
Minutes 
 

Collection of Student Loans Consultation Group  
 

Tuesday 3 June 2014 (10:30-13:00)  
 

CIOT offices Artillery House, 11-19 Artillery Row, London SW1P 1RT 
 
Attendees 
 
 

Alex Lawrence (HMRC) 
Bethan Chant (HMRC) 
Carol Hughes (HMRC) 
Christine Rowse (HMRC) 
Catherine Coggans (HMRC) 
Karen Duncan (BIS) 
 

Angela Williams (ICAEW) 
Ann Elmer (ATT) 
Liz Hughes (LITRG) 
Geoff Castle (BCS) 
Helen Hargreaves (CIPP) 
Linda Pullan (Payroll Alliance) 
Matthew Brown (CIOT) 
 

Apologies David Clarke (HMRC) 
Luke Edwards (HMRC) 
Paul Crooks (HMRC) 
Jackie McGale (SLC) 
Pauline de Pellette (SLC) 
Claire Thackaberry (LITRG) 
 

Lorna Gunn (DA Scotland) 
Chris Jones (DA Wales) 
Jackie Petherbridge (FSB) 
John Neill (DA Northern Ireland) 
Norman Green (BCS) 
David Malcolm (NUS) 
 

1. Introduction and opening remarks 
 

Alex 
Lawrence 

Alex Lawrence welcomed everyone to the meeting. Alex advised 
that with Liz Cunningham’s departure he would be taking over the 
chair in the interim. Angela Williams gave her thanks to Liz and 
asked to pass on her best wishes.  
 
Alex Lawrence explained that until there is a replacement for Liz 
any issues should be sent to him through Christine Rowse. 
 
Alex Lawrence introduced Catherine Coggans explaining that 
Paul Crooks, who covers the HE reform changes, was unable to 
attend and had asked Catherine to come along 
 
Introductions were then made round the table. 
 

 

2. Update on Real Time Information (RTI)  
 
Carol Hughes • The roll out continues to go well - Over 47.6m live individual 

PAYE records are now reported in real time (over 99%) and 
virtually all very large, large and SME employers (that we 
expected to start reporting this year) are now reporting in real 
time. This at the top end of our expectations. 

 
• Disputed Charges - We recognise that a small number of 

schemes are experiencing difficulties in reconciling the 
difference between the tax we say is due and the tax they 
think is due. We take these concerns seriously and have been 
engaging with employers and stakeholders through our 
Customer User Group to help us understand the issues and 
what more we can do to help or what further changes we 
might make in the future to make the charging process 
clearer.  
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• End of Year (EoY) - Following the Full Payment Submission 
(FPS) filing deadline on 19th April, our backend systems 
successfully created the EOY record for 2013-14 over the 
weekend 18th-20th April.  

o About 61.8m individual EOY records were generated. 
This number includes all the records which were in 
existence during the tax year 2013-14, including those 
that have now ceased. 

o About 1.61m schemes (around 88% of the schemes 
who have submitted RTI) had made their final return 
for the year by 19th April.  

o Those who have not yet sent their final FPS have until 
19th May to send an Earlier Year Update (EYU) or 
EPS to avoid a penalty. This is because, under 
transitional arrangements, the only late filing penalties 
that apply for 2013-4 are the end of year penalties that 
used to apply to late filing for P35s and P14s. 

Feedback received suggests that employers and 
stakeholders found that end of year under RTI is much 
simpler, easier and quicker than completing P35s/P14s 
and a lot of early contact was re-assurance calls simply 
confirming that they have done all they need to.    

 
• Business Tax Dashboard – We are aware of problems and 

HMRC has improved the information and supporting guidance 
on the Business Tax Dashboard PAYE screens following 
customer feedback. The main changes can be seen on both 
the Business Tax Dashboard’s ‘Current position’ screens and 
in the information that employers can find using the “(?)” help 
icons. For example, the screen changes and revised help 
information for “Amount paid in period” and “Amount due in 
period” now provide more detail on: 

o How the amount due is calculated 
o When HMRC updates the ‘Amount due’ shown on the 

screen 
o The payment date 
o How payments are allocated and reallocated 
o The Employment Allowance  

 
HMRC has also added links to existing employer guidance 
to provide further information. 

 
• Now that the year end data for 2013-14 has been passed from 

RTI to NPS we plan to start processing it following our usual 
checks. NPS will automatically review all 61.8m individual 
EOY records that RTI identified. 

