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SERVICE UNIT PROGRAM REVIEW 
 
Collin College - Financial Services and Veterans Affairs 
 
 
PROGRAM STATUS 
 

1. Describe how the program supports: 

a. The college mission and core values. 

b. The college strategic plan. 

 

The Financial Aid appeal process makes a specific effort to improve the student’s academic 

success (see Strategic Goal #1: “Improve academic success by implementing strategies for 

completion.”) by requiring the student to set forth their academic plan and a detailed 

timeline for completion. 

 

Financial Aid has also made an effort to improve services for veterans (see Strategic Goal 

#1, §1.3:  “A culture of student preparedness will be the focus of student success.”) by 

participating in Veterans Priority Registration sessions where students receive individualized 

advising, confirmation of their degree plan, and assistance in completing their Veterans 

Intent to Register and Cashier’s Office Chapter 33 forms.    

 

To increase productivity and improve response time (see Strategic Goal #1, §1.6: “Financial 

Aid/Veteran’s Affairs accuracy and responsiveness will be improved.”; and §1.6.3: “Improve 

processes and productivity in Financial Aid Department.”), the Financial Aid staff participates 

in various webcasts and training seminars throughout the year.  They also utilize the service 

of a third party servicer for financial aid verification. 
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PROGRAM STATUS 
 

2. How does the program conform to THECB requirements? 
 

a. List any program requirements from THECB. 
b. Describe how they are met. 

 
3. How does the program conform to federal requirements 

 
a. List any federal requirements for the program. 

            b.   Describe how they are met. 
 

Each year an external audit is conducted to determine the District’s compliance with U.S. 
Office of management and Budget (OMB) Circular A-133 Compliance Supplement and the 
State of Texas Single Audit Circular compliance requirements that could have a direct and 
material effect on major federal and state programs. 

The audit for fiscal year 12 disclosed a material weakness compliance finding.  The material 
weakness shows that Financial Aid is not conforming to federal guidelines.  The financial aid 
findings for fiscal year 2012 and 2011 are as follows; 

 
Finding 2012-1 

Federal Program: Federal Pell Grant 
Type of Finding: Material Weakness and Material Noncompliance 
 
Finding 2012-2 

Federal Program: Federal Pell Grant / Federal Direct Loan 
Type of Finding: Significant Deficiency and Noncompliance 
 
Finding 2012-3 
 
Federal Program: Federal Pell Grant / Supplemental Educational Opportunity Grants 
Type of Finding: Control Deficiency and Noncompliance 
 
Findings 2011-1 
 
Federal Program: Federal Pell Grant / Federal Direct Student Loans 
Type of Finding: Control Deficiency and Noncompliance 
 
Findings 2011-2 
 
Federal Program: Federal Work Study Program 
Type of Finding: Control Deficiency and Noncompliance 
 

 



Collin College | Service Unit Program Review 5 
9/11/2013 11:01 AM 

A deficiency in internal control exists when the design or operation of a control does not allow 
management or employees, in the normal course of performing their assigned functions, to prevent or 
detect and correct noncompliance with a type of compliance requirement of a federal or state program 
on a timely basis.   

A significant deficiency is a deficiency, or a combination of deficiencies, in internal control over 
compliance with a type of compliance requirement of a federal or state program that is less severe than 
a material weakness, yet important enough to merit attention by those charged with governance of the 
institution. 

A material weakness is a deficiency, or a combination of deficiencies, in internal control over compliance 
such that there is a reasonable possibility that material noncompliance with a type of compliance 
requirement of a federal or state program will not be prevented, or detected and corrected on a timely 
basis.   

Financial Aid must implement procedures to ensure that controls are in place to meet all federal and 
state program compliance requirements.   

 

Collin hired a consultant to review the organizational structure of Financial Aid and also evaluate what 
procedures can be implemented to improve compliance.  The consultant’s findings are currently being 
evaluated by the Administration. 

