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2017/18 Student Services Program Review UPDATE

 PROGRAM REVIEW DATA AND RESOURCES

 

Participants (REQUIRED)

Lead Writer: Cathy Springs

Liasion: Marichu Magana

Department Chair: Victoria Miller

Manager/ Area Supervisor: Gilda Maldonado

Updates (REQUIRED)

Program Review 2017/2018

 

Staff Hiring/Status Updates:

Laura Cormode – SAT

Emmanouil Powel working Out of Class as SAT

Brianna Garcia ‐ NANCE

Resignations: Robin Matthews (NANCE), Charleigh Poindexter (NANCE)

 

There has been no change in the Mission or Vision of the Financial Aid Office

 

Challenges

Challenges affecting the Financial Aid Office center once again on system issues and staffing shortfalls resulting from
the impending conversion to People Soft; issues with current student culture and expectations; and conflicting styles
within the office structure.

System Issues:

The most overriding office challenge is managing an unreliable IT system. This problem is a continual threat to
processing of aid and accurate communication with students. Valuable time is consumed identifying program glitches
and waiting for solutions to be established knowing that the current system is not a District priority. Several
unsuccessful attempts have been made to hire a programmer with knowledge and experience with the current system.
In the meantime, students still need to be processed and paid, regulations followed and compliance monitored. Staff is
very aware that students are at risk of not receiving aid on time, being paid inaccurately or paid in excess of eligibility.
Staff is also forced to complete manual processes in our system that also requires manual updating on federal
websites. This problem has forced the office to request the Department of Education to "re‐open" closed aid years to
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fix incorrect data. In the meantime student frustration mounts as counter staff is perceived as unable to give reliable
information.

As the Federal processor prepares to use income information from 2 years previous, the 2017/18 aid year and the
2016/17 aid year are based on the same income information (2015). We anticipated that would make completing the
FAFSA simpler as students would enter the same income information two years in a row. Far too often, however, the
information for both aid years does not match and corrections need to be made to reconcile the difference based on
documents newly requested. Occasionally a student who was not selected for verification initially in 16/17 has to pay
back aid that was awarded in the previous year based on incorrect information discovered during the processing of aid
for 2017/18. However, even with these issues and the late download of 17/18 FAFSA’s, as of the end of September by
working overtime and on Saturday’s, the office has processed over 9,000 applications, close to the total amount of
students processed during the last 16‐17 academic year.

Staffing Issues:

The loss of the FAO, the most senior Technician/ Loan Program coordinator and the Cal Grant coordinator to work on
the conversion to People Soft has had a predictable negative affect on the office for multiple years. We have also lost
a NANCE experienced in imaging documents accurately and compiling SLO statistics.The absence from the office of
these key staff with knowledge and access to specific programs place additional stress on the workload, counter,
phone time and program capabilities of remaining staff.  As an office we are also very aware of the District’s
unreasonable expectation that those working on the conversion also keep up with their primary office duties and the
undue stress this is causing our coworkers. In addition, current staff volume is insufficient to meet the service needs
and demands from the public, students and their families, however, due to a shortage of space in the office, adding
additional staff is not a viable option and will impede any future office staff expansion.

On the positive side we were able to hire a Technician who had worked in our office 5 years previously and needed
little time to be up and running in awarding aid. We also received support to grant our Imaging Coordinator/Q A Senior
Clerical Assistance an out‐of‐class assignment to help with file processing and packaging.

Student Issues:

Student procrastination, unrealistic time line expectations, lack of accurate reading and/or listening skills and
misguided perception that technology and software capabilities can be immediately implemented, negatively impact
both the office and the student. This is mainly visible when the student’s lack of planning and expectation of
immediate processing results in aid not being available for class fees or books.  Detailed emails are sent to students
which they fail to read or expect counter staff to read to them from their phones; forms are completed incorrectly or
not at all; lack of concentration, preparation and focus on answers given at the counter cause the same question to be
asked repeatedly; some students keep making corrections to their FAFSA after the office has already made corrections
which causes conflict and delays to processing. The student then blames the office for delays which are often self‐
created. Some college students admit that their parents, siblings or friends completed a FAFSA on their behalf and they
have no idea what an award is or why they applied. This is of great concern to us as it demonstrates the extent to
which students release or grant access of personal identifiable information to other people which violates federal aid
and civil laws.

