
































In general, students must meet the requirements listed below:

Register and/or be accepted for enroliment in an eligible program of study
Maintain satisfactory academic progress as determined by the Financial Aid
Office (FAOQ)

Be enrolled in a degree or a certificate program

Be enrolled for at least six credit hours (for some federal programs)

Be a US citizen, or eligible non-citizen

Not be in default on any loan or owe a refund under any Title IV Program
Demonstrate need through the FAFSA Application

Have complied with current selective service registration regulations

Not have a bachelor’s or more advanced degree (for Federal Pell and Federal
SEOG, ACG)

¢ Have a GED or high school diploma
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Aid will be suspended if you fail to complete the required credits with the minimum
GPA or exceed the maximum number of credit hours. Any student whose aid has been
suspended may appeal that decision. A written appeal that states the reason(s) for the
failure to maintain satisfactory progress standards and the steps taken to meet those
standards in the future is required. Petitioning for financial aid does not guarantee that
you will receive any aid.

How do I use my work study award and get a job on campus?
After you have been awarded work study, contact the Work Study Coordinator in the

Financial Aid Office to complete the necessary paperwork. Referrals for job openings
will be given after the employment process is complete.

Financial Aid Programs available at Merritt College.

BOARD OF GOVERNORS The California Community Colleges through the
WAIVER Chancellor's Office sponsors the Board of
Governors Fee Waiver. This waiver (BOGFW)
will pay your ENROLLMENT FEE with the
exception of the campus fee. To be eligible fora’
BOGFW a student must be a California resident
and meet one of the following criteria.

A. Be arecipient of Public Assistance
B. Meet the designated income standards.
C. Be eligible for Federal and/or state need-




based financial aid.

FEDERAL PELL GRANT
PROGRAM

The Federal Pell Grant Program is designed to
guarantee low and middle-income students who
are eligible for financial aid access to the college
of their choice. For eligible students, Federal Pell
Grants are intended to be the base upon which all
other aid is built. The maximum Federal Pell
Grant at Merritt College is $5,350

FEDERAL SUPPLEMENTAL
EDUCATIONAL OPPORTUNITY
GRANT PROGRAM (FSEOG)

The FSEOG Program is designed to supplement
other sources of financial need. FSEOG grants
range from $200 to $1,000 a year. The FSEOG is
awarded to student with the lowest EFC on first
come, first serve basis with Pell Grant eligibility.
Students must be enrolled half-time at Merritt
College and maintain Satisfactory Academic
Progress may be eligible to receive a FSEOG

grant,

CAL GRANTS PROGRAM

The State of California, through the Student Aid
Commission sponsors Cal Grants A, B, and C.
You can use your Cal Grant at any qualifying
college in California. To qualify for a Cal Grant a
student must be a California resident and
attending an eligible college in California.
Awards are based on financial need and
Satisfactory Academic Process (SAP). Cal Grant
award amounts are based on full-time attendance.
If you attend less than full-time, your award may
be reduced. To receive your award you must be
enrolled at least half time, which is six semester
units. Applications for these programs are usually
available during the month of January to
September 2 for the next academic year, The
deadlines to apply for Cal-grants are listed below.

March 2 - Cal Grants B & C

Apply no later than March 2 by submitting both
the FAFSA and your verified GPA form.

September 2 - Second deadline for California
Community College students only




If you are attending a California Community
College in the Fall and miss the March 2
deadline, you have until September 2 to apply for
a Cal-Grant A or B Competitive award.

CHAFEE GRANT PROGRAM

The Chafee Grant provides up to $5000 annually
for students who are or were in foster care
program attending vocational school training or
taking college courses. You must stay in school to
keep your Chafee Grant. If you enroll less than
half time or not making Satisfactory Academic
Progress, you could lose your grant. To apply,
you must submit the FAFSA and the California
Chafee Grant Application, which is available at
www.csac.ca.gov or by calling toll free 1-888-
224-7268.

ACADEMIC COMPETIVINESS
GRANT

If you're eligible for a Federal Pell Grant, a U.S.
citizen, successfully complete a “rigorous” high
school program of study after January 1, 2006,
and enrolled at least half time in an eligible
program, you may qualify for an Academic
Competitiveness Grant of up to $750 for your
first year and up to $1,300 for the second year.

BUREAU OF INDIAN AFFAIRS The Bureau of Indian Affairs (BIA) provides
GRANT (BIA) grants to help eligible Native American students
meet their college costs. The amount of the grant
varies according to the financial need of the
student and the funds available
FEDERAL DIRECT LOAN Loans are financial aid funds that are repaid

with interest. The Direct Loan consists of
subsidized loan for which the government pays
the interest while you're in college &
unsubsidized loan were the student is
responsible for paying all the interest on the
loan, during and after colleges. The amount you
can borrow depends on your college’s cost of
attendance, expected family contribution, grade
level, dependency status and how much other
financial aid the student had been awarded. To
receive a loan you must be enrolled at least half
time and maintain Satisfactory Academic
Progress (SAP)
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Frequently used terms in financial aid

Aggregate Loan Limits: The maximum total debt for undergraduate study for Direct
Loans. For dependent undergraduates, $31,000 (no more than $23,000 maybe
subsidized); for independent undergraduates, $57,500 (no more than $23,000 maybe
subsidized)

Disbursement — A payment made to your student account (i.e. a payment from a loan
program made to your account in a given semester).

