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Executive Summary

Modernization is often approached primarily as a technology initiative. Replacing a legacy system, automating
transactions, and introducing new servicing capabilities are all important, but a modern platform does not create
a modern servicing operation. Federal loan servicing depends on the way technology, system interfaces,
exception processing, customer support, and back-end processes work together. When modernization focuses to
narrowly on on the technology platform, agencies can improve individual components without addressing the
operational issues that ultimately determine how effectively the portfolio is serviced.

At OxfordGC, our approach is grounded in direct federal loan-servicing experience. Modernization should address
not only the platform itself, but also the operation around it. That means connecting technology and operational
delivery so systems, processes, information, and customer support functions work together to support the
servicing mission.

The Challenge: Modernizing the Platform Without Modernizing the Operation

Federal loan servicing environments are complex because the technology is only one part of the work. A single
servicing activity may depend on multiple systems and operational functions. Information moves between
interfaces. Financial transactions must be processed accurately. Customers may need assistance. Exceptions can
leave standard processing paths. Software must continue to support changing operational requirements, while
back-end business and financial activities keep the portfolio moving.

Modernizing one component without considering those dependencies can simply move problems further
downstream. A new digital capability may improve the customer experience while leaving the underlying process
unchanged. Automation may speed up a routine transaction while exceptions continue through manual paths. A
new servicing platform may improve core functionality while disconnected interfaces or operational processes
continue to create friction. The issue is not whether the technology works. It is whether the surrounding operation
is set up to use it effectively.

A Better Path: Modernize the Operating Environment

OxfordGC approaches federal loan modernization from the perspective of the operation surrounding the
portfolio. Rather than treating technology, customer support, financial processing, and back-end operations as
separate modernization efforts, agencies can look at how those components interact to deliver the servicing
mission. That means designing modernization around the work itself:

e How does a transaction move through the servicing environment?

e What systems and interfaces does it depend on?

e What happens when it leaves the standard processing path?

e What operational and financial activities are required to complete it?

e How do customer support functions connect to the processes responsible for resolution?
* How should the technology evolve as operational requirements change?

Looking at the full process helps agencies identify not only where technology should improve, but also where
handoffs, interfaces, exception paths, or operational processes may need to change.
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Our Approach: Connect the Servicing Environment

OxfordGC’s approach centers on three interconnected components of federal loan operations:

Technology and Integration

Servicing technology must support the operation around it. That includes maintaining the software required for
day-to-day operations and managing the interfaces that allow systems and process to work together.
Modernization should therefore consider both core platform functionality and the technical connections required
to support the broader servicing environment.

Financial and Business Operations

Federal loan servicing depends on transactions and business processes moving accurately through the operation.
Standard workflows are important, but so are the processes required when transactions do not follow the
standard path. Designing for both routine and exception processing helps create an operation that can support
the complexity of a federal portfolio.

Customer Support and Resolution

Websites and contact centers provide critical points of access to a servicing organization, but customer support
does not operate independently from the systems and processes behind it. Connecting customer support
functions to the broader servicing environment helps ensure that the point of interaction is tied to the operational
work required to move issues toward resolution.

Together, these components reflect a simple principle: modern federal loan servicing requires more than a
modern system. The operation around that system has to work just as well.

Proven in Federal Loan Servicing

OxfordGC’s perspective is informed by direct experience supporting the Department of Education’s Office of
Federal Student Aid. As a subcontractor supporting the Debt Management and Collections System (DMCS),
OxfordGC provides technical and operational support for a system housing defaulted debt associated with Title IV
programs, including Direct Loans, Federal Family Education Loans, Federal Insured Student Loans, Pell Grants,
and Federal Supplemental Educational Opportunity Grants.

OxfordGC’s responsibilities include exception payment processing, interface management, website management,
contact center support, software development and maintenance for tools required to support operations of the
defaulted portfolio, and the administration and execution of back-end business and financial operations.

The value of that experience is not any single function. It is the combination. OxfordGC’s work extends across

technical, operational, financial, and customer-support components within the same federal servicing
environment, the same types of dependencies that agencies must account for when planning modernization.

Outcomes that Matter

Modernizing the operating environment shifts the focus from implementing individual capabilities to improving
how the servicing organization performs as a whole. An integrated approach can help agencies pursue outcomes
such as:
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* More efficient movement of transactions across servicing processes

e Stronger connections between systems and operational workflows

* More effective handling of transactions that leave standard processing paths

e Better alignment between customer support functions and operational resolution
* Greater adaptability as servicing requirements and technologies evolve

Specific priorities will vary across federal loan programs. The underlying objective remains consistent:
modernization investments should improve the operation responsible for delivering the mission.

Conclusion

The next generation of federal loan servicing will require modern technology, but technology alone is not the
operating model. Systems, interfaces, financial processes, exception workflows, customer support functions,
software, and back-end operations all affect how effectively that technology translates into mission performance.
OxfordGC brings direct federal loan servicing experience across those operational and technical areas. For
agencies considering modernization, the question should extend beyond whether the servicing platform is being
modernized. It should also consider whether to ask a broader question: Are we modernizing the servicing
platform, or are we modernizing the operation responsible for servicing the portfolio is being improved along with
it. OxfordGC helps federal agencies connect technology with the operational environment required to put it to
work.

Let’s start the conversation. Connect with OxfordGC to explore how an integrated approach to federal loan
operations can support your agency’s modernization priorities.

About OxfordGC

OxfordGC is a privately held, SBA VetCert-certified Service-Disabled Veteran-Owned Small Business
(SDVOSB) delivering innovation, automation, and efficiency across industry and government. For nearly 20

years, our team has advanced defense and citizen services missions by integrating technology and
operational solutions within retirement, contact center, loan servicing, financial case management, and
healthcare programs. Our work supports some of the most complex and high-impact programs in
government, serving veterans, service members, and citizens nationwide.
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