On a positive note students can speed up and simplify their awarding by reading with precision, responding to
questions with accurate information, keeping copies of documents submitted, applying for aid in a timely manner and
keeping track of their aid progress on Reg‐e. 

DACA students have continual and unique issues as the regulations governing their lives are in constant flux. Their
apprehension is especially visible when the office has to ask for verification documents. The staff strives to be
especially sensitive to their unique situation.
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Staff Conflict:

As in any group of people working closely together with differing communication styles, procedural interpretations,
divergent basic financial aid philosophies and interpretation of job duties have contributed to an atmosphere of
distrust which has been worsened by low staffing issues. The Dean of Student Affairs has been proactive in involving
outside HR professionals to address staff concerns in an attempt to resolve issues between managers and staff and to
restore a more positive work environment. The complete resolution of this situation continues to be a work in progress.

 

Strengths

Strengths of the Financial Aid office are accurately listed in the 2016/17 Points of Pride Student Services Annual Report
below:

“The Financial Aid office has continued to practice our philosophy of ensuring that no student is denied a college
education due to lack of funds. In this last year we have proudly supported more than 14,000 students, providing over
34 million dollars in student aid. Our team has worked day in and out to make sure every application has been closely
reviewed in an effort to lift the financial burden many students experience. In an effort to provide awareness of our on‐
going services we continue to host the Financial Aid Fair during both the Fall and Spring Semesters. This year we
offered an evening program as well, reaching out to students that may have not been able to receive the helpful
information during the earlier program. We successfully reached out to over 800 students, providing campus
information, resources, and financial aid guidance. We provided monthly workshops on Federal Aid and the FAFSA, Cal
Grant and the California Dream Act Application and the Appeal Process for students disqualified from receiving aid
after failing to meet the Standards of Satisfactory Academic Progress for Financial Aid recipients.  In addition, we
hosted the Cash in to Community College, an engaging resource fair and workshops for high school students to get a
head start and gain information on financial aid and campus resources. This year we had over 350 participants!
At glance during the 2016‐2017 academic year the Financial Aid Office:
 
• Offered $80,192,565 to 28,325 students applying for aid.
• Provided $35,180,410 in aid to 14,552 Mesa students
• 815 students participated at the Fall 16 and Spring 17 Financial Aid Information Fairs, where the information
collected has been used to tailor office processes and information dissemination.
• 105 students participated in the Financial Aid SAP Appeal’s workshops.
• 78 students were employed under the Federal Work Study Program.
• Financial Aid served as an Experimental Site for the US Department of Education, 9 students applied for the
unsubsidized loan. These were students who have completed more than 24 units but do not meet the requirement that
the 24 units must be core degree applicable “
 
Strengths are also demonstrated in staff working in supportive collaboration despite differences, work load stresses
and uncertainty of system operations.  As stated above, in spite of the late download of 2017/18 FAFSA’s  staff worked
over 250 overtime hours to be able to keep up the volume of file processing so that students could receive their award
letters in July, just two weeks short of their enrollment date providing timely student access to bookstore funding. By
the end of September 2017 we had processed close to the total number of student records as were processed during
the entire last academic year. Additionally, an excellent working relationship has been established with the adjacent
Accounting Office in solving student BOGW, Pell Grant, Non‐Resident Pell, and check return issues.
 
For the 2016/17 aid year 712 appeals were submitted with an approval rate of 41%. 105 students attended an appeal
workshop and their overall approval rate was also 41%.
So far in the 2017/18 aid year 389 appeals have been submitted with an improved approval rate of 60%. As of the end
of the Fall 2017 appeal submission window, 85 students have attended an appeal workshop.
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Results seen from the third party default management group hired are encouraging as Mesa’s default rate has
dropped from 15.7% in 2013 to 11.2% in 2014.
 
