borrowing

Terms and Conditions Apply. SOFI RESERVES THE RIGHT TO MODIFY OR DISCONTINUE PRODUCTS AND BENEFITS AT ANY TIME WITHOUT NOTICE. To qualify, a borrower must be a U.S. citizen or permanent resident and meet SoFi's
underwriting requirements. Lowest rates are reserved for the best borrowers. This Information s current as of June 2, 2014 and is subject to change. SoFi loans are orlginated by SoFi Lending Corp (dba SoFi) California Finance
Lender #6054612. NMLS #1121636. NMLS Consumer Access

Investing

The Information contained herein does not constitute an offer to sell securities or a solicitation of an offer to buy securities. Purchases or sales of securities privately offered by SoFi or its affiliates (the “Securities’) can only be made
by private placement memorandum and related subscription documents, which will be provided to accredited investors on a confidential basis at their request for their consideration in connection with such offering. Investment in the
Securities will involve significant risks, incluging loss of principal. The Securities will have limited liquidity options, as there is  limited secondary market for the Securities. None of the Information contained in this website release is
a recommendation for investment in any securities. SoFi s not afflliated with or officially endorsed by any listed universities.

Refinance loans
1. Fixed rates from 3.375% APR (with AutoPay) to 6.99% APR (without AutoPay). Variable rates currently from 2.355% APR (with AutoPay) to 6.53% (without AutoPay). Interest rates on variable rate loans are capped at either 8.95% or
9.95% depending on term of loan. See APR examples and terms. Lowest variable rate of 2.355% APR assumes current 1 month LIBOR rate of 0.78% plus 1.575% margin. If approved for a loan, the fixed or variable interest rate offered
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5 conTacT us Kelly Jacob
Fi 36 T -
SoFi 88 - clly Jacobs

Tell us about yourself.

Your rate is just a click away.

BASICINFO STUDENT LOAN REFINANCING
e @ Gcetstarted

Kelly 2) Ge

BU | | e ct e o

Mailing Address

During the collect phase, customers are asked to self report

Apartment #
information in order to calculate a rate for which they might ) EMPLOYMENT INFO
ity
qu al |fy State Employment Status
District of Columbia © Current
() Future
. . Zip Code
Sofi asks for the following: .
mployer Name
Primary Phone Number
° Ad d ress VS“M you like text notification Deloitte LLP and its subsidiaries
Account Notification Policy. Self-Employed
o Home own / rent Dete ot 8in =
. . Month Day Total Annual Income ()
° Citizenship P—
zenship $ 000
o Loan information
Home Ownership . .
. O Rent A Inorder to receive the best rate, enter an accurate estimate
° JOb StatUS / Income ,‘> an of your annual income.
o Education
Total Years of Profess CURRENT LOANINFO
Enter the total amount of student loans you're looking to refinance.
Select Estimates are okay and the amount must be at least $5,000.
Total Loan Amount
Pro If you are a medical prof

$ 5,000

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

Information regarding rates, costs and fees associated with your SoFi loan
application are detailed below v

CONSENTS

The single check box to complete the consent form makes this (1] 8y clicking this check box and continuing with the spplication

process, you understand and agree that you are providing
H . ‘written instructions’ to SoFi Lending Corp under the Fair Credit

process Slmple and qU |Ck Reporting Act authorizing SoFi Lending Corp, a California
Licensed Lender, to obtain information from your personal credit
profile or other information from one or more consumer reporting
agencies, such as TransUnion, Experian, and Equifax. You

|t uses an easy_to_understand na\”gatlon and progress tracker authorize SoFi Lending Corp to obtain such information solely to

! conduct a pre-qualification for credit.

Checking your rate will not affect your credit score. If you
choose to apply for a loan, however, we will request a full
credit report from one or more reporting

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.
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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:

o Monthly payment and associated rate

° Comparison between fixed and variable

o Bulleted list of information that defines pros
and cons of fixed vs variable

o Secondary option to add a cosigner

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.

Congrats, you're

4l Pick a rat STUDENT LOAN REFINANCING
pre-approved! Pick a rate:

) GetStarted edit

FIXED VARIABLE

@ Get Your Rate

Torm Monthly Pmt. Interest rate 3 Upload Documents & Apply
4) Sign Acceptance Packet

[] 5-Year Fixed $94.91 4.990%*
Utetime savings: $1.271.40'

2 CO-SIGNER
[ 7-vear Fixed $72.45 5.500%"
Ufetime savings: $880.20" Including a co-signer may help you qualify for a better rate.

Add Co-Signer

[[]10ear Fixed $56.14 6.000%"

Lifetime savings: $229.

20!

Top Pick by Grads of University of Virginia

[]15-Year Fixed

$43.90 6.375%*

Lifetime savings: $-936.00"

[] 20-Year Fixed

$38.39 6.625%"

Monthly savings: $19.66'

Clicking Continue will NOT affect your credit score.

“Al rates shown with the

to sign up for Autopay.

NEED HELP?