 
• Tax Credit renewals using RTI data have started to be issued; 

this process will continue through to 10th June.  
 
• On 15th May we published a ‘What’s New’ article which 

reminds employers that they can now be charged interest on 
any late PAYE and Construction Industry Scheme (CIS) 
payments, and tells them what they need to avoid incurring 
them.   
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Linda Pullan highlighted an issue from an EoY teleconference 
where 10% of the returns due in April hadn’t ticked the submission 
to say that it was the final one. As a result it looked as if the tax 
year was incomplete. There has been no feedback on the how the 
10% will be treated; would they face penalties as they had not 
indicated that this was the final return.  
 
The Group were interested to know what the consequences would 
be; will a penalty be charged or will HMRC process the return as 
complete.   
Action – To find out how the ‘10%’ will be treated. 
 
 
Matthew Brown commented that this was a key issue and was 
surprised that it was 10%. He also raised the issue of the six 
questions which form part of the return but it wasn’t clear if they 
were part of the Full Payment Submission (FPS) or Employer 
Payment Summary (EPS). He also highlighted that with third party 
software different companies had different approaches. It was 
agreed that the guidance needs tweaking to provide clarification. 
 
 
It was also highlighted that the question of extending the deadline 
from 19 April to 19 May, as it was the first year, had been raised. 
 
Geoff castle raised the issue of Earlier Year Updates (EYU).  
Matthew Brown referred back to the disputed charges and that 
HMRC’s method of calculating what is due is based on the year to 
date figure less the previous month rather than on a month by 
month basis. 
 
Alex Lawrence advised the Group that he would pass on the 
issues they’ve raised. He also highlighted that the Earlier Year 
Updates were also a problem for student loans. One of our Key 
Performance Indicators is about the information on the P14 being 
correct. With EYUs for 12-13 being higher than anticipated this 
had a negative impact on the KPI. 
 

 
 
 
 
 
 
 
 
 
 
(1) Carol 
Hughes 
 
 
 
 
 
 
 
 
 
 
 
 

3. HMRC updates, including policy and legislative changes 
 
Alex 
Lawrence 
 

Social Security (Categorisation of Earners) Regulations 
repealed for entertainers 
There have been changes wider than student loans for 
entertainers following the partial repeal of the Social Security 
(Categorisation of Earners) Regulations from April 2014.  
 
There will be no change for those under a contract of employment 
but for those engaged under contracts for services (self 
employment) National Insurance contributions will no longer be 
deducted. This will therefore mean that the engager should no 
longer deduct student loan repayments. HMRC is preparing 
guidance to cover the student loan impact and we have engaged 
with Equity, who had raised a couple of specific issues, to help get 
the messages right. Equity has also agreed to put messages on 
their website to help employers and individuals.  
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Alex asked the Group if anyone was interested in publishing the 
messages. Liz Hughes advised that LITRG would like to put 
something on and Helen Hargreaves also offered. 
 
It was agreed that Alex Lawrence would send the guidance to the 
Group to share as appropriate. 
Action – To share the guidance with the Group. 
 
 
Angela Williams suggested that it may be worth highlighting that 
the deductions based on the SA return payment due in January 
would be higher as it would include the student loan element.  
 
Bethan Chant advised that the main message was that forms SL2 
(Stop Notice) would not be sent to engagers as the employment 
for all purposes has ceased and therefore deductions should stop. 
It is also the case that HMRC don’t know what types of contracts 
entertainers are engaged under. 
 
Helen Hargreaves asked when the guidance would be available 
or should they be highlighting this now. Alex Lawrence advised 
that it would be four to six weeks before the guidance was signed 
off and put on the website but would share with Group earlier, as 
soon as it is ready. Angela Williams asked when this takes effect 
from and was advised that it was from April 2014. 
 
 
Alex Lawrence highlighted a couple of queries that members of 
the Group had raised: 
 

• Ann Elmer (ATT) raised a query about the 
inconsistencies between the student loan website and 
the Student Finance website.  One showed what was 
due and when it was paid, but no interest on it, the other 
just showed the balance due. Both were accessed with the 
same individual log in. Anne Elmer provided print outs of 
the different ways the information was presented. Karen 
Duncan advised that information on the Gov.UK site is 
often condensed and recommended people to go to the 
SLC Repayment website. Although the information on the 
Gov.UK site is supplied but the SLC if it’s condensed 
some of the meaning can be lost. Angela Williams 
highlighted how confusing it is to have the different sites. 
Matthew Brown suggested that you should be signposted 
to only the one site. Alex Lawrence advised that the 
Gov.UK site was to be the ‘single’ site but the information 
is squeezed on and the SLC repayment site is more 
comprehensive. Liz Hughes highlighted that the 
information isn’t wrong but it doesn’t provide the full 
answer. 

