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Abstract

In this study, we repart findingsfrom a sample of sudents at a traditiondly African American
public inditution in the South onakey retention issue Dappedling denial of finanda aid. We
present backgroundwhich suggests tha thefinandal aid areaisin a period of uncertainty whee
@oodOnformation may bedifficult for studentsto find. Our findingssuggest that the studentsin
our sample were relatively successful in their appeals but tha they did not appear to fully realize
theinfluence of college services in hdpingthem to attain theresults. We discuss implicationsand
suggest future research.

Introduction

In this pgper, we examinethe experiences of studentsreceiving finanda aid at a small,
traditiondly African American pulic collegein the South. In contrast to much of theongong
research in this area, which is broad-based and attempts to consder the experiences of many
groupsof students at awiderangeof ingitutions this research examines asmall groupin ddail,
with theintent to determine what, specifically, they are encounteringin onespecific aspect of the
finandal aid process, ther ability to appeal when aid isinitialy denied. We provide our results
with the hopethat our findingswill, in turn, generate new research questionsto guide ongong
research. Our concernsarise from several broad trendswhich we bdieve are impacting the area of
finanda aid.

The Quality Management (QM) Movement

Thefirst broad trend to be consdered is QM, a movement which daes at least as far back
astheearly, pioneering work by Deming (1986 and his assodates. The movement foundan
audience in the U.S. as U.S. manufactured goodsbegan to lose in competitiveness to Japanese
produds. Examinaion of why thislack of compsitiveness was occurring suggested tha key
reasonswere perceptionsby consumers tha theforeign goodswere of supeior qudity and,
importantly for the subject matter of this paper, tha they were manufctured with to meet the
custormer @ perceived needs (Bowen & Lawler, 1992; Fuld, 1992;L awler, Mohman, & Ledford,
1992;Shearer, 1996) Theresulting shift, first in manufacturing and more recently in services, has
been to produce produds and services which meet perceived cusomer needs At thecollegelevel,
this shift potentially meansundestanding and designing services which meet the needs of
students, onekey group of GusomersOof the higher-education orodudsOwhich theingitution
provides. This paper consders the experiences of student Qustomers with thefinandal aid appedl
process.



QM and Financial Aid

While thediscussion has rarely been tied directly to QM, there has been congderable
ongoing consderation of what nesdsto bedoneto make finandial aid more Quser-friendly.O Mogt
notable has been work which has called for a broader concept of finanda aid and especially for
finding waysto usfinanda aid as atool for enrollment management (Borus, 1995;Kurz, 1995.
Admissionsneed to work closely with finandal aid and necessary resources mus be made
available to permit effective coordindion (Binde & Aldrich-Langen, 1995;Harris, 2006)
Moreover, thereis evidence of lack of qudity in the administration of finandal aid. Leven (1999)
and Murphy and Fallows (2003) paint to problems with the advice and guidance students and
prospective students are receiving onissues such as reporting of income, available grants and
loans andthelike.

Emerging Issues in Financial Aid

Thedifficulties faced by studentsin obtaining accurate finandal aid advice are being
compoundel by several significant shiftswithin finandal aid itself. Thefirst of these are reporits
tha need-based finandal aid is declining (Martinez & Martinez, 2006; McPherson & Shapiro,
2002;St. John,Paulsen & Carter, 2005. Moreove, paternsof declinemay bedifferent at
federal, state, and inditutiond levels (Wilkinson, 2005). Design of thefinandal aid process mus
also indudethefull rangeof available services, bath grants and loans(Martinez & Martinez,
2006). Findly, there have been severa expressionsof conaern, as need based grants and loans
decline at incongstendes in the administration of nonneed-based services. Especially notable,
where packages with amix of need-based and non-need-based assistance are provided to students,
areinconsstendesin themix of the packages awarded to students with similar levels of need but
with different SAT scores, with ageneral patern of better awards going to students with highe
scores. Fromthe perspective of this paper, the patern of incongstencies and complexities being
reported suggests akey rolefor thefinancia aid appeal process.

Financial Aid Impacts on Different Racial and Socio-Economic Groups
Thepreviousdiscussion suggests that theevolving finanda aid situaion provides

congderable potential for confuson and incongstency in administration. This potential appears to
be compoundel when differences amongracial and sodo-econonic groupsare consdered. An
important emerging literature stream has recognized tha different groupshave different
perceptionsaboutissues such as availability of services and what services are available. Race and
sodo-economic status show a number of confounds between povety and ethnicity (Malveaux,
2000. Animportantfindingfor raceistha African American students are more responsve to
finandal aid, and that grants and tuition levelsimpact African American student choices more
than isthe case for white students (St. Johnet a, 2005). Thus theexaminaionin thisstudyisin
thekind of historically African American ingitutionswhere problems can potentially be acute.
Moreover, McPherson and Shapiro (2002 have nated that it will beimportant to designfinancal
aid systems which will serve the public interest in providing broad college access for all groups
and, citing earlier work by Berger (2000, St. John,Paulson and Carter (2005)have contended tha
many of thereported differences are theresult of different perceptionsof finandal aid issues hdd
by thegroups In this study, we report the result of an in-depth exploration of the perceptionsof a
group of African American students at a small, historically black southern collegeto determine
wha indghts can beganed from an andysis of thistype

Method
Subgcts
Subijectsin the sample were approximately 242 students from atraditiondly African
American four-year public university in the South. The students were roughly 16% Freshmen,
23% Sophonores, 17% Juniors, 3% Seniors, and 5% graduae students.
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Table 1. StudentsODemographic Information
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Of thegroup,16% began at the university oneyear ago, 25% two years ago, 18% 3 years ago,
16%four years ago, and 27% more than four years ago. Amongthe 242 students, 126 (52%)
students are trander students with 30% of them trangerring 20 hours or less and 29%trangerring
21to 40 hours. There are 68 returning students and 32%reported that they Gat outOfor one
semester, 13%for two, 3% for three, 8% for four and 44%for five or more. 96 students reported
going throughthefinandal aid appeal process. Their experiences with this process will be
reported in the next section.
Results

Wha are the studentsGimpressionsof thefinancia aid appeal process? Of the 96 students
who have gonethroughthefinandal aid appeal process, 51% had oneappeal, 23%had two
appeals, 18% had three appeals, and 9% had four appedls.

