Chabot College

Financial Aid Office Program Review
I.  Narrative Summary of Program Review findings
Description of the Unit or program (from Unit Plan part 1)

The Chabot Financial Aid Office empowers our diverse student population to achieve their education goals by providing quality accessible and timely financial aid services. 

Financial aid is vital to student recruitment and retention, and a critical component to ensure and facilitate student learning and success. Finding the resources to assist with educational expenses can make the difference in a student’s success in college. 
The mission of the Financial Aid Office (FAO) focuses on service to students and stewardship of funds.  Chabot students and the community receive exceptional service from the FAO, and are afforded dedicated, accurate and timely financial aid information and services based on fiscally sound practices and compliance with federal, state and institutional regulations and policies.  

Chabot’s dedicated and multilingual Financial Aid Office staff is available to assist with all phases of the financial aid process, from general information and applications through determination of eligibility for different types of financial aid. Our motto is “You CAN afford college!”  Answers to many general Financial Aid questions can be found on our website, and student-specific eligibility and status can be found on the CLASS Web Financial Aid site.  

Responsibilities include:

· providing financial aid outreach to campus and community students and their families; 
· advisement on financial and academic eligibility; 
· processing, awarding and disbursement of financial aid funds to eligible students according to multiple layers of federal, state and institutional mandates, regulations, policies and best practices. 
· Application of professional judgment is required when extenuating or unusual circumstances warrant a change to the federal methodology or to make exceptions for failure to maintain satisfactory academic progress.  
Federal programs include the Federal Pell Grant, Supplemental Educational Opportunity Grant (SEOG), Academic Competitiveness Grant (ACG), Federal Work Study (FWS), and Federal Student Loan programs.  State programs include the California Board of Governor’s Fee Waiver (BOG) program, Cal Grants B & C, Chafee Grant (for Foster Youth), and state scholarship program.  
The FAO supports the college mission and strategic plan of ensuring student equity and success in achieving educational goals, specifically in Goals A and B.  
Staffing

Current FAO staff includes: 

· Director, 

· Financial Aid Systems Coordinator, 

· Financial Aid Outreach Liaison, 

· Student Services Specialist III (Return to Title IV, repayments, financial aid accounting, and reconciliation), 

· Six (6) Student Services Specialist II (front desk advisement, individual advisement, processing and awarding of all state and federal programs, professional judgment), 

· Student Services Specialist I (front desk advisement, incoming & outgoing student correspondence, scheduling, intake, supervise student assistants)
· Hourly Staff and Student Assistants 
One of the greatest challenges our office has faced with regards to staffing trends has been steady increase of applicants and increasing responsibilities due to new state and federal programs, mandates and regulations, without a corresponding increase in staff to handle the workload.  
In Spring 2002, there were four processing staff handling 5349 financial aid applicants.  Seven years, one outreach liaison and three processing staff later, we have 9363 applicants (with three months remaining in the 2008-09 academic year).
In 2003-04, along with the increase in enrollment fees for the CCC, an increased recognition of need for financial aid services, staff and outreach resulted in augmented funding from the state.  “The intent of the Legislature was to provide additional staff resources to increase both financial aid participation and student access to low-income and disadvantaged students overcome barriers in accessing postsecondary education.” (Report to Legislature on Increases in Capacity and Participation for Student Financial Aid in the Community Colleges., p. 42
)
Of ten full-time, permanent staff, five are funded on categorical, state BFAP funding.  While staff have earned step increases and COLA or contract-negotiated salary raises, and market-driven benefit expenses for the college have increased dramatically during that time (double-digit percentages each year), the state acknowledges that our categorical allocation has not adjusted in anyway to account for these increases.  There is talk at both the state and district level about the need for such adjustments.  Currently, the salaries and benefits of staff hired under BFAP take more than the allocated 0809 funding, leaving a deficit for outreach and operational expenses. 

Relationships with other College Units

Over the past several years, a primary focus of the FAO has been to incorporate financial aid education and information into all aspects of student services.  In 2004, we hired a Student Services Financial Aid Outreach Liaison with the express purpose of ensuring that financial aid was included in all campus and community outreach.  The position evolved several times, and successfully educated the campus and community on matters of financial aid.  
· Students work with counselors in General Counseling, EOPS, ASPIRE and DSPS to obtain an accurate Student Education Plan (SEP) once they attempt 30 units, to ensure they are making Satisfactory Academic Progress (SAP) toward their educational goals, per federal requirements.  

· FAO staff work with variety of other departments in collaborative inreach and outreach to incorporate financial aid literacy and assistance, including the Early Decision, Puente and Daraja, EOPS, DSPS, CalWorks, and Aspire programs. 

