
10 Turtle Creek Lane 

Little Rock, AR 72202 

Phone:  800-622-3446 

Fax: 501-688-7675 

Website:  www.slgfa.org 

Tips for contacting  
Delinquent Borrowers by phone: 

have the Early or Late Stage Delinquency List 
handy for reference.  You may need to refer 
to the list for the student’s Loan Servicer 
name and contact information.  If the Loan 
Servicer’s contact information is not supplied 
on the list, please refer to the other side of 
this brochure for a  list of names and contact 
information or provide the student with the 
number or email address for SLGFA’s Default 
Prevention Department (800-622-3446 ext. 
655, dpdana@slgfa.org), where experienced 
counselors are available to assist them (office 
hours are Monday - Tuesday, 7:30 a.m. to 7 
p.m. and Wednesday - Friday, 7:30 a.m. to 5 
p.m.) 

verify that you are actually speaking to the 
borrower before disclosing any private       
information, such as SSN, past due amount, or 
even the fact that the borrower has a student 
loan 

if the borrower is unavailable, leave a mes-
sage for them to call you back at the school (if 
the person taking the message asks what the 
call is regarding, you might tell them that you 
need to update your records or you are     
offering a free service to former students)  

it is better for the borrower to make           
payments rather than get a deferment or  
forbearance since interest continues to accrue 
on unsubsidized loans during deferment, and 
interest accrues on both subsidized and     
unsubsidized loans during forbearance 

highest borrower contact times include early 
mornings (8 a.m. to 10 a.m.) and late          
afternoons and evenings (3 p.m. to 9 p.m., 
Monday-Thursday)  

if you obtain updated contact information for 
the borrower, you should fax it to the        
attention of Tonyia Hatfield - SLGFA Default 
Prevention Department Manager, at            
501-688-7675 (please do not send Non-Public          
Information [NPI] via email unless it is        
encrypted or password protected). 

 
When you make contact, let the borrower know: 

you understand they may be having difficulties 
making loan payments and you would like to give 
them information about possible options available  

 

they may qualify for deferments if they are         
attending school (at least half-time), not working 
full-time, or experiencing an economic hardship  

 

you do not want them to experience the serious 
consequences of default and that is why you are 
trying to help them (try not to use default as a 
threat; instead, reassure the borrower that you are 
there to help)  

 

you can get them in touch with their loan servicer 
to determine deferment eligibility or make a     
payment  

 

if they have additional questions that you are    
unable to answer, you can provide them with   
number or email address for SLGFA’s Default     
Prevention Department (800-622-3446 ext. 655, 
dpdana@slgfa.org), where experienced counselors 
are available to assist them (office hours are     
Monday - Tuesday, 7:30 a.m. to 7 p.m. and 
Wednesday - Friday, 7:30 a.m. to 5 p.m.) 

 

Making the Call 
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