27,903 FAFSA’s have been received for the 2017/18 aid year with 9,931 students receiving BOGW fee waiver and 3,749
students of the 6,101 identified as Pell Grant recipients have received funds totaling $5,751,837.
 

As of mid‐November we have placed 69 work study students across campus and the America Reads program with 12
placements pending.

A responsive Dean Miller has been a supportive administrator who makes herself available to all Financial Aid Office
staff. Although seldom able to attend planned events due to short staffing, the Financial Aid office appreciates the
efforts of the M and M Committee in fostering comradery within the Student Services building.  Due to the efforts of
the FAO and Dean Miller, the west facing building windows which had been an uncomfortable source of glare and
health issues have been permanently tinted, providing relief to counter staff.

 

 Outcomes and Assessment (REQUIRED)

Form: Outcomes and Assessment 2017/18 - Student Services Questions (See appendix)

 IE Data Analysis (REQUIRED)

Form: IE Data Analysis - Program Review 2017/18 - Student Service/Administrative Unit Questions (See appendix)

 

Program Goals

Financial Aid Goal Set 2014-2015

Outcome

Outcome Mapping

Goal 1
Provide a series of financial aid
workshops on topics related to
program changes; up-dates on
federal and state regulations;
understanding the appeal process
- who can submit an appeal?

CA- Mesa College Strategic Directions
and Goals: Strategic Goal 1.2, Strategic
Goal 1.4, Strategic Goal 6.3,
Institutional Learning Outcomes:
Communication:, Critical Thinking:, Personal
Actions and Civic Responsibility:, Self-
awareness and Interpersonal Skills:,
Technological Awareness:

Goal 2 CA- Mesa College Strategic Directions
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Review, assess and enhance as
appropriate the financial aid
appeal process and associated
literature.

and Goals: Strategic Goal 1.2, Strategic
Goal 1.4, Strategic Goal 2.4, Strategic Goal
6.3,
Institutional Learning Outcomes:
Communication:, Technological Awareness:

Goal 3
Up-date the information available
on our web page and to create a
section to include basic aid
programs guidance for Non-
resident students who will be
physically attending Mesa College
and to students who are or will be
physically "out-of-state",
regardless of their "residency
status."

CA- Mesa College Strategic Directions
and Goals: Strategic Goal 1.2, Strategic
Goal 1.4, Strategic Goal 1.5, Strategic Goal
2.4, Strategic Goal 4.4, Strategic Goal 6.3,
Institutional Learning Outcomes:
Communication:, Critical Thinking:, Self-
awareness and Interpersonal Skills:,
Technological Awareness:

Objectives and Plans

Actions

Financial Aid Goal Set 2014-2015

Outcome

Goal: Goal 1

Provide a series of financial aid workshops on topics related to program changes; up-
dates on federal and state regulations; understanding the appeal process - who can
submit an appeal?

Action: Provide a series of Financial Aid Workshops  

Describe the actions
needed to achieve this
objective :

Plan and schedule workshops on various
financial aid topics.

Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid Director/ Supervisor and Staff
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Provide a timeline for
the actions:

Beginning in the Spring 2015 semester and
continuing throughout the Summer and Fall
2015 semesters.

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Followup surveys completed by students and
feedback from Staff members in attendance for
the purpose of monitoring effectiveness.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,
Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Staff, handouts, advertisment elements,
technical support within the presentation.

Goal: Goal 2

Review, assess and enhance as appropriate the financial aid appeal process and
associated literature.

Action: Assessing Appeal Process  

Describe the actions
needed to achieve this
objective :

Review, assess and enhance as appropriate the
financial aid appeal process and associated
literature.

Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid Officer/Supervisor, Staff with input
from the Appeal Committee

Student Services Program Review 2017/18 UPDATE
Financial Aid

7

javascript:ToggleArrow('ucf1hohshsclzp')
https://www.taskstream.com/


 

Provide a timeline for
the actions:

Begining in the Spring 2015 and continuing
through out the Summer and Fall 2015
semester

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Appeal statistics are gathered throughout the
year and based on those results forms,
workshops and communication methods are
altered and improved.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,
Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Staff

Goal: Goal 3

Up-date the information available on our web page and to create a section to include
basic aid programs guidance for Non-resident students who will be physically attending
Mesa College and to students who are or will be physically "out-of-state", regardless of
their "residency status."

