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FINANCIAL AID IS COMPLICATED –
CREATE CLARITY THROUGH COMMUNICATIONS

SUPPORTING STUDENTS 
USING A COLLABORATIVE 
AND COMPREHENSIVE 
SET OF FINANCIAL AID 
SERVICS



FINANCIAL AID
2015-2020

• Dedicated staff member for communications 
• Dedicated staff for IT 
• PeopleSoft 
• Online forms
• Case-load management process 
• Team-lead positions 
• Email communications
• Student resolution center
• Financial literacy staff positions
• Financial Aid Leadership Team



ENTER COVID-19 | MARCH 2020
• Transitioned to virtual service overnight & had to cover more servicing bases
• In-person advising to virtual advising 
• Incorporated the Zoom Lobby – transformed how we service students 
• Setup Drobox locations for print forms
• Increased social media presence 
• Had to adapt and remain flexible as things kept changing

o Signature waivers
o Verification 
o Emergency funding – automated the self-service request forms in PeopleSoft
o In-person and remote fluctuating expectations from college



SEPTEMBER 2020 - PRESENT

• Chatbot
• Focus on graphics
• Web presence 
• Trellis Partnership
• Student Lifecycle Toolkit
• Continuous improvement of internal 

communication



CHATBOT
• 24/7 Automation
• General Knowledge-

base & Videos
• Custom Questions
• Immediate Answers
• Analytics



CHATBOT| 24/7 AUTOMATION
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SHIFTING 
FOCUS
Example: Work-Study





SOCIAL MEDIA 

HCC is apart of the Texas Reskilling Grant 
Program-dedicated to providing support to 
displaced Texas workers, impacted by COVID-19, 
who need to learn new skills or further develop 
current skills in order to return to the work 
force.#FinAId #ReskillingGrant

HCC job fairs not only put you in the same room as 
organizational partners looking for work-study 
students, but also give you the opportunity to 
interview and begin the onboarding process that 
very day! Use the QR code to register! #FinAid 
#WorkStudy #JobFair

Students can file their FAFSA applications on a 
computer, or on their phone! HCC encourages all 
students to take the first step in securing aid for 
college costs and file a FAFSA application. #FAFSA 
#FinAidFeb
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DIGITAL SIGNAGE



VIRTUAL BACKGROUNDS & PRESENTATION 
TEMPLATES
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WEBSITE
• Organize pages
• Limit text 
• Google Analytics 
• Vanity Links



TRELLIS
• Text Messages
• Phone Calls
• Survey’s
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SURVEY’S
The stop-out and re-engagement 
survey was conducted from 
November 1-22, 2021. 

Surveys were sent to 18,355 former 
students, of which 747 responded 
for a response rate of 4.1 percent. 

Not including open-entry response 
items, 92.8 percent of respondents 
completed all questions. 

METRICS
POPULATION 18,355 students

RESPONSES 747 students

RESPONSE RATE 4.1%

COMPLETION 
RATE

92.8%

REASONS FOR LEAVING HCC
Personal Financial Issues 52%

Financial Aid Issues 44%

Family/Personal Reasons 35%

Employment Conflictions 31%

Academics 25%

Health Reasons 15%

Course/Major Offerings 12%

Transferred or Intend to Transfer 11%

Institutional Services 9%



IMPROVED INTERNAL COMMUNICATION

Giving staff a chance to 
be prepared for 
increased inquires.



STUDENT
LIFECYCLE

TOOLKIT



2021 STATS

2018 STATS



• Helping students navigate financial aid is a cycle of continuous 
improvement

• In the past two years we’ve taken the groundwork and expanded it 
to the visual realm 

• We’ve encountered challenges that require stronger communication 
with other college stakeholders 

• Looking forward to seeing how our department can develop in the 
next two years

TAKEAWAYS



CONTACT US

JoEllen Price

Executive Director
HCC Financial Aid

joellen.price@hccs.edu

Tricia Berish

Communications Coord. 
HCC Financial Aid

tricia.berish@hccs.edu

ANY QUESTIONS?


