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Overview of the Canada Student Loans Program 
 
 
 

Purpose:  
 
This document is intended to provide a summary of Canada Student Loans Program (CSLP) and 
includes: 

• a brief Program history; 
• a general description of the current processes used to deliver the CSLP; and 
• process maps providing a visual outline of the Program.   

 
Program History: 

The CSLP was introduced in 1964, when student financial assistance was provided through 
financial institutions and the federal government guaranteed the loans by reimbursing financial 
institutions for defaulted loans. 

 

In 1995, Canada implemented the Canada Student Financial Assistance Act along with a risk-
shared model where the government and financial institutions shared the financial risk for 
defaulted loans.  

 

Then, in 2000 the federal government initiated a direct-lend model through two service 
providers: one servicing loans for private educational institutions and one for public institutions.  

 

Finally, in 2004 a mandated operational review identified areas to improve efficiencies in the 
administration of client accounts. As a result, CSLP moved forward with a single service 
provider contract model in 2008.  

Description of the Current Administration of the CSLP: 

Over time the CSLP, the service provider, and delivery partners have developed a complex 
administrative cycle to manage student financial assistance accounts in collaboration with a 
number of delivery partners.  Some of the complexity stems from the use of older technology 
systems from a number of delivery partners that were modified in an iterative manner over the 
past 15 years to accommodate new business requirements.  The administrative loan life cycle can 
be summarized in the following diagram: 
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Functions and Delivery Partners within the Loan Life cycle: 

The following table further illustrates the current roles and responsibilities of the Program 
delivery partners throughout the life of student financial assistance accounts.  

ACTIVITY DESCRIPTION KEY GROUPS  

Assessing 
eligibility for 
funding 

Borrowers apply for funding through their home Province 
or Territory, who collect relevant supporting information 
and keep track of historical eligibilities and assessments, 
and work through appeal processes with applicants if 
funding eligibility  does not meet their circumstances 

Participating 
provincial and 
territorial 
governments 

Generating loan 
documents 

Once eligibility is determined, Provinces and Territory 
generate loan documents that substantiate terms and 
conditions of the agreement, including repayment, or 
contain actual payment amounts that must be signed off 
prior to funding being released 

Province or 
Territory 

Confirming 
enrolment with 
schools 

Students bring some loan documents to their Educational 
Institutions to sign off on, and other students have their 
enrolment electronically confirmed through electronic files 
between schools and provinces.  The current service 
provider identifies exceptions with confirmed study periods 
and works them out with government programs and 
educational institutions.  

Educational 
Institutions, 
Provinces and 
Territory, current 
service provider 

Sending 
completed 
student financial 
assistance 
documents to the 
service provider 

Some documents are sent through mail by schools with 
copies of ID, some documents are delivered through 
Canada Post where ID is validated, some documents are 
delivered through the current service provider’s on-campus 
kiosk where ID is validated, and others are mailed directly 
to the current service provider from remote areas with 
required copies of ID 

Borrowers, 
Schools, Service 
Provider, Canada 
Post 

Processing 
disbursement 

Provinces confirm disbursement amounts electronically by 
sending files to the current service provider, who then 
matches the entitlement records to physical documents. The 
current service provider sends requests for provinces to 
deposit disbursement funds into a Trust account, and then 
disburses the funds via automatic deposit or cheque to 
borrowers. On the Federal side, the current service provider 
sends daily disbursement files through the CSLP system to 
PWGSC who processes automatic deposits and cheques to 

Provinces, current 
Service Provider, 
PWGSC, 
educational 
institutions and 
financial 
institutions holding 
Trust accounts 
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ACTIVITY DESCRIPTION KEY GROUPS  

borrowers through a standard payment system.  Payments 
are tracked through this system to confirm deposit to 
borrower accounts.  In many cases, funds are also disbursed 
directly to Educational Institutions to offset tuition. 

Managing in-
study periods 

Borrowers use a variety of forms that are signed off with 
educational institutions, or web portals in some provinces, 
to confirm that they are still studying and eligible for 
interest-free status on their loans. Enrolment confirmations 
are typically done between schools, borrowers and 
provinces, who then notify the current service provider 
electronically. Sometimes, manual confirmation of 
enrolment documents will go directly to the current service 
provider. During the in-study period the current service 
provider maintains a relationship with borrowers through 
mail correspondence, web sites, online accounts and call 
centres.  

Educational 
Institutions, 
Provinces, current 
Service Provider 

Consolidation of 
loans 

The current Service Provider is responsible for sending 
consolidation reminders and agreements to borrowers 
before they enter repayment. If borrowers do not return 
signed agreements, they are passively consolidated with 
standard repayment terms.  

Current Service 
Provider 

Collecting 
payments and 
debt counselling 

The current service provider maintains and changes 
repayment terms with borrowers and processes payments 
through electronic channels and other forms of payment 
like cheques and cash. The current service provider also 
manages missed or late payments, and performs thorough 
contact management to get in touch with borrowers who fail 
to make payments.   

Current Service 
Provider 

Adjudicating for 
and managing 
repayment 
assistance 

For borrowers who are not able to meet their financial 
obligations, the service provider uses a collection of 
repayment assistance tools to reduce payment amounts, 
provide payment free periods, or reduce portions of 
borrower loans based on CSLP policy. For some repayment 
assistance tools, the Federal program is also directly 
involved in adjudicating (i.e. repayment assistance for 
borrowers with permanent disabilities).  From time to time 
in exceptional cases Provinces will also become involved to 
provide exception directives to the service provider in 
providing repayment assistance or writing off student loans. 

Current Service 
Provider, Federal, 
Provinces, Canada 
Revenue Agency 
(CRA), Provincial 
collection agencies 
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ACTIVITY DESCRIPTION KEY GROUPS  

Borrowers who fail to make payments on their loans and do 
not enter in repayment assistance arrangements may be 
transferred to CRA for collections, or provincial collection 
agencies. CRA manages loans under collection until they 
are rehabilitated, at which point they are returned to the 
service provider for ongoing account management.  

Processing paid 
in full accounts 

The current service provider closes out paid in full accounts 
and notifies borrowers when an account is paid in full. This 
may also involve issuing refunds for overpaid amounts.  

Current service 
provider 

Developing 
program 
enhancements 

Federal and Provincial programs respond to Budget 
announcements and identify operational efficiencies to be 
incorporated into the loan servicing system.  CSLP works 
with provincial partners and other stakeholders as required 
to develop business requirements with the service provider, 
who designs and implements the required system and 
process changes.  

CSLP, Provinces, 
current Service 
Provider 

 

To further depict a CSLP client account life cycle, Annex A is included with detailed process 
maps describing the interactions throughout the management of client accounts. 

Key Administrative Points: 

There are a significant number of inter-governmental and external stakeholders who are 
important in effectively managing student financial assistance accounts. 

There are a large number of IT systems that communicate on a regular basis to transfer necessary 
information regarding client accounts. 

Over time new systems functions have been added to address requirements.  A review of the 
technological environment today, incorporating a clearer understanding of business 
requirements, may identify new opportunities for greater efficiencies and facilitate 
communication between delivery partners. 
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Annex A: CSLP Process Maps 

Diagram 1 – Application and Receipt of Loan Documents 
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Diagram 2 – Receipt of Documents, Exception Resolutions, Payment Generation 
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Diagram 3 – In-study Account Management Activities including Consolidation 
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Diagram 4 – Loan Repayment and Repayment Assistance including Collections 
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