 

 

 

 

 

 

 

 

 

 

 

 

PROGRAM STATUS 
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4. List all program literature (course schedules, student handbooks, flyers, brochures, 
catalog entries, etc.) and provide last date updated. All program literature must be 
reviewed and updated no earlier than three months prior to the program review due 
date. 

Note:  Debra Wilkison, Director of Financial Aid/Veterans Affairs states that financial aid does not 
produce any program literature. Everything is online.  

As a part of the Program Review the college website (last modified 11/2/12) was reviewed and 
determined that the information listed is extensive and presented in an orderly fashion.  

 

Title Type Last Updated 

 

Financial Aid URL 

http://www.collin.edu/gettingstarted/financialaid/ 

Overview 
-Work Study Employment 
Opportunities 

Web page 11/2/12 

About Us Web page 9/11/12 

News and Updates  
-Important Financial Aid Changes for 
the 2012-2013 Academic Year 

Web page 9/11/12 

Applying for Aid 
-Questions & Answers Web page 2/15/13 

Cost of Attendance 
- 2012-2013 Web page 1/7/13 

Types of Aid 
-Grants 
-Federal Work-Study 
-Texas Work Study 
-William D. Ford Direct Loan Program 
-Subsidized Federal Direct Loans 
-Unsubsidized Federal Direct Loans 
-Federal Direct Parent Loans for 
Undergraduate Students (PLUS) 

Web page 2/15/13 

Satisfactory Academic 
Progress 

Web page 2/8/13 

Forms 
-Satisfactory Academic Progress 
-Signature Page 
-Texas Application for State Financial 
Aid 2012-2013 
-SB1528 Statement of Intent 
-Special Circumstances 
-Dependency override 
 

Web page 2/8/13 

Return to Title IV Web page 9/11/12 

Fire Science Exemption Web page 12/17/12 

Scholarships links to: 
-free scholarship searches 
-individual scholarships 

Web page 2/4/13 

http://www.collin.edu/gettingstarted/financialaid/
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-minority student scholarships 

Additional Links Web page 9/11/12 

Hazelwood Act Web page 9/11/12 

Peace Officer Exemption Web page 9/11/12 

   

 

Veterans Benefits URL 

http://www.collin.edu/gettingstarted/financialaid/veterans/ 

 

About Us  2/11/13 

Getting Started With 
Benefits 

 2/12/13 

Satisfactory Progress 
-Academic Progress 
-Academic Support 

 2/8/13 

Requirements by Chapter  1/30/13 

Forms 
-Veterans 
-Dependents 
-WAVE: Web Automated Verification of 
Enrollment 
-Degree Audit 

 1/31/13 

Payment Procedures for 
Chapter 33 

 9/11/12 

Parent Institution Letters  9/11/12 

Hazelwood  9/11/12 

Support Information: 

Links & Services  

Web Sites: 
-U.S. Department of Veterans Affairs 
and all service branches 
-VA Educational Counseling Services 
-Collin Counseling Services 

2/11/13 

   

 

Financial Aid Listings URL (CougarWEB) 

https://vssb.collin.edu/PROD/twbkwbis.P_GenMenu?name=bmenu.P_FAAUnsecMnu 
 

Financial Aid Listings Web Sites: Release: 8.16 

http://www.collin.edu/gettingstarted/financialaid/veterans/
https://vssb.collin.edu/PROD/twbkwbis.P_GenMenu?name=bmenu.P_FAAUnsecMnu
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 Federal Aid Application or 
Renewal Application 
 
Dept. of Veterans Affairs 
 
Student Loans 
 
Download Financial Aid 
Forms 
 
Download VA Forms 
 
General Financial Aid 
Information 
 
National Student Loan Data 
System 
 
General Scholarship Search 
Tools 

Each campus, SCC, PRC, and 
CPC have posters 
encouraging students to 
complete paperwork early. 

  

Department of Education 
brochures 

  

Collin College Access 
office announcements 
regarding veteran early 
registration 

  

   

 

 

 
 

 

 

PROGRAM STATUS 
 

5. List all university/business and industry partnerships and describe them. 
 

Collin College partners with four Texas universities to offer a variety of degree programs at 
our Collin Higher Education Center (CHEC) and has entered into ten Pre-Admission 
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partnership agreements* for qualified students who would like to begin their university 
experience while attending Collin. 
 