Action: Web page management  

Describe the actions
needed to achieve this
objective :

Up-date the information available on our web
page and to create a section to include basic
aid programs guidance for Non-resident
students who will be physically attending Mesa
College and to students who are or will be
physically "out-of-state", regardless of their
"residency status."
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Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid officer/supervisor, Staff (Skyler
Dennon)

Provide a timeline for
the actions:

Ongoing throughout the year

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Student feedback at the counter as well as
constant monitoring by staff for web page
clarity and effectiveness.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,
Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Staff

Goals Status Report (REQUIRED)

Action Statuses

Financial Aid Goal Set 2014-2015

Outcome

Goal: Goal 1

Provide a series of financial aid workshops on topics related to program changes; up-
dates on federal and state regulations; understanding the appeal process - who can
submit an appeal?
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Action: Provide a series of Financial Aid Workshops  

Describe the actions
needed to achieve this
objective :

Plan and schedule workshops on various
financial aid topics.

Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid Director/ Supervisor and Staff

Provide a timeline for
the actions:

Beginning in the Spring 2015 semester and
continuing throughout the Summer and Fall
2015 semesters.

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Followup surveys completed by students and
feedback from Staff members in attendance for
the purpose of monitoring effectiveness.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,
Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Staff, handouts, advertisment elements,
technical support within the presentation.

Status for Provide a series of Financial Aid Workshops  

Current Status: In Progress

If the Current Status
was marked
Completed, what was
the impact of the
completed objective on
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your program:

If the Current Status
was not marked
Completed, what are
the implications and
next steps:

Goal: Goal 2

Review, assess and enhance as appropriate the financial aid appeal process and
associated literature.

Action: Assessing Appeal Process  

Describe the actions
needed to achieve this
objective :

Review, assess and enhance as appropriate the
financial aid appeal process and associated
literature.

Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid Officer/Supervisor, Staff with input
from the Appeal Committee

Provide a timeline for
the actions:

Begining in the Spring 2015 and continuing
through out the Summer and Fall 2015
semester

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Appeal statistics are gathered throughout the
year and based on those results forms,
workshops and communication methods are
altered and improved.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,

Staff
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Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Status for Assessing Appeal Process  

Current Status: In Progress

If the Current Status
was marked
Completed, what was
the impact of the
completed objective on
your program:

If the Current Status
was not marked
Completed, what are
the implications and
next steps:

Goal: Goal 3

Up-date the information available on our web page and to create a section to include
basic aid programs guidance for Non-resident students who will be physically attending
Mesa College and to students who are or will be physically "out-of-state", regardless of
their "residency status."

Action: Web page management  

Describe the actions
needed to achieve this
objective :

Up-date the information available on our web
page and to create a section to include basic
aid programs guidance for Non-resident
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students who will be physically attending Mesa
College and to students who are or will be
physically "out-of-state", regardless of their
"residency status."

Who will be responsible
for overseeing the
completion of this
objective:

Financial Aid officer/supervisor, Staff (Skyler
Dennon)

Provide a timeline for
the actions:

Ongoing throughout the year

Describe the
assessment plan you
will use to know if the
objective was achieved
and effective:

Student feedback at the counter as well as
constant monitoring by staff for web page
clarity and effectiveness.

List resources needed
achieve this objective
and associated costs
(Supplies, Equipment,
Computer Equipment,
Travel & Conference,
Software, Facilities,
Classified Staff, Faculty,
Other):

Staff

Status for Web page management  

Current Status: In Progress

If the Current Status
was marked
Completed, what was
the impact of the
completed objective on
your program:
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If the Current Status
was not marked
Completed, what are
the implications and
next steps:

Closing the loop on prior year resource allocations (REQUIRED)

No resources were received by the Financial Aid office.
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Request Forms

BARC & Facilities Requests

Classified Staff Requests

Faculty Position Request 1

Faculty Position Request 2

Faculty Position Request 3
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