Fixed vs. Variable Rates: How are they different? v

Autopay Discount (0.25%). You are not required

NEED HELP?
Fixed vs. Variable Rates: How are they different? -

Let's get to the specifics.

Fixed Rate Variable Rate

« The interest rate remains the same over the life of your

loan.

« Your monthly payments remain the same over the life of

your loan.

* You'll be able to better predict how much in total interest

you'll pay.

- Typically has a lower starting interest rate.
« Your monthly payments may increase or decrease over

the life of the loan.

- Your interest rate may increase or decrease over the life

of the loan, but will never exceed 8.95% for 5 or 10 year
loans, and 9.95% for 15 or 20 year loans.

~ Hide

Dear Theresa,

Kelly Jacobs has indicated you are to be included as a cosigner for their student loan
refinancing application with SoFi.

Please click the following link to register and complete the process:

https//www.sofi.com/b/registration?token=950553bf13772b2dd41b6ed3363d77
44111f421781b192397377df5{f558de5b8b37624b6a170cd1270fb86d6a57ef4f

Once you've registered, we'll need you to upload the following documentation:
1. Cosigner's proof of US Citizenship or Permanent Resident Status (Passport, Birth
Certificate or Permanent Resident Card)
2. Cosigner's most recent paystub (dated within the last 30 days)

Once your uploads are complete, SoFi will process the request using the application and
supporting documents. An e-signed Cosigner application is required for funding. SoFi will
notify you once the document is available for your e-signature. If you have any questions
regarding the application, please don't hesitate to give us a call at 855.456.SoFi (7634).
Kind Regards,

The SoFi Team

Cuctamar Qunnar:
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Upload Documents

STUDENT LOAN REFINANCING
Youtre . We needa info t your Income, identity and address.

@) ce edit

P a picture of your ID.

@) ce te edit

LOAN DOCUMENTS

(3 upload Documents & Apply
ReaUIREMENTS [
Make sure that your has the following - 4) Sign Acceptance Packe!
+ Vo ama

+ Date of Billing Statement
+ Account Number

The application portion is condensed into one screen that : Pt

requires customers to upload required documents for 0 Lomauunc s
verification and provide any additional consent.

INCOME VERIFICATION

a paycheck, upload a phot
recent pay stub OR

ot of ONE of the following:

the ve . This

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

us & call at 1855

« Your most recent pay stub

© INCOME DOCUMENT
UPLOAD ..

IDENTITY VERIFICATION

f you are refinancing at least one federal loan, upload a scan, photo or screenshot of one of these: Drivers License, signed US

Pros
This section is the heavy lifting in this process and it makes it ——

« US. Birth Certificate
« Certificate of Naturalization
- Drivers Liconse Example.

easier to have it all on one screen. e B

It isn't until customers have decided to move forward that they pomeien®

| s

are required to provide more sensitive information. Aop oak

1f you have any questions we can help! OTHER DOCUMENTS (OPTIONAL)
Please call 1 or email us:

You may upload any other documents that you think are important in your loan decision.
m m

It is unclear how a customer can get the autopay rate and if < nopLy Now
editing the loan amounts impacts the monthly payment the e o0
customer was presented with before. View et i -

Authorization to Run Credit, Confirm Identity and Verify Enrollment
about pening a New Account

Cons

To help the government fight the funding of terrorism and money laundering activities, Federal law requires all financial institutions
to obtain, verity, and record information that identifies each person who opens an account.

The design makes this a lot of information to absorb at once. et e o M s ik o e, et of i e ot

will allow us to identify you.

We may also ask to see your driver's license or other identifying documents.

You ing y for purp [ lication, and in addition, ibility
separate personal loan, and from time to time if and when we approve you for a loan, to carry out the following:

¥

other information about you from others, such
ish inf

persons who may legally receive such information.

« You agree to provide s with authorization to obtain your federal and state tax returns, when we ask for it

« We may report information about your account to credit reporting agencies. Late payments, missed payments, or other defaults

If you ask us, we wil tell you if we have requested information about you

y and provide you with the name and address of any

ecured debt after you begin your application with SoFi and
before your loan is funded, and you acknowledge that we may reject your loan application if we lean that you have incurred
new unsecured deb after you submit your application to us.

~ Hide

)1 have read

APPI.V NOw >
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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.

€arnest  Refinance Student Loans  Personal Loans  Eligibility  Help  Blog  Resources

Welcome to a better way to borrow.

We're using unrivaled service and technology to bring low-interest loans to
high-potential people. Like you.

Student Loan Parent PLUS
Refinancing Refinancing
Clients who consolidate & refi save Personalized payment plans for extra

$21.810 on average. Variable rates savings. Variable rates start at 2.40%
start at 2.40% APR with autopay. APR with autopay.

2 Min: Get Your Rate 2 Min: Get Your Rate

Learn More Learn More

Personal

Loans

Low-cost loans for qualified
borrowers up to $50,000. Fixed rates
from 5.25% APR with autopay.