 
Alex Lawrence advised that he will ask the SLC to look at 
both sites and to provide comment and feedback. 
Action- To provide comment and feedback on the 
different student loan websites 

 
 

 
 
 
 
 
(2) Alex 
Lawrence 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
(3) Jackie 
McGale 
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• Helen Hargreaves (CIPP) raised a query about different 
plan types and why they might change in year.  

 
The answer was that if the plan 1 type was cleared then 
you would change to paying off the plan 2 type. 

 
 
At a previous meeting the Group were advised that Wayne 
Sumner, Head of Stakeholder Management Team would be 
attending. Alex Lawrence explained that Wayne Sumner has 
moved on and Maggie Anderson, who has attended previous 
meetings, has taken over but will not be joining the Group. Maggie 
has also been leading on a review of the different Employer 
Forums. We have been advised that while there may be some 
radical changes, there is no intention to change this forum. 
 
The Group supported this and provided the following comments:  

• This Group get things done and in a timely manner. It is 
good at predicting possible future issues and addressing 
them early. If the Group were not to continue for any 
reason, the interaction of student loan deductions in both 
PAYE and SA needs to be recognised and addressed. 
(Angela Williams) 

• Believes there is a question mark over the value of other 
Groups but the work of this Group needs to continue. This 
Group goes wider than just HMRC (Matthew Brown) 
Alex Lawrence advised that the aim of the Group was to 
cover student loans from an end to end perspective, from 
BIS to the customer. 

• This group is a genuine ‘consultation’ forum’ (Helen 
Hargreaves) 

• The email from Liz Cunningham to the Group highlighted 
the benefits of this Group. (Linda Pullan) 

• When issues are raised they are responded to quickly. 
(Linda Pullan) 

 
 
Alex Lawrence advised that Claire McGhee, Head of Marketing 
and Communications at the SLC will attend a future meeting. She 
will be covering Information, Advice and Guidance and this will be 
set as agenda item and include website content. 
 
Helen Hargreaves advised that she wouldn’t be able to attend d 
the next meeting be interested in any presentation or outputs from 
this that could be shared. 
Matthew Brown advised he also would not be able to attend. 
 
Geoff Castle raised a query about the change from Plan 1 to 
Plan2 and would there be a time lag. Alex Lawrence advised that 
the action should be straight away as it would apply from the next 
available pay date. The current thinking is not to have a stop then 
a start notice but to just have a move to plan2 notice. 
 

Alex 
Lawrence  

Alex Lawrence then covered the Service Delivery aspect of 
student loans. 
 
• The Student Finance team have achieved all their Key 
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Performance Indicators (KPIs) set by BIS for 2013-14. This 
has been a challenge as it is the first year of RTI and as 
mentioned previously the issue of the Earlier Year Updates 
(EYU) caused a problem. The concern now is that only 10% of 
employers were in RTI but for the current year over 90% of 
employers will be in RTI. To reflect this there has been some 
adjustment to the target agreed with BIS. 

 
• End of Year (EoY) processing for 2013-14 has started. 

When the return is received it is being checked to ensure 
there is no corruption from the RTI process. ‘Clone’ testing in 
live has shown no errors. The first EoY student loan 
repayments, over 342,000 returns, were passed to the SLC in 
May. At the same time last year it was nearly 2 million. This 
was because there was some processing in April last year. It 
expected that the June file will b a very large one. The EoY 
processing looks to be on track with no major issues. 

 
• Matthew Brown asked about the duplicate employment 

issue with NPS. Alex Lawrence advised that they have an 
interim arrangement in place to check on student loan returns 
going to the SLC. If it is found that there is another P14 for the 
same employer it will be stopped and manual handling is in 
place to avoid duplicates. 
Angela Williams asked if there would be any problems with 
such a large file going to the SLC in June. Alex Lawrence 
explained that HMRC send the P14 files to SLC to process 
with 100,000 records in each file although multiple files are 
sent each time. SLC update the individual's account and send 
out a statement, this work is staggered over several months 
and this also helps manager customer contact. 