Collin’s four University Partners at CHEC are:  University of Texas at Dallas; University of 
North Texas; Texas Woman's University; and Texas A&M-Commerce.   
  
Collin’s ten Pre-Admission Partners are:   Austin College; Baylor University; Dallas Baptist 
University; Southern Methodist University; Texas A&M College Station; Texas A&M-
Commerce; Texas Tech University; Texas Woman's University; University of Texas at Dallas; 
and University of North Texas. 
 
Note: For the Financial Services/Veterans Affairs support unit there are no business or 
industry partnerships.  All work is done through the Federal Government.  
 

University Partnership Type Special Requirements 

The University of Texas at 
Dallas 

CHEC University Partner 
and Pre-Admission Partner 

Student must meet 
University Partner’s 
Admission Requirements. 

University of North Texas CHEC University Partner 
and Pre-Admission Partner 

Student must meet 
University Partner’s 
Admission Requirements. 

Texas Woman’s University CHEC University Partner 
and Pre-Admission Partner 

Student must meet 
University Partner’s 
Admission Requirements. 

Texas A&M University-
Commerce CHEC University Partner 

and Pre-Admission Partner 

Student must meet 
University Partner’s 
Admission Requirements. 

 

* These agreements allow Collin College transfer students the opportunity to complete 
freshman and sophomore requirements while enrolled at Collin College and are guaranteed 
admission to the partner university when admission requirements are met. Each pre-
admission partnership includes privileges for Collin College students.  

 

 

 

PROGRAM STATUS 
 

 

6. Facilities and Resources report. 
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      (See Financial Resources report on following pages) 
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INSTITUTIONAL RESEARCH DATA 
Unduplicated, actual, annual enrollment data 

• Student Satisfaction Surveys 
• Noel-Levitz 

PROGRAM DEVELOPMENT SINCE LAST PROGRAM REVIEW 
1. Summarize assessment activities and actions taken in response since last program 

review.  

(See FSVA inserts report on following pages) 

 

2. Describe any continuous improvement activity if different from assessment. 

(See FSVA inserts report on following pages ) 

 

 

WeaveOnline Detailed Assessment Report  

2010-2011  

2011-2012  

Collin College Student Surveys 

2010 

2012 

Noel-Levitz Reports 

2010 

2012 
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Financial Services & Veterans Affairs Continuous Improvement Plan Report 

Financial Services & Veterans Affairs (FSVA) department continues to work with Collin 
College Institutional Effectiveness (IE) and Institutional Research Office (IRO) to identify 
outcomes, develop methods to analyze departmental effectiveness and to implement actions 
based on these results to measure improvements as a part of the departments continuous 
improvement plan (CIP). 

Since the last program review FSVA has completed two CIP’s using survey data from studies 
conducted working with IE and IRO.  The two Collin College student surveys (2010-11 and 
2011-12) are supplemented by data from Noel-Levitz (2010 and 2012) reports.  

IE working with IRO designed and implemented student surveys in Fall of 2010 and Spring of 
2012.  In both surveys the response rate of the Collin College student population was a 
statistically valid representation of the students attending Collin College. 

Survey questions were developed using a 5 point likert scale and students participating were 
given an opportunity to make comments.  Both the likert scale rating and comments were used in 
developing the CIP’s. 

The data gathered has been input into a data base system called WeaveOnline.   

“WeaveOnline is a powerful software application that addresses the need to develop and 
maintain continuous improvement processes for both the academic and administrative structures 
within an institution of higher education” (http://www.weaveonline.com, 2012).  

Collin College has selected Weaveonline to provide software and consulting support for storing 
and reporting of the College’s CIP’s.  Two complete reports are attached at the end of this 
section.  The following is a brief overview of the information in each report. 

2010-2011 FSVA Report 

The outcome/objective areas targeted were to: 

Increase the knowledge of FSVA staff.   

