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Purpose 

This session will focus on the variety of 

technology solutions utilized within the Office 

of Financial Aid and Scholarships at Texas 

State University. The presentation will focus 

on how these  solutions increase business 

efficiency and enhance customer service.  
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Overview 

 Guiding Business Principles 

 Business Challenges 

 Lobby Check-In System 

 Financial Aid Answer Bank 

 Phone Bank Recording System 

 Contact Log 

 Auto-Emailers and Work Lists 

 Staff Absence – Calendar System 

 Document Imaging System 

 Banner Scholarship Module 

 Future Approaches 

 

 

Guiding Business Principles 

 Maintain compliance with all applicable federal and state 

financial aid rules and regulations and adhere to all 

ethical standards  

 Provide excellent service to both internal and external 

customers  

 Promote training, empowerment and accountability  

 Seize opportunities for improvement of our business 

processes  

 

Business Challenges 

 Provide more personalized service 

 Provide services beyond 8 – 5 

 Assess wait times and service times 

 Manage customer complaints more effectively  

 Hold staff and customers accountable 

 Do business faster 
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Lobby Check-In System 

 Previous pull-a-number system was impersonal 

 Checking-in electronically reduces student anxiety 

 Check-in system allows tracking of student 

demographics, frequency of visits, wait time, service 

time, etc. 

 Greater ability to hold staff and students accountable 
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Financial Aid Answer Bank 

 Allows customers to get answers to their questions 24/7 

 Analyzes the types of questions being asked so needed 

answers can be developed 

 Allows students to email only after they have asked a 

question, thus, reducing email volume 

 Reduces incoming phone calls 
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Phone Bank Recording System 

 Eliminates the “he said . . .she said” scenario 

 Allows for more effective management and resolution of 

customer complaints related to phone conversations 

 Ensures both staff and customers are held more 

accountable 

 Reduces staff stress 
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Contact Log 

 Integrated tracking of email, lobby (counter) and phone 

bank contacts 

 Facilitates more effective resolution of customer service 

issues 
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Auto-Emailers  

and Work Lists 
 

 Improves service time 

 Standardizes communications 

 Automatically documents communication 

 Streamlines workflows and allows escalation to 

supervisor 
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Staff Absences –  

Calendar System 

 Automatic notification to all staff as to who is absent or 

late 

 Reduces confusion as to who is available for service 

areas, special projects, etc. 

 Easy for supervisors to search for past or planned 

absences 

 Allows off-site financial aid staff to know who is available 

to assist them 
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Document Imaging System 

 Larger staff demand on the front end (i.e., scanning, 

indexing, etc.) 

 Allows for faster processing (i.e., verification, 

adjustments, appeal reviews, etc.) 

 Faster resolution of customer service issues at the 

counter or over the phone 
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Banner Scholarship Module 

 Maintain a single financial aid and scholarship system 

 Greater access to scholarship and other related data 

 Provides frontline staff one area (form) in which to find 

answers to customers’ scholarship questions 

 Facilitates access to a single scholarship form by other 

departments 

 Produces hardcopy applications via PDF for review 

committees and outside donors 
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Future Technology Objectives 

 Implementing a call board system 

 Online scoring of staff’s customer service on phone calls 

 Exploring methods of communicating with customers 

beyond email 

 Online scoring of scholarship applications by scholarship 

review committees 
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