 
• SA overpayment tick box - Alex Lawrence advised that they 

had been running a pilot which ended in January and the 
findings were shared with the Group at the last meeting. Since 
than a paper has been presented to the CSL Management 
Board, which was approved, and this will now be a permanent 
process.  
There are still a few issues that are being worked through but 
overall over £1.25 million in student loan over-repayments 
have been avoided for 1000 borrowers. 

o What they have found is that after 31 January even 
those who had ticked the over-payment box still paid 
the student loan amount to avoid a penalty. Although 
there is a process in place with the SLC to handle 
refunds. 

o A separate issue is where they have ticked the box, as 
they expect to repay within the 23 months, but they 
won’t be repaying in the first year. 

It was found to be a worthwhile process and we are working 
on getting the guidance right. We are also looking to see if we 
can influence people to put their returns in earlier and closer 
to the 31 January deadline. 
 
Angela Williams asked if the SLC website covers this issue.  
Action – To check what information is on the SLC website 
about the SA overpayment tick box. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
(4) Jackie 
McGale 
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Angela Williams highlighted that people don’t tend to look at 
guidance unless they have to. Therefore the words on the 
return are key. It would also be difficult to get people to file 
earlier. 
 
Ann Elmer raised the possibility of having an additional box on 
the return but it was acknowledged that there are limitations 
on what can go on the return. 
 
Matthew Brown highlighted that they would need to read the 
guidance to know to file early. 
 

 
 

Bethan Chant 
 

• Legislative changes for April 2014 were covered at the last 
meeting. 

 
• HMRC’s ‘At a glance: interest from 2014 to 2015’ factsheet 

tells you what happens with interest and this also covers 
Class 1 NIC and student loans. Interest will now be charged 
in-year rather annually. Further information can also be found 
in Weekly Update 19 and the Employer Bulletin. 

 
• Potential sale of student loan book – We are busy preparing 

for a potential sale and we are on track. 
 
• Bethan visited the SLC and was looking at their on-line 

statements. The SLC took her through the different screens 
which were very impressive and covered lots.  
Bethan is working to make sure that HMRC statements and 
SLC online accounts are joined up  
 

 

4. Higher Education Reform changes  
 
Catherine 
Coggans 

In Paul Crook’s absence Catherine Coggans talked through the 
update on the Student Loans Reform Project 
 
• Work has been moving forward on the delivery of the new 

plan type design stages with the project and our IT supplier 
(ready for April 2016).  

• Workshops held for low level design consideration 
looking at screen designs and viewing the display of 
the new plan type (all gone smoothly at this point). The 
project has also been working to clarify queries from 
the detailed design with the IT supplier with no major 
issues being found. 

• Guidance to software developers was sent out, on 15 
April, but further guidance will have to go out to clarify 
changes needed to fit detailed design. These notes 
explained the changes to start notices being sent out 
during April 15 to April16. This will allow them to be 
prepared for the introduction of the new plan type from 
April 2016. We have had a couple of queries to date 
and have responded back to software developers. 
Another point around changes to P45 to show plan 
type have been fed through the project to investigate 
further. 
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• Employer prompts are with our Business Process Re-

engineering (BPR) team for further consideration. This is to 
review if an employer does not make student loan deductions 
on a pay day when HMRC have them as a borrower we can 
send an automated prompt back to the employer. This is in 
the feasibility stage and may not actually happen but we are 
hoping by the next consultation group that there will be a 
further detailed update. 

 
Helen Hargreaves and GW Geoff Castle queried the format of the 
prompt and were advised that as were not yet in development the 
final format has still to be agreed. 
 
Angela Williams flagged up the need to check that the employers 
email address is still valid. 
 
Matthew Brown highlighted an issue where it can be difficult for a 
client to view online. Some clients were filing under RTI but did 
not know how to access messages or the message had gone to 
an out of date email address. 
 
Alex Lawrence advised that we would take their concerns on 
board when developing. 
 

5. CSL Guidance and Factsheet updates 
 
Alex 
Lawrence 

Alex Lawrence advised that as well as covering guidance and 
factsheet updates he will also cover the interaction with Gov.UK 
transformation. 
 