· Provide financial aid information and presentations to classrooms, academic and athletic cohorts on campus and at off-site locations.  

· FAO participates in efforts throughout the college and specifically within Student Services, such as Mega Day, Gladiator Day, PREPA Conference, and of course, the Financial Aid Festival, for integrated services and information.  
· FAO has been an early and active proponent of efforts to qualify the college as an Hispanic Serving Institution (HSI), providing multilingual materials and presentations and advisement, with fully one third of our staff fluent in both English and Spanish.  

· How unit interfaces with other administrative, student services, and academic units in the college.  
Unit support for student learning and success

The FAO directly supports student success by providing financial aid to students for educational expenses.  
Studies have shown that reducing the financial concerns of students and their families provide them with a greater chance to be successful while in school.  Our focus on early and accurate application, followed by education of both financial and academic eligibility, assists students to be more successful in completing their educational goals.  

Strategic Plan Goals A1, A2, A3, B3 and D5

Unit strengths and accomplishments (from Unit Plan part 2)

We achieved our outreach goals of increasing the numbers of students applying for and receiving financial aid, with an increase in applications and receipt of aid by 25% in a two year period.  Over the past seven years, our increases have been more staggering.  (Please see Table II.A, from 2009-12 Unit Plan) 
We implemented one of our technology goals with the debit card method for a more rapid and automated distribution of financial aid refunds.  We continue to seek and provide better methods of advisement and communication with our students.  

With increased volume of student applicants and federal/state mandates, we need to obtain additional division / campus / district resources to fund staff positions to provide continuous and timely services to students, without which we will see the effect of declining enrollment when students are unable to get the financial aid services needed in a timely manner.  

We have collected data over a several year period that demonstrates our success, and our needs. 2009-10 initial application data proves that more students are applying, as we have
Student Learning Outcomes

Chabot College 

Service Area Level

SLO Worksheet

Division/discipline:     Financial Aid Office SLO
Date of Submission  03-15-09 

SLO Number:   2                       Contact Person(s)   Kathryn Linzmeyer, Director 

Student Learning Outcome (SLO) or Student Area Outcome (SAO):   

1. Students will be able to apply for financial aid independently, online and on time.  

2. Students will take personal responsibility for financial eligibility and process, make informed decisions & take appropriate action when needed during the financial aid application process. 

Identify appropriate methods of assessment for this SLO or SAO. Check one or more box.

Writing assignments (N/A) 


Exams or embedded exam questions (N/A)

 FORMCHECKBOX 
Essay



 FORMCHECKBOX 
Essay


 FORMCHECKBOX 
Critical review


 FORMCHECKBOX 
Short answer


 FORMCHECKBOX 
Research paper


 FORMCHECKBOX 
Multiple choice


 FORMCHECKBOX 
Laboratory report


 FORMCHECKBOX 
Computational problems


 FORMCHECKBOX 
Log or journal


 FORMCHECKBOX 
Other exam question: _______​​______​​__


 FORMCHECKBOX 
Other written assignment:

 FORMCHECKBOX 
 Licensure certification/Professional exam


 FORMCHECKBOX 
Other standardized exam: ________​​​​___


Culminating experience/evidence

Other work produced or demonstrated skill

 FORMCHECKBOX 
Capstone project or experience
 FORMCHECKBOX 
Presentation


 FORMCHECKBOX 
Portfolio



 FORMCHECKBOX 
Production (theater, dance, music, etc.)

Exit interview



 FORMCHECKBOX 
Concept map

Survey



 FORMCHECKBOX 
Debate

 FORMCHECKBOX 
Internship evaluations

 FORMCHECKBOX 
Case study

 FORMCHECKBOX 
Other student produced works (artwork, computer programs, etc.)


( Other :_Institutional Research, federal and state data 


( Direct observation of behavior, attitude or skill
The above course or service area best falls within the domain of which college-wide learning outcome (goal)?  Check only one box.

Critical Thinking
Communication
( Development of the whole person
 FORMCHECKBOX 
Civic Responsibility
Global and cultural involvement


 FORMCHECKBOX 
NA, this SLO is specific to the course content and is not directly related to any college-wide learning outcome (goal).

From our last Unit Plan, we achieved our outreach goals of increasing the numbers of students applying for and receiving financial aid, realizing a 25% increase in a two year period.  We implemented one of our technology goals with the debit card method for a more rapid and automated distribution of financial aid refunds.  We continue to seek and provide better methods of advisement and communication with our students.  