Survey findings showed a finding of 3.85 on a 5.0 scale. The detailed action plan that FSVA 
would implement as a part of their CIP to improve this finding is in the attached weaveonline 
report.  

The CIP for outcome/objective one on staff knowledge included training for staff and making 
sure each staff member was aware of new and existing procedures. 

Increase the satisfaction of those using FSVA services.  

http://www.weaveonline.com/
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Survey findings showed a finding of 3.64 on a 5.0 scale. The detailed action plan that FSVA 
would implement as a part of their CIP to improve this finding is in the attached weaveonline 
report. 

The CIP for outcome/objective on satisfaction included using outside services more effectively 
and providing the support of a call center.  

2011-2012 FSVA Report  

In the results of this report each CIP was measured and findings compared to the 2010-2011 
FSVA  Report.  A brief overview of this is given below with more details in the attached Weave 
report. 

In the 2011-2012 FSVA report the outcome/objective statements remained the same.  Findings 
were  reported from the Spring 2012 Collin College survey indicating the impact of the CIP’s 
implemented by FSVA in the two targeted areas, knowledge and satisfaction.  

Increase the knowledge of FSVA staff.   

Survey results showed a finding of 3.85 on a 5.0 scale for the 2010-2011 report and this has 
increased to 4.07 on a 5.0 scale for the 2011-12 report (see graph p. 23). This analysis shows an 
improvement that students see in the knowledge of the FSVA staff.  The detailed action plan that 
FSVA will continue to implement as a part of their CIP is to improve these findings is in the 
attached report.  

Increase the satisfaction of those using FSVA services.  

Survey results showed a finding of 3.64 on a 5.0 scale for the 2010-11 report and this has 
increased to a 3.91 for the 2011-12 report (see graph p. 22). This analysis shows an improvement 
what students report regarding their satisfaction with the services provided by FSVA staff.  The 
detailed action plan that FSVA will continue to implement as a part of their CIP to improve these 
findings is in the attached report. 

Other Survey Report Data 

In addition to Collin College survey data, measures were followed using Noel-Levitz (NL) data 
for Spring of 2010 and Spring of 2012.  While the focus of the CIP was on outcome/objective 
statements from Collin College surveys NL was used to provide a comprehensive comparable 
view of the work being done by the CIP.  
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Questions 7, 13, and 20 covered areas related to financial services and each showed 
improvement over the time period of this program review.  A copy of this study is at the end of 
this report.  

Future CIP Work 

Planning for the next CIP has begun and both of the above outcomes will continue with the 
addition of adding one more.   The new outcome statement will be comparing the number of 
students applying for financial aid to the number that receive it, documenting the number of 
students that have completed the process.  This will be based on FAFSA applications each 
academic year.  
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Financial Aid/Veterans Affairs Program Review
Outcome/Objective—Student Satisfaction

3.64

3.91

1

1.5
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2.5
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Financial Aid/Veterans Affairs Program Review
Outcome/Objective--Knowledge

3.85

4.07

1

1.5

2

2.5
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3.5
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INSTITUTIONAL RESEARCH DATA 
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3. List program employees (full-time and part-time), their role, credentials, and professional 
development activity since last program review. 

Employee Name Role in Program Credentials 
Professional Development 
since last Program Review 

Debra Wilkison Director MA Degree 6 Webinars 

Banner Conference 

SWASFAA Conference 

TASAA Conference 

NASFAA Conference 

Lindy Henrie Division Secretary AA Degree Banner – FA Training 

CougarMart Training 

FWS Supervisor Training 

Budget Training 

Banner Finance Training 

Arianna Gray Assistant Director BA Degree FISAP Webinar 

VA – Building a Vet-Friendly 
School Webinar 

Banner FA Training 

Resolving Citizenship Issues 
Webinar 

Kerry Thompson Coordinator BA Degree Preventing Employment 
Discrimination online 