Before going on to Gov.UK all guidance needs to be accurate and 
focused. This would be checked as part of annual review process. 
Student loan products include: 

• CSL1 Collection of Student Loans for SA borrowers A 
quick guide 

• CSL2 Collection of Student Loans a guide for employers 
and employees to help answer common Student Loan 
queries 

• CSLA1 Student Loans – Information for agents 
• CSLQG Student Loans – a quick guide 

 
The Quick Guide was the first product, which provided a high level 
overview of student loans. This product is now becoming a bit 
dated and all the key information is contained in other leaflets. 
Looking at usage there have been 383 downloads for the Quick 
Guide, compared to 8,000 for form CSL2. Alex Lawrence advised 
that the intention was to take it out of circulation but if this was a 
problem to let us know. 
Action – To feedback any issues about the removal of the 
Student Loans – a quick guide 
 
Angela Williams asked about Gov.UK and how the focus seems 
to be on what they want to tell us rather than on what we want. 
Alex Lawrence advised that the CSL Guidance specialist looks at 
it from a customer perspective when producing our products. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
(5) All 
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Bethan Chant advised that the ‘focus on customer’ approach 
should be across HMRC and was driven by the Government  
 
Helen Hargreaves highlighted the incredible frustration of trying to 
find information on Gov.UK at a more detailed level. It is 
understood that it is driven by Gov.UK but there is a lot of detailed 
guidance missing. 
 
Liz Hughes flagged up that if it is supposed to be driven by the 
customer she wondered ‘who’ the customer was. 
 
Matthew Brown accepted that the information was being 
converted by GDS team but it was being lost in translation and not 
serving the customer. 
 
Linda Pullan highlighted that a lot of the information is very basic 
but at the business end you need more 
 
Helen Hargreaves added that at the top level it is very good and 
interactive but the lower level, which was to be the library level is 
disappointing as the technical background and detailed guidance 
is lacking. 
 

6. BIS updates including progress with the student loan book sale 
 
Karen 
Duncan 
  

• There is lot of work going on behind the scenes on HE reform 
changes and students on Plan 2 from April 2016 lot of work 
behind the scenes. 

 
• Karen Duncan chairs the Joint Delivery Group (JDG) with 

representation from BIS, HMRC and SLC, project managers 
and policy members. They meet to talk about the work on 
hand and to make sure everything is on track. They are also 
aware of risks and dependencies around managing the HE 
reform changes and report to the senior BIS Board. 

 
• ShEx (Shareholder Executive) provided an update on the loan 

sale in that preparations are ongoing for a first loan sale with 
HMRC and the SLC working together behind the scenes. 
Once there is greater certainty around the sale a further 
update will be provided. There will be no impact on ICR 
student loan repayments.  

 
• Overseas borrowers - working with other countries and have 

already met with some European countries. Looking to have 
reciprocal arrangements for tracking down overseas students. 
If they are no longer in the tax system the SLC first trace them 
to see if they are still in this country. Netherlands, Sweden, 
New Zealand and Australia are interested in reciprocal 
arrangements. 

 
Geoff Castle asked if other countries have an SLC equivalent 
and was advised that some do and for others it is through the 
tax system. Karen Duncan added that other countries have 
similar problems with borrowers going overseas and not 
telling, or just stopped repaying.  
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Helen Hargreaves highlighted that there is a common 
misconception among students that if you go abroad you don’t 
have to repay. This may need to be highlighted in the 
guidance. Karen Duncan advised there was a penalty in that 
they would have to repay their student loan in a lump sum and 
not by instalments. For Plan 2 it will be an increase rate of 
interest. 

 
7. SLC updates 
 
 
 

Christine Rowse read out the following update provided by the 
SLC: 
 
• As advised at the last meeting, SLC had an issue where 

customers had been sent correspondence which was not fully 
compliant with the Consumer Credit Act. Affected customer 
accounts have now been rectified and customers have been 
contacted to advise of the correction to their account which is 
adjusting the interest charged during the period in question. 

 
• As advised at the last meeting, SLC are working on the 

introduction of Semaphone which will securely protect 
customer information for customers making card payments 
over the phone. The expected March implementation date has 
been pushed back and we will advise on progress at the next 
meeting.  

 
• Progress of the online statement project (which also covers 

AP 4/250214) 
 

Online Statement Pilot (Phase 1a)  
 
The pilot has been delivered and closed. We are looking to 
develop the next phase which is to roll out on-line statements 
to the whole borrower population.  
 
Stats from the Pilot:- 

• From the initial 2981 emails sent to customers, 368 
emails were bounced back 

• 1011 unique users accessed their online statement 
• The statement was viewed a total of 1319* times  
• 3.52 minutes was the average time spent on the page  
• 66 users telephoned SLC for password / secret answer 

reset (out of a total 66 calls) 
 
 * this figure includes return visits  
 
What we can take from the above is that the information 
presented to customers (within their statement) landed well, 
with zero calls generated about content.  The only call reason 
recorded was about password & secret answer reset.  
 