We have collected data over a several year period that demonstrates the success of our students and our mutual continued needs.  2009-10 initial application data proves that more students are applying, as we had 4236 applications on our first download, as compared to 2474 for 2007-08 (71% increase).  

Service Area Outcomes

Chabot College 

Service Area Level

 SAO Worksheet

Division/discipline  Financial Aid Office SAO  
Date of Submission  03-15-09 

SAO Number:   2                       
Contact Person(s)   Kathryn Linzmeyer, Director 

Student Area Outcome (SAO):   

1.   Provide a financial aid award process that is fair, equitable, and meets the needs of qualified students needing assistance.  
2:  Treat each student with respect and give them honest and accurate information and advisement. 
Identify appropriate methods of assessment for this SLO or SAO. Check one or more box.

Writing assignments



Exams or embedded exam questions

 FORMCHECKBOX 
Essay



 FORMCHECKBOX 
Essay


 FORMCHECKBOX 
Critical review


 FORMCHECKBOX 
Short answer


 FORMCHECKBOX 
Research paper


 FORMCHECKBOX 
Multiple choice


 FORMCHECKBOX 
Laboratory report


 FORMCHECKBOX 
Computational problems


 FORMCHECKBOX 
Log or journal


 FORMCHECKBOX 
Other exam question: _______​​______​​__


 FORMCHECKBOX 
Other written assignment:

 FORMCHECKBOX 
 Licensure certification/Professional exam


       ​​​​___________________

 FORMCHECKBOX 
Other standardized exam: ________​​​​___


Culminating experience/evidence

Other work produced or demonstrated skill

 FORMCHECKBOX 
Capstone project or experience
 FORMCHECKBOX 
Presentation


 FORMCHECKBOX 
Portfolio



 FORMCHECKBOX 
Production (theater, dance, music, etc.)

 FORMCHECKBOX 
Exit interview


 FORMCHECKBOX 
Concept map

(Survey



 FORMCHECKBOX 
Debate

 FORMCHECKBOX 
Internship evaluations

 FORMCHECKBOX 
Case study

 FORMCHECKBOX 
Other student produced works (artwork, computer programs, etc.)


 FORMCHECKBOX 
Direct observation of behavior, attitude or skill

 FORMCHECKBOX 
Other :_


The above course or service area best falls within the domain of which college-wide learning outcome (goal)?  Check only one box.

 FORMCHECKBOX 
Critical Thinking

 FORMCHECKBOX 
Communication
 FORMCHECKBOX 
Development of the whole person

 FORMCHECKBOX 
Civic Responsibility

 FORMCHECKBOX 
Global and cultural involvement


 FORMCHECKBOX 
NA, this SAO is specific to the course content and is not directly related to any college-wide learning outcome (goal).

With variety of system and service changes in the past 18 months, our office will be surveying our financial aid applicants to evaluate quality of our services, which is a rather elusive and difficult characteristic to demonstrate.  
Future Implications
In April 2002, the Financial Aid Office consisted of three processing staff, and they were overwhelmed.  In 2003-04, the state provided additional funding for financial aid outreach and staffing.  Presently, there are six staff reviewing and processing student applications/files.  As of the beginning of February 2007, their caseload averages 1167 student applicants to one financial aid advisor, and they are overwhelmed.  Students will not be able to receive timely and thorough advisement with the staffing currently in place, which will affect their ability to focus on their academic work.  As an institution, support must be given to keep up with increases of student applicants and increased demands and mandates with appropriate staffing, and prioritization of technology enhancements.  
Important trends that will have a significant impact on the unit over the next 4 years
The economy is driving students and displaced workers back to college. As the economy recovers, and even after, the focus of the federal government is on everyone going back to college to better educate the workforce, and stimulate the economy. Imbedded in each encouraging reminder to attend college is the promise of financial aid to assist students to do so, and the promise that the process will become easier for the student.  Financial aid has become a key component to each student enrolling in college.  
We will see a greater influx of veterans of our military returning from active duty and using their promised educational benefits. Unlike in the past, there is a firm focus on ensuring these men and women not only use their veterans educational benefits, but are aware of and benefit from other forms of federal and state financial aid.  

Some of our challenges will include need for greater use of technology.  

