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Form: "2021/2022 Program Review" 
Created with : Taskstream  

Participating Area:  Student Accounting 

Date submitted: 12/07/2021 2:13 pm (PST)  

2021/2022 Program Review 

(REQUIRED) Name of Lead Writer and Manager/Service Area Supervisor 

Lead Writer - Lynn Dang 

Manager - Lorenze Legaspi 

(REQUIRED) In what ways (if any) did changes to an online/remote modality due 
to COVID-19 impact student success and equity in your area/program?  Please 
provide evidence.  

  

During the COVID-19 Districtwide campus closure, our department was able to adjust to 
the pandemic situation and assist students with their needs and provide them the 
resources for student success and equity. For example, we schedule appointment times 
for them to purchase their bus passes or picking up their checks and stay compliance with 
CDC regulations on health safety and social distancing. We had staff answering phones 
and returning their calls using Google Voice as well as answering office phones. We also 
offered zoom meetings for face-to-face student assistance. Another example is when other 
department offices were closed, our department were available to assist the students to 
the best that we could. Student Accounting was considered an essential department to 
report to campus despite the Districtwide closure. Since our department was available and 
accessible to students with the online/remote modality, it has brought positive impacts to 
student success and equity. 

When District was closed and they were unable to maximize the Promise grant funds, 
there was an executive decision to allocate monies into a self-managed campus account. 
In addition, we managed private grant funding by providing monies for different initiatives 
or support such as AS Emergency COVID funds or Project Success which is a ECMC 
Nonprofit Corporation providing in support of higher education finance and assist 
students and families in their efforts to plan and pay for college. These grant funding has 
impacted the duties and responsibilities for our staff. 

(REQUIRED) What practices has your area/program implemented since the last 
program review cycle that you would like to improve/continue? Identify impacts 
on student success and equity.  

The practices that our area needs to improve is our business process with our Financial Aid 
Office and District Finance. With everyone working remotely during this pandemic and with our 
integrated PeopleSoft system, we lack not having solid foundation of the business processes and 
procedures in place amongst our department, Financial Aid Office, and District Office which 
has negatively impacted student success and equity. Since we have an integrated system where 
information is accessible to everyone, we need to ensure the data is flowing properly. We need to 
have a better communication where everyone is on the same page by creating written business 
processes for every scenario that we encounter. If a business process change, then it must be 



reflected and shared immediately with all involving parties.  We need to have “view” access to 
other department components (i.e. Accounts Payable screens for checking warrant status and 
Supplier Info). Therefore with good communication among the departments, we can provide better 
customer service to our students. 

(REQUIRED) What practices has your area/program implemented since the last 
program review cycle that you would like to change/discontinue? Identify impacts 
on student success and equity.  

We need to change the outside counter to be more mobile so we can structure the lines for our 
windows in order to better assist students. It will also provide social distancing and prioritize our 
windows for better service. 

We need to increase staffing or re-evaluate the current staff classifications for an upgrade due to 
more administrative technical responsibilities that are influenced by various Student Services 
workload as well other instructional departments such as Financial Aid check disbursements, 
Outreach College Promise, Veterans Ch31 & Ch33, EOPS/FAST, Retail management, and High 
School abatements. 

(REQUIRED) What college-wide practices implemented since the last program 
review cycle have affected your area/program positively or negatively? Identify 
impacts on student success and equity.  

One practice that has negatively impacted college wide is our credit card system called Touchnet 
which is not functioning properly. It has cause so many issues which have negatively impacted 
our area. Some of the issues are: #1) Refunds to get processed in Touchnet, #2) Point of sale 
transactions to post to our student system PeopleSoft Campus Solutions when taking payments 
using the credit card terminals at our windows, and #3) Technical issues of having students 
making online payments. 

 On the first issue about Touchnet refunds, it has greatly impact my department because of our 
inability to process credit card refunds in a timely manner. Our credit card system Touchnet 
keeps getting stuck whenever we attempt to process the refund. Mesa has over 2000 refunds to 
process this Fall 2021 term. When the system is not stuck, it takes about 10 minutes for one staff 
to process a refund for a student. For each student, the system is creating a batch ID which may 
slow down the process. Also, it only allows one user in the system at a time. In addition, we have 
3 campuses trying to process refunds so we have to divide the days on when each campus can 
process refunds...Miramar process it on Mondays, Mesa on Tuesdays, City on Wednesdays, and 
Thursdays is shared among the 3 campuses based on the time slots. We are not allowed to 
process refunds on Fridays due to Financial Aid batch refunds.  Students feel very upset and 
frustrated and probably thinking why our department are not processing the refunds in a timely 
manner. But the reality is the system itself is not cooperating with us to function properly. This has 
created our department work to be back logged. It also creates more work when students file 
credit card disputes because we're not processing their refunds. Therefore, this issue has 
a negatively impacted student success and equity because students are not getting their refund in 
a timely manner to be used for other financial needs.  

 The second issue is the sale transactions from our credit card system Touchnet are not posting 
back into our student system to show the students have paid their fees. When we take the card 
payments it's going through our credit card system and charging the student's card but it is 
kicking us out of the student system and cancelling the student receipt in our system. We have 
attempted a workaround feature while this issue gets fixed by IT but we have discovered that it 
will not properly work when refunds are processed since it's not picking up the original sale 
transaction. It impacts student success and equity negatively because student fees are not 



posted so their fees will show an outstanding debt while they are charged on their credit card 
statement. With the workaround feature of manually posting another receipt, students are unable 
to get their refund because the system is not showing that a payment was received on our 
student side for the communication to go through our credit card system. 

 Lastly, the third issue is the technical aspect of students having difficulties paying their fees online 
due to incompatibility of browsers or the type of settings on their devices (i.e. computer, laptop, or 
mobile devices). It negatively impacts our department because we cannot technically assist the 
students if the guided steps are not provided to us to fix the issues/concerns. It greatly impacts 
student success because students cannot pay online and they may be frustrated with the 
technicality of our system and completely drops the classes and/or withdraws. 

Another practice is the use of HERFIII funds to pay off outstanding student debts for terms 
Summer 2020, Spring 2020, and Fall 2021. For students who have not pay their fees, then it is a 
positive idea. But for students who have paid prior to the decision of the HERF funds, it has 
created a negative vibe of unfairness to them especially during this pandemic times. Though the 
students may seem like they paid off their fees to avoid being dropped for nonpayment, they may 
be in a financial situation. Therefore, this college-wide practice affected our program both 
positively and negatively in terms of student success and equity.  
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