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SUSI Advisory Group Update 

22nd April 2020 

ACADEMIC YEAR 2020-21 

SUSI opens to receive applications for academic year 2020-21 on Thursday 23rd April 

2020. The priority processing dates are 11th June for renewal applications and 9th July for 

new applications. Applicants who submit their applications on or before these dates will 

receive priority assessment. The online application system will remain open until late 

autumn / early winter, after which late applications fulfilling the necessary criteria will be 

accepted. SUSI is currently activating a stakeholder engagement campaign to 

communicate these important dates with students and stakeholders as well as publicising 

them on our website and social media channels. 

SUSI commenced planning for the 2020-21 academic year in August 2019. Key 

deliverables included further development of ICT systems, improvements to SUSI 

processes and staff training.  

In recent weeks, the unprecedented events surrounding the Covid-19 pandemic have led 

to the implementation of new ways of working that ensure continuity of service to 

students and stakeholders while also securing the welfare of our people. 

 

STUDENT GRANT SCHEME 2020 

The Student Grant Scheme and Student Support Regulations 2020 were published 

on 12th March and are available on SUSI’s website. 

Changes to note for academic year 2020-21 include an increase in the threshold 

for the special rate of grant to €24,500 and the addition of the Community Benefit 

Education Bursary for the new Children’s Hospital as an income disregard. 

The following regulation changes have been included in relation to nationality 

criteria. 

Regulation 5(2)(a) 

‘a person in respect of whom the Minister for Justice & Equality has granted 

humanitarian leave to remain in the State under any enactment for the time being 

in force;’ 

Regulation 5(2)(b) 

‘a person granted permission to reside in the state under S.49 of the International  

Protection Act 2015 (No. 66 of 2015).’ 

 

2019: THE YEAR IN REVIEW 

SUSI opened its online grant application system on 25th April 2019 and as of 9th 

April, received 95,881 applications from 54,413 new applicants and 41,468 from 

renewal students. 
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90% of renewal applications were received before the renewal application priority 

processing date of 13thJune 2019 and 80% of new applications were received before the 

new application priority processing date of 11th July 2019. 
 

Applications as of 

09/04/2020 

New Renewal Total 

Awarded 

 

37,784 38,449 76,233 

Refused 

 

13,907 2,739 16,646 

Cancelled 

 

2,722 280 3,002 

Total 

 

54,413 41,468 95,881 

 
  

The online grant application system closed on 1st November 2019. SUSI contacted 

all students who had commenced but not submitted an online application to 

encourage them to complete and submit their application before this date. 

SUSI continued to accept applications from students after 1st November 2019 in 

the following circumstances: 

 The course commenced outside of the standard academic year e.g. courses 

starting in January. 

 A student experienced an adverse change in circumstances after the closing date 

up to one month before the end of the academic year. 

 A student could not make an application before the closing date due to 

extenuating circumstances. 

 

 A total of 542 late applications met the above criteria.  

 

SUSI’s annual performance is measured against key performance indicators contained 

within our Management Framework Agreement with the Department of Education and 

Skills which SUSI continues to meet and exceed. Please see the below examples of 

core processing metrics which highlight SUSI’s continued efficient performance in 

2019-20. 

 

 

 

 

 

 

 

 

 

 

 

 

 

The mean time for the initial assessment of an application in academic year 2019-20 was 

two weeks with the time being three weeks for assessment of returned documentation. 

MFA Date
Application 

Type
Target

Actual % 

Achieved

Exceeded 

Target (%)

30/09/2019 New 60% 81% 21%

31/10/2019 New 75% 93% 18%

30/11/2019 New 85% 96% 11%

31/12/2019 New 90% 97% 7%

30/09/2019 Renewal 80% 96% 16%

31/10/2019 Renewal 95% 99% 4%

2019/20 MFA Targets as of 09/04/2020
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SUSI commenced paying students their maintenance grant on 20th September 2019 and 

to date, payments have been made in respect of 72,257 students. 

 

As with grant processing, SUSI is also required to meet certain key performance indicators  

in relation to the number of students paid by a certain date. See below details of these  

metrics. 

 

 

 

 

 
 

 

 

 

 

 

 

 

Total grant expenditure for the academic year as of 31st March 2020 is €299,707,577 and 

we expect total grant expenditure for 2019-20 to be approx. €336 million. 

 

APPLICANT SUPPORT UPDATE 

SUSI’s highly responsive and dedicated Support Desk deals with queries from members 

of the public. Students and their families can contact SUSI via phone, email and through 

social media on both Facebook and Twitter. Since applications for academic year 2019-

20 opened on 25th April 2019, SUSI’s Support Desk handled more than 

241,000 contacts across all platforms. SUSI’s outsourced call centre provider, Abtran, 

met all SLA targets in this time frame in respect of those queries, including 70% of all 

calls to be answered within 30 seconds, 95% of emails to be responded to within two 

working days of receipt and 95% of private messages on social media responded to 

within one working day of receipt. 

 
SUSI identified a number of key dates when queries increase and extended the Support 

Desk opening hours to support as many students as possible. SUSI also recognised a 

demand for regular updates on application processing dates and furnished this weekly to 

students via social media and our IVR. 

 
SUSI also maintains a dedicated stakeholder helpdesk giving the Oireachtas, Student 

Union Representatives, the Department of Education and Skills, Guidance Counsellors 

and Citizens Information services direct access to SUSI for applicant queries. In 2019, 

HEI College Access Officers were also given access to this helpdesk. 

 
Over 2,800 queries were received via the stakeholder helpdesk since 25th April 2019 and 

these are broken down by category below: 

 Oireachtas 2,216 

 Citizen Information Centres 218 

 Students Union  174 

MFA Date 

Application 

Type Target 

Actual 

% 

Achieved 

Exceeded 

Target 

(%) 

30/09/2019 New 30% 53% 23% 

31/10/2019 New 65% 88% 23% 

30/11/2019 New 85% 96% 11% 

31/12/2019 New 90% 99% 9% 

30/09/2019 Renewal 90% 97% 7% 

31/10/2019 Renewal 95% 99% 4% 
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 HEI 69 

 Institute of Guidance Counsellors 61 

 Complaints 89 

 Parliamentary Questions 34 

 

SUSI delivered training to a number of key stakeholders including Institute of Guidance 

Counsellors Regional Boards, Citizens Information Staff (nationally) and HEI Access 

Officers (nationally). This training covered: 

 Application Process Eligibility Criteria 

 Review/Appeal Process 

 GDPR processes 

The SUSI Disability Access Officer supported 63 applicants and parents through the 

grant application process in 2019-20. 

SUSI attends a variety of outreach events throughout the year. Since 25th April 2019, 

SUSI staff attended and presented at close to 36 events including college open days, 

college and careers fairs, ETB open days and mature student and postgraduate 

information evenings. 

 

 

CONCLUSION 
 

As demonstrated by the information shared in this update, SUSI continues to perform to 

a highly efficient level with a culture of continuous review and improvement embedded 

in the organisation. 

Looking ahead to academic year 2020-21 and with the aim of providing a great service 

to our students and stakeholders at our core, SUSI remains fully committed to the 

continued administration of student grant funding fairly, reasonably and consistently in 

line with the Student Support Act 2011, the Student Grant Scheme and the Student 

Support Regulations. 

 

 
 
 

 
 

 
 
 