Get Your Loan

Learn Mor

e

Get Started
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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:

° School information - school,
degree, date of graduation

° Home own / rent

o Citizenship

° Loan information

o Job status / income

° Income to debt ratio estimate

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.

(3) Student Loan Refi: Rate Check

About You
We value your privacy. Al information is kept completely confidential. View our privacy policy.
FIRST NAME

LAST NAME

YOUR HIGHEST DEGREE Choose One

scHooL

GRADUATION DATE /

ANNUAL INCOME s

CASH + RETIREMENT + INVESTMENT $

FULL STUDENT LOAN BALANCE s

RENT / MORTGAGE PAYMENT s

STREET ADDRESS

MOBILE NUMBER

CITiZeNsHIP STATUS

— Review disclosures about rates and costs

Create Account

EmaLL

CREATE PASSWORD.

Create Account

— Already have an account? Sign In

EMAIL

Consent To Soft Inquiry

CREATE PASSWORD
SOCIAL SECURITY NUMBER

v Atloast1letter + 1number or s

© Youhaver ree to Ear

— Already have an account? Sign In

Consent To Soft Inquiry

GET YOUR ESTIMATED RATE

STUDENT LOAN REFI RATES

2.40% - 6.03% Variable

3.60% - 6.74% Fixed

[ carter | [ comasiun_|

JE=) a

kellyjacobs417@gmail.com

Application & Solicitation Disclosures

Earnest Operations LLC Refinance Education Loan
Variable Rate Application & Solicitation Disclosure

Loan Rates & Estimated Total Costs.

Your starting interest rate (excluding the optional 0.25% autopay discount) will be between:

2.65% — 6.28%

Aftor your starting rate i set, your rate will then vary with the market.

YOUR STARTING INTEREST RATE (UPON APPROVAL)

You apply. It will
ors. If approved, ify you to you qualify for withi

YOUR INTEREST RATE DURING THE LIFE OF THE LOAN

is form. The variable

ished in the Wall Street

Although the int

Loan Fees

* Lato Charge: Ifa payment s ate, you

Fi
0.35% of the princi
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Decide

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

Earnest presents the following information:

o Comparison between fixed and variable
° Rates based on 5-year term

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.

@ Student Loan Refi: Rate Check Results

Great, we've got rate estimates for you!

So far you seem like a good candidate for an Earnest loan. The rate estimates below are based on
a 5-year term. However, Earnest offers a range of terms—>5 to 20 years. Please note, final rates
and approval depend on our review of your full application.

Your Rate Estimates

VARIABLE RATES STARTING AT FIXED RATES STARTING AT
3.78% 4.55%
APR WITH AUTOPAY APR WITH AUTOPAY
Loan Details & Purpose REQUIRED
AMOUNT TO REFINANCE $ 5,000
WERE YOU THE PRIMARY BORROWER? Yes, the loans were in my name.
WHOSE EDUCATION? Mine

Start Your Application >

845 $5,000

STUDENT LOAN REFI

@ Rate Check Results

Education
Employment
Financial
Personal

Review

[ e conter | [ comactus

/ a é;\?CER/YTPTEZ
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o
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.

@ Student Loan Refi: Employment

What jobs should you list? =]

Please enter the last 4 years of your employment history or your last 3 employers. If you have a
new job on the horizon be sure to let us know about it.

Your Employment History + Add Employer

EMPLOYER From Linkedin  REMOVE
COMPANY NAME * Deloitte Digital

EMPLOYMENT STATUS * Current Employer v
JOB TITLE * User Experience (UX) Designer

TIME PERIOD * 6 /2016 to Present

JOB ENDING SOON? * O No, Il remain at this job. Yes, | plan on leaving.
EMPLOYMENT TYPE * Select a Type v
CITY & STATE * Select State ~

85 $5,000 eorr

STUDENT LOAN REFI
Rate Check Results
Education

Employment

Financial
Personal

Review

Help Center Contact Us

@h\m 25681
o B ENcrvereo

What accounts should you connect?

General Assembly
User Experience Design Student
FEBRUARY 2016 TO APRIL 2016

Please connect the checking account where your paycheck is deposited, any credit cards with

— balances, and all active loans. Connecting your savings and investment accounts allows us to give

Sila Solutions Group ‘What accounts should you
e O -

you credit for being financially responsible.

STUDENT LOAN REFI

@ Rate Check Results

SEPTEMBER 2013 TO FEBRUARY 2016

Connect Financial Accounts

@ Eeducation

rnis ||
cHasEO || P citi =2 Al

Sbank  capirache

G PNC 3] Bank = gomn,

Your Annual Income

REQUIRED

'DELOITTE DIGITAL INCOME

ANNUAL SALARY OR WAGES

BONUSES (1F ANY)

Additional Assets

+ Add Assets

s

s

Your Total Annual Income  $ 0

opTIONAL

a Linking your accounts is a key part of our holistic approach to underwriting, which can earn you a

lower rate once your full financial profile is factored in. This process also helps prevent fraud. We use

the highest level encryption to ensure your data is safe. See how we safeguard your data. |