Phase 1b is currently underway with a total of 6,000 
customers and we will share the results of this phase once 
they are known.  
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Bethan Chant highlighted that the emails which had bounced 
were often due to the email address used and longer life 
addresses were needed. 
 

8. Low Income Tax Reform Group (LITRG) update on the progress of their Education Project 
 
Liz Hughes 
 

Liz Hughes advised that since launch of their website - ‘Tax Guide 
for Students’ in February they have had the following number of 
hits: 

February - 2300 
March - 1000 
April - 1600 
May - 3000 
 

The increase in May is due to marketing which they have now 
started through other stakeholders, User Groups, various forums 
and events and twitter. 
 
They have created business cards and a flyer, which they 
propose to drop off at events. The flyer is still in draft but once it 
has been signed off she will share with the Group. They are also 
working with Chartered Institute of Taxation (CIOT) and The 
Association of Taxation Technicians (ATT) educational 
departments.  
 
The marketing of the website is going well and they will be doing 
more including creating an events calendar. The Open University 
has an eight week module around financial education and Liz 
Hughes is working through this from a financial capability 
perspective. The course will apply to a range of people needing to 
know about budgeting and managing money. It also touches on 
tax. 
 
While their website is primarily aimed at those in Higher Education 
another part of their project is aimed at schools and school 
leavers. They have put together a presentation and plan to use 
this alongside an HMRC video as a classroom lesson. The 
‘lesson’ will start with the HMRC presentation about what they do 
and wider tax then move into ‘tax and you’ by the group and is 
being piloted by a school in Rugby. It is aimed at year 9 and 10 
but after speaking to the teachers they would like also to use it for 
sixth formers. In this case the school are happy to deliver the 
‘lesson’ them selves but this may not be the case for other 
schools. More on this as it progresses  
 
There is a lot of work going on around finances and budgets but 
less on the ‘tax’ element. 
 
Anne Elmer highlighted that her daughter had been told that 
student loan borrowing was at one percent. This raises a concern 
about incorrect information that is out there. Alex Lawrence 
advised that the SLC have a group who go out talking to schools 
across the country. Liz Hughes expressed an interest in they 
material they use. Alex Lawrence agreed that it would be useful to 
tap into this information to provide consistent messages. 
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9. Review of action points 
 

Duplicate information -The Customer User Group (CUG) is 
HMRC’s principal consultation group on RTI. Updates to the 
Department’s Guidance are being worked up taking account of 
views from CUG. When the final version of the guidance is 
available we will share with the CSL Consultation Group. 

1/250214 

Action – Anne Johnstone to ask Christine Rowse to circulate this 
information to the CSL Consultation Group when it is available. 
 
3.6.14 - The guidance was last updated in March and guidance on 
what causes a 'duplicate employment'- can be found at -  
http://www.hmrc.gov.uk/payerti/reporting/employee-records.htm) 
 
Closed 
 

Anne 
Johnstone 

2/250214 Duplicate information - Helen Hargreaves asked if the Employer 
Alignment Submission (EAS) process could be re-established. 
Would HMRC be organising weekly calls? 
Matthew Brown suggested that an alignment check should be 
retained.  
Action – Liz Cunningham will write to Colin Kirk to suggest this 
might be useful; however any possibility of this is likely to be 
raised through the Customer User Group rather than coming from 
the CSL Consultation Group. 
 
4.3.14 – Email to Group 
 
“Thank you for suggesting the possibility of re-establishing the 
Employer Alignment Submission (EAS) process for employers 
wanting to ensure that their records are aligned with HMRC 
records at a particular point in time. This was a process that was 
part of RTI migration to ensure the employers records, which were 
used as the benchmark, matched those in HMRC. Unfortunately it 
is not possible for HMRC to provide this again. If changes need to 
be made on RTI submissions, then employers should follow the 
guidance at        
http://www.hmrc.gov.uk/payerti/reporting/errors.htm for current 
years or  
http://www.hmrc.gov.uk/payerti/reporting/errors/previous-year.htm 
for errors in previous years.” 
 
Closed 
 

Liz 
Cunningham 

 3.6.14 – Matthew Brown advised that they continue to raise, at the 
Customer User Group, the issue about re-instating the Employer 
Alignment Submission (EAS) process. The process would also 
help disputed charges which are often due to duplicate records. 
 
Linda Pullan advised that she had circulated this issue through 
the Employer Consultation Forum and received feedback.  
 