FA Training 

Preventing Sexual 
Harassment online 

Department of Education 
Direct Loan Training 

Global Training online 

Beverly Reeser Coordinator BA Degree TCC Conference State Report 

Workshop – Managing 
Student Expectations 

USA Funds Fin. Aid Workshop 

TASSFA Conference 

THECB Webinar on State 
Programs 
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Pell Webinar 

Ethics HR Video Training 

Carolyn Jones Coordinator MA Degree TASFAA Conference 

NASFAA Conference 

SWASFA Conference 

Global FAS Conference 

Sandra Henderson Secretary HS Graduate  

Shatina Reed Tech Advisor BA Degree HEOA Training 

Direct Loans Systems Primer 
webinar 

Direct Loan Programmatic 
Primer webinar 

Direct Loan Processing in 
COD webinar 

Direct Loan Tools webinar 

Advisor Training 

BDMS Training 

Global Training 

Preventing Employment 
Discrimination online 

Pam Spain Secretary HS Graduate  

Ana Chavez Advisor MA Degree Training: 

Veterans Education Benefits 

Common Audit  

Budget 

FERPA 

Banner FA 

Catherine Ryan Specialist HS Graduate WAVES Conference 

SVA Conference 

Tanya DeRouen Advisor BA Degree VA – Waves Conference 

VA – Webinar GI Bill 

VA – Building a Vet-Friendly 
School Webinar 
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Melisa Cotton Secretary HS Graduate FERPA 

Mary Banos Advisor MA Degree FA Training 

Preventing Employment 
Discrimination online 

Preventing Sexual 
Harassment online 

Time Management online 

Dependency Override 
Webinar – Great Lakes 

Jeanne Johnson Advisor HS Graduate  

Shontel Pearson Advisor MS Degree VA Training 

Office Procedures Training 

    

 

   
   

   

 

 

 

 
 

 

 

PROGRAM PLANNING 
SUMMARIZE EXPECTATIONS AND PLANS FOR THE NEXT FIVE YEARS. 
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Planning for the next CIP cycle has begun and both of the current outcomes will continue 
with the addition of adding one more.  The new outcome statement will be comparing the 
number of students applying for financial aid to the number that receive it.  This work will 
compare the number of students that have completed the process.  This will be based on 
FAFSA applications each academic year.  

Recommendations base on Program Review 

• Current procedures and practices are to be reviewed with an eye to accountability on 
the part of the individual processors (staff and management). The 
accountability tracking will help in targeting the areas in which training is needed or 
areas in which the procedures could be changed to utilize the tools (hardware and 
software) already available to ensure accurate/complete Financial Aid/Veterans 
Affairs records. 

 
• Implement a more detailed study to determine what factors have impacted the 

improvements in satisfaction and knowledge.   We know from the two student 
surveys that the FSVA department has shown improvement.  FSVA has worked to 
make improvements through training and organizational change.   We are 
recommending a follow up study take place to identify if other factors contributed to 
the improvements and are not known.     

 

• Once the external audit (see page 4 of this report) is completed review the findings to 
determine if an outcome statement should be created with an action plan to 
measure work towards improving in the identified area.  

 
• Initiate training measures to determine the effectiveness of training programs that 

FSVA used.  The measures would determine the value of training.  Suggest using 
Kirkpatrick-Phillips methodology to determine value including the knowledge 
employees gain, the transferability of training to the workplace, and the impact to 
FSVA.  

 

• Review how other departments at Collin College use total quality management 
activities (such as Six Sigma) to make improvements.  Work to leverage the 
successful practices of other groups.  

 

• Review Noel-Levitz Reports to use “items 7, 13, or 20” in future improvement plans 

 

 

 

Next Steps Include: 

 

Providing feedback on report to FSVA team.  
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PROGRAM REVIEW REPORT PATHWAY: 
Completed Program Review Reports will be evaluated by the appropriate deans and Program 
Review Steering Committees. Following approval by the Steering Committee, Program 
Review Reports will be evaluated by the Leadership Team who will approve the reports for 
posting on the intranet. At any point prior to Intranet posting, reports may be sent back for 
additional development.
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