Table 2. Number of times going throughthefinancial aid (FA) appeal process
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When we asked the students how they learned about theright to appeal for finanda aid bendfits,
44%reported that they learned aboutit fromtheFinanda Aid Office, followed by 29% fromthe
Student Affairs Office, 17%from other students, 16% from the Retention Office, and 5% fromthe
faculty advisor.

Table 3. How did student learn abouttherightto appedl for financa aid bendfits?
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Why were the studentsiinitially denied financial aid? 69% of the students were denied
because they had exceeded maximum number of credit hourslimitations In another words they
had taken alot of hours but have not completed their degree requirements in order to graduae.
34% of them were denied dueto low grades and 9% of the denials were dueto lack of finanda
need.

Table4. Why was the studentinitialy denied finanda aid?
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Of the students who were denied initially andfiled for an appeal, 76 students (81%) wonthe
appeal while 18 students did not.

Table5. Find appea outcome and reasonsfor final denial
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Of those 18 students, ten students were denied dueto exceeding hourlimitations eightwere cited
for low GPAS, seven were for inadequae doaumentation, and two were for too many appeals.

How do they fedl abouttheappeal process? Specificaly, dothey fed they were given
adeguae information? How longdid they wait from submission of appeal untl afind decision
was made? How were they treated throughou thewhole financia aid appeal process? 63%of the
students bdieved tha they were given adequae information in order to prepare their appesl

packages propaly..

Table 6.
¥ ¥ 6 8 B )
N 3 0
] 9
M $ 7
] 2




W SN BB
N e W
B @ NN

=

<
NN @B O DN

e s I o<

N ® © ® W B Bk N

w S Z X
N B 0@
o

Forty-four percent of the students waited aweek or lessfor thefind decision of the appedl, 27%
waited 8 to 14 days, 10% waited 15to 21 days, and 19% waited morethan 21 days. Thar
satisfaction with the process is 3.59 (based upona5 point Likert scale). Thisimpliesthey are
dightly satisfied with ther treatment which is reflective of 72% of the students reporting beng
treated fairly overal.

Discussion and Conclusions

Wha do these findingssuggest aboutthefinandal aid appeals process? One set of
findingscenters onthar sources of information. A postive findingistha mog of them are
learning aboutfinandial aid appesls from theingitution itself rather than throughQvord of
mouth.O Specifically, 83%foundout throughoneof the college® offices, with most learning
aboutfinandal aid fromtheFinanda Aid Officeitself. While Retention accounied for a
relatively low 16%, Admissionswas not directly mentioned as a source of information by any of
the students, afinding which may suppot theidess of theresearcherswho are callingfor a



broader view of finandal aid andfor closer integration with offices such as Admissions(Bindea &
Aldrich-Langen, 1995;Borus 1995;Harris, 2006;Kurz, 1995)

An interesting set of findingscenters on the studentsCsuccesses in having the denials
overturned. Animpressive 81% of them were successful in thar appeals, even though,at least on
thebasis of asupeficia review, thedenias did nat appear to be unwarranted in tha they involved
reasonssuch as not making adequéae progress toward graduaion or low grades. Inturn, the
studentsOsuccesses are likely to reflect strongwork by the collegein hdping them prepare for and
make theappedls. Note, however, that arelatively low 61%of them felt they were adequaely
prepaed. Moreover, thar ratingsof satisfaction with the process were modeate at best. Isthe
collegedoing enoughto publicize itswork? Or perhgpsthe students are smply engagingin the
all-too-human tendency to give themselves the credit for ther successes, where others would be
blamed for their failures (for elaboration of this Gelf-serving bias,Osee Epley & Dunning, 2000.

Thetime waits could have been a source of frudration aswell, but agan, in asituaion
where 44%received notificationin aweek or lessin a seemingly naionwide GpidemicOwhere
bureaucratic ddays appear to bethenom, these ddays do not appear to be urreasonable. Perhgps
they appear so to agroupof youngpeople who are waiting anxioudy for some indcation of
whether they will have thefundsto enable them to continuethar educations Note, aswell, the
findingswhich have pointed to the central postion of finandal aid for African American students
(St. Johnet al, 2005)

In this research, we have focused on gaining an understanding of onekey finandal aid
issuein onehistorically African American college We have looked at issues surrounding
appealing denials of finandal aid Bacritical financial aid issuein that it directly impacts the
student@ ability to continuewith highe education Dand have reported findingswhich require
consderation and further examinaion by those concerned with thefinanda aid process. First, we
have suggested tha the college we examined appears to be doing a goodjob of geting studentsto
gain information throughfficial Ochannds rather than word of mouth. There may be some
evidence of lack of integration amongdepatments such as Finanda Aid and Admissions
however.

We areintriguad, however, by theevidence Bat least as we interpret it Bthat students are
receiving high qudity servicesin terms of beng helped to make successful appeals butthat they
do not appear to fully recognize thekey role played by the organization in their successes.
Perhgpsfuture research, with afocuson student attributions can provide further guidance.
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