They have met with resistance from HMRC to re-instating it and 
accept there is a cost and resource issues. It would still be helpful 
to have the facility of needed. There may also be more pressure 
to re-instate it to verify records and not as an annual requirement. 
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Linda Pullan highlighted that if the data is not kept clean then it 
will become mis-aligned. 
 

3/250214 Duplicate information - Matthew Brown said that when sending 
out messages to employers, HMRC should avoid using the 
wording “late reporting” as this implies employers have done 
something wrong.  
Action – Bethan Chant will feed this back. 
 
4.3.14 – Email to Group 
 
“Thank you for your comments about the wording “Late reporting 
reason” on the Full Payment Submission (FPS). We introduced 
this field to give employers the opportunity to explain why an FPS 
has not been submitted “on or before” the date the payment was 
made. To make the change as simple as possible, we introduced 
only one new field, to incorporate all of the possible reporting 
reasons. We appreciate the heading of the new field could be 
better but were unable to find a heading that covered all of the 
scenarios. Consequently, we have no plans to change the 
heading at this time but we are amending our guidance to make 
this clearer.” 
 
Closed 
 

Bethan 
Chant 

4/250214 Online statements - As part of the SLC’s plan to move to online 
statements a pilot of 3,000 customers has been commenced. The 
results of this trial will be reviewed and feedback collected to 
move forward with this programme. The pilot is ongoing and there 
are no definite timescales for feedback being collected. The 
introduction of online statements should be a huge benefit for 
customers and SLC. 
Action – Jackie McGale to keep the CSL Consultation Group 
updated on progress. 
 
3.6.14 - Online Statement Pilot (Phase 1a)  
 
The pilot has been delivered and closed. We are looking to 
develop the next phase which is to roll out on-line statements to 
the whole borrower population.  
 
Stats from the Pilot:- 

• From the initial 2981 emails sent to customers, 368 emails 
were bounced back 

• 1011 unique users accessed their online statement 
• The statement was viewed a total of 1319* times  
• 3.52 minutes was the average time spent on the page  
• 66 users telephoned SLC for password / secret answer 

reset (out of a total 66 calls) 
 
 * this figure includes return visits  
 
What we can take from the above is that the information 
presented to customers (within their statement) landed well, with 
zero calls generated about content.  The only call reason 
recorded was about password & secret answer reset.  
 

Jackie 
McGale 
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Phase 1b is currently underway with a total of 6,000 customers 
and we will share the results of this phase once they are known.  
 
Closed 
 

5/250214 Joint Repayment Strategy - There is a Joint Repayment 
Strategy meeting on 27 February 2014. 
Action - Karen Duncan will feedback the positive views of the 
group to the strategy meeting. 
 
11.3.14 – Karen Duncan and Liz Cunningham fed back the 
positive views of the group to the strategy meeting. 
 
Closed 
 

Karen 
Duncan 

6/250214 Transparency - Would you find it useful to have HMRC-specific 
stats too, e.g. repayments amounts of receipts paid of repayments 
collected, passed over to BIS? 
Action – Representatives to feedback. 
 
2.6.14 – The group had no more feedback at this time. Closed 
 

All 

7/250214 ATT question - Ann Elmer had raised an issue regarding school 
leavers and university students who do not know how much 
interest they are paying on their loan. So they do not know how 
much the cost of their degree is. Although it is written in the 
application document they do no see it or take it in. Could this be 
better advertised? 
Action – Jackie McGale to discuss with SLC Product Marketing 
team how improvements might be achieved. 
 
3.6.14 – The following response is from Claire McGhee - Head of 
Marketing and Communications.  
 
“Students, particularly young people are not particularly interested 
in the detail of their loans at the point of application. Previous 
research shows that they want to know: 

• roughly how much they can get,  
• how do they get it and  
• when do they get it. 

The majority of our Information, Advice and Guidance (IAG) is 
designed to tackle these things.  
 
We also know from experience that people want to start with a 
high level understanding of student finance and be given the 
ability and clear sign posting to the next level of information they 
require, and then the next and then the next - so it's a process of 
exploring and uncovering rather than giving them everything we 
think they should know up front.  
 
In all relevant IAG we explain how repayment works and that 
interest will be charged and what this interest is likely to be. What 
they will finally owe and finally repay will depend on their salary 
once they finish so we will never be able to provide an absolute - 
although we do have tools (repayment calculator) to help with this 
which we do promote in the relevant guidance.  
 