· We must implement an electronic interface application for the California Board of Governor’s Fee Waiver (BOG) program, to allow students multiple opportunities (at time of admission application, while exploring Chabot website, when registering for classes) to apply to have their fees waived.  An electronic process which interfaces directly with Banner will reduce manual workload, manual error and provide a more timely response for students. It will also assist us greatly in the mandates of reporting that currently require hundreds of hours of staff labor.  
· With increased volume of applicants and greater number of regulated financial aid programs, it will be more imperative to implement an OCR capable scanning system, with dedicated entry level staffing. This has been on the district’s radar for some time, and needs to be given a higher priority.  
Another trend is the focus by the Department of Education to simplify the application and qualification process for financial aid.  As the federal application process becomes simpler for the student, the Department of Education is relying on the financial aid offices to verify eligibility. The rules have not changed, but the shift of work and accuracy has, from the student to the office.  The simplification process promises to make the work at the verification end, the FAO, greater and more difficult.  

With increased federal/state mandates, increased volume of student applicants, and increased requests for manual intervention and recalculation of student eligibility, we need to obtain additional division (campus or district) resources to fund staff positions to provide continuous and timely services to students, without which we will see the effect of students not enrolling or dropping out when unable to get the financial aid services needed in a timely manner. 

Program Review Action Plan for Improving and/or Strengthening the Unit
All of our goals and objectives meet campus strategic plan goals of improving student success and retention, specifically:  

GOAL A: Awareness & Access - Build awareness of Chabot’s academic excellence, and ensure access to education for all who seek it. 

A1 Increase familiarity of Chabot and its programs throughout the community.

a. Expand marketing & recruitment of students in our service area  

c. Continue presence at community-wide events 

A2 Reach out to populations underrepresented in higher education.
a. Target outreach and recruitment efforts to underrepresented students 

b. Provide comprehensive matriculation and support services for first-time and underrepresented college students (e.g., Daraja/Umoja and Puente/HSI) 

c. Focus efforts on increasing completion for underrepresented students 

A3 Promote early awareness and college readiness to youth and families.

a. Expand outreach to middle & high school students 

c. Foster and support activities that increase the awareness of financial aid options and financial literacy skills for students and families 

d. Promote the Early Decision program to students and families 

GOAL B: Student Success - Provide high-quality programs and services so all students can reach their educational and career goals
B1 Strengthen basic skills development as a foundation for success. 
a. Increase persistence from basic skills to college-level courses 

d. Expand follow-up services 

B3 Support programs and initiatives that increase the success for all students in our diverse community.
GOAL D: Vision, Leadership & Innovation - Be an educational leader by continuously supporting and improving learning in our diverse institution.

D5 Provide safe, secure and up-to-date facilities and technology. 
d. Improve electronic communication systems on campus to disseminate important information quickly 

Our continued goals and objectives are to:

1) Improve timeliness and quality of services 

a. Revisit our workflow and division of staff duties as program requirements, mandates and volume shifts and changes, to ensure quality and timeliness of our financial aid services, while still ensuring compliance with all state and federal financial aid regulations

i. Combine with Goal #2, to reduce the amount of manual review and labor with automation of repetitious actions

ii. Look at other financial aid office models of workflow and organization

iii. Obtain division / college funds to provide additional staffing for increased volume of applicants and program requirements 

2) Utilize and incorporate available technology to improve efficiency in processing and awarding financial aid, and in communication with our students (Strategic Plan D.5.d)

a. Due to limitations on college and district resources, several of our goals have not been met, and are ongoing into the next cycle of planning.  

i. “Beta Test” Luminous emailing option to improve timely communication with students 

ii. Automate awarding and allow online student authorization 

iii. OCR-capable imaging system for immediate “filing” and availability of heavy volume of incoming paperwork

iv. Work with 3CBG (CA Banner schools) to accelerate implementation of electronic BOG, and ensure CLPCCD makes this a priority in its ITS planning  

3) Review options for providing augmented financial aid advising to students for better understanding and academic success 

a. Reach students and their families about financial aid options, including need for early and accurate application

i. We are in the process of developing a financial aid orientation and checklist to assist us in meeting the advisement needs of our students, for both financial and academic eligibility; focus on Basic Skills students, Veterans, Foster Youth, late applicants, academic and athletic cohorts, and students in jeopardy of losing eligibility due to failure to meet academic standards.   

ii. Creating online or multimedia communication and education (i.e. text messaging, video “how to’s”, podcasting, etc.) for the “youtube” generation 

4) Increase the number of students we reach on campus and in the community to provide financial aid services, to provide exceptional service and advisement to our students, and to increase the use of technology and automation for accurate, ddfadfds, and timely financial aid awards to eligible students

a. continue collaborative efforts with campus divisions and services units for seamless support services

b. goal to improve student retention, incorporate financial aid message alongside that of other units, and increase campus knowledge of institution’s Title IV requirements

c. increase campus education on available financial aid programs and services

d. cross train student services staff and counselors on basic financial aid
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