Jackie 
McGale 
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We also work with our delivery partners to ensure they 
understand this process - so, for example a repayment 
presentation and training for advisors is a core part of what the 
Student Finance Information do on a day to day basis with 
teachers, careers advisors and other student advisors so that 
when the student is at the right point in their journey and are 
interested in the detail, that they are equipped to explain it to the 
student. We encourage our delivery partners to promote the 
information about repayment - including interest rates - at every 
opportunity.  
 
Ann has actually hit the nail on the head - the students don't see it 
or don't take it in - but the information is actually out there on all 
our channels and we do promote it. 
 
This is not to say we don't continue to look for new ways and new 
approaches to help drive home some of this stuff but we have to 
make sure we deliver messages at the right time. If we over 
promote or scare potential students off with hard hitting messages 
about interest rates then government runs the risk of falling 
participation which is why the core repayment message has 
continued to be 'repayment is linked to future earnings and not 
what you borrow' - of course this may change.” 
 
 
Anne Elmer highlighted a concern about the statement in the 
response, “If we over promote or scare potential students off with 
hard hitting messages about interest rates”. Anne Elmer’s concern 
is that this approach is a risk as they need to know about interest. 
Helen Hargreaves supported this as they need to know that 
interest is applied and at what rate. She highlighted a 
misconception about there being ‘no' interest.  
Karen Duncan advised that BIS’s steer is to include the detail 
about interest. Matthew Brown highlighted that while students 
may not always be interested in ‘interest’ the parents are. 
 

2/031213 RTI exploitation - Liz Cunningham asked the group for any 
suggestions on how RTI could be exploited for student loans. 
Action – The Group to provide feedback 
 
13.2.14 - Feedback from CIPP: 
 

• I feel that HMRC need to refine the RTI system and make 
sure it is running efficiently and correctly before student 
loan-related reporting is even considered! 

• Thanks for the update, but I struggle with the comment 
"but are looking at opportunities to exploit RTI and will 
consider whether this is something that could be 
introduced at some future date" on the basis that the SLC 
has the information it needs to verify whether a debtor has 
repaid it's loan, but requires verification from the employer 
to support rebates in excess of £2,500. This verification 
has to be provided in written form and is an unnecessary 
burden to the employer.  In addition the requirement of the 
debtor to provide payslips for claims under £2,500, which 
only serves to replicate the RTI data that they have 

All 

Page 15 of 16 



chosen not to exploit also adds administrative burden on 
employers as copy payslips may have to be requested 
from the payroll department if not available in self-service.  
This issue probably impacts me more than others, but I 
feel SLC are operating in the 1990's rather than the 2010's 
at the expense of UK business. Does HMRC have any 
influence over SLC to get them to move forward on using 
RTI data sooner rather than later?   
Any support CIPP can provide to remove this unnecessary 
burden on employers and duplication of effort (RTI 
reporting and letters to SLC on amounts deducted) would 
be warmly welcomed. 

 
25.2.14 – Now moving into Phase 2 of the Student Loans Reform 
project and as part of this will be looking at process to move to in-
year repayments so any more feedback on RTI exploitation will be 
welcomed. 
 
3.6.14 – The group had no more feedback at this time. Closed 
 

10. Any Other Business 
 
 Matthew Brown, supported by all the members of the group, 

asked to minute the Group’s thanks to Liz Cunningham for 
chairing the meeting and all the work she has done for the Group. 

 

 
 

 Matthew Brown raised a query about student loan notices which 
were expected electronically but were received by post. Alex 
Lawrence explained that this is a known problem for a small 
number of employers where despite registering for online notices 
they have been receiving then as paper. There is a fix in place 
going forward.  
 
On the subject of how student loan notices are notified to 
employers, Angela Williams asked if the default for student loan 
notices was paper. She also asked if an employer ticks for online 
notices whether a separate tick needed for student loan notices or 
whether one tick covers everything.” 
Action – To find out and report back 
 

 
 
 
 
 
 
 
 
 
 
 
(6) Bethan 
Chant 

 Alex Lawrence thanked Matthew Brown for hosting this meeting at 
CIOT premised. 
 

 

Date and venue of next meeting 
 
Future 
Meetings Date Location  

 Tuesday 9 September 2014 
 

The Abbey Centre, 34 Great 
Smith Street, Westminster, 
London, SW1P 3BU 

 

 Tuesday 25 November 2014 
 

CIOT offices Artillery House, 
11-19 Artillery Row, London 
SW1P 1RT 
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