Entrance Counseling — All students who are accepting loans as a part of their financial
aid must participate in a counseling session to review the terms and responsibilities of
receiving a loan.

Expected Family Contribution (EFC) — This is a calculation that is performed by the
Federal Central Processing Center (CPS) that estimates what you and your family should
be able to contribute towards your education (please note that this is not a “balance”
amount).

FAFSA — Free Application for Federal Student Aid. This application is required in order
to consider a student for federal and other types of financial aid.

Financial Aid Package — The total amount of financial aid (federal or non-federal) a
student receives. The financial aid package is outlined within the student’s award letter.

Financial Need — The difference between the cost of attendance at Merritt College and
your EFC.

Independent Status — For financial aid purposes, you are considered a DEPENDENT
student unless you meet one of the following criteria:
e You are 24 years of age by January 1 of the award year
You are married
You are a graduate student
You have children that you support by over 50%
You have legal dependents other than a spouse
You are an orphan or ward of the court
You are a veteran
You are currently serving on active duty in the United States Armed
Forces for purposes other than training




Master Promissory Note — The legal binding document you sign when accepting a loan.
It lists all items under which you are borrowing, including the repayment terms. This
document should be read carefully prior to signing.

Over-Award - An over-award occurs when a student has received more financial aid
than what he/she is eligible to receive. A student’s financial aid package cannot exceed
the college’s total cost of attendance, or the student’s financial need if the student is
receiving need-based aid. If a student is inadvertently over-awarded, financial aid will be
reduced. If a refund has been issued, a student is required to repay the overage due.

ACG
ATB
BIA

BOGFW
EFC
EOPS
FAFSA
FERPA

FFEL
FOTW

FSEOG
FWS

GED

GPA
PIN

RT24
SAP

SAR/ISIR

Glossary of Terms

Academic Competitive Grant
Ability To Benefit (exam for non-high school graduates)

Burcau of Indian Affairs

Board of Governor's Fee Waiver
Expected Family Contribution
Extended Opportunity Programs and Services

Free Application for Federal Student Aid

Family Education Rights and Privacy Act

Federat Family Educational Loans

FAFSA on the WEB

Federal Supplementary Educational Opportunity Grant
Federal Work Study

General Education Diploma

Grade Point Average

Personal Identification Number

Retumn to Title IV (refund of uneared financial aid)

Satisfactory Academic Progress
Student Aid Report




BEST PRACTICES FOR STAFF

. All staff will be approachable and willing to resolve issues. Have a pleasant
disposition and look for ways to collaborate. Establish mutual respect and
support for one another.

. Use good judgment; address issues before problems escalate.
. Speak in a clear and concise language.

. Acknowledge the presence of the person seeking help. Respond to email and
voicemail within 48 hours.

. Call the appropriate staff before sending a student over to another office.
. Plan ahead, observe timelines, minimize “emergencies”.

. Be accountable for our actions and responsibilities.

. Practice “Level Sf’ commitment to helping others.

. Go beyond duty to help students, faculty, staff and visitors/guests.

G — Goal Setting
O- Optimism

L. — Listening

D — Dedication

E — Education

N — Nice Attitude

R- Respect

U — Understanding
L- Leadership

E — Encouragement




Customer Service and Leadership Institute
Merritt College
January 8, 2010

VISION STATEMENT FOR CUSTOMER SERVICE

Merritt College values & recognizes that every member of its commumity. We hereby pledge
to provide exemplary service by giving personal attention fo all.

BEST PRACTICES FOR STUDENTS

1. To greet the students, acknowledge their presence when they come to an office.

2. To answer phone and email messages in a timely manner. Return calls and emails
within 48 hours.

3. The phone greeting should include the window of time when the students can
expect a return call.

4. To present a good attitude. Be kind and courfecus all the time. Remain calm and
respectful and do not belittle students,

5. To keep students well-informed with accurate information. Have informational
materials available for students waiting in line. Let them know the approximate
waiting time,

6. To help the student understand process, policy, decision in a professional manner,
7. Refer students to other offices by calling the other office ahead and informing the
faculty or staff whom is being referred and what their issues are. Work as one

institution/school. Stand up for other departments. No finger pointing.

8. Follow-up on student issues and make sure that their issues get resolved. Do not
make promises one cannot keep and foliow-up on the ones that are made,

9. Offices will be appropriately staffed including during the lunch hours. During peak
times, office hours may be extended. The hours of operation will be posted.




Memo

Date: February 10, 2010

To: FEric Gravenberg, Ph.D., Vice President
Anthony Powell, Dean

From: Counseling Faculty

RE: RECOMMENDATIONS FOR TRIAGE DURING PEAK ENROLIMENT

Dr. Gravenberg and Dean Powell:

The Counseling faculty dedicated a portion of our department meeting to de-brief from our recent triage
experience during peak enrollment for the Spring 2010 semester. As promised, we are submitting our
recommendations for future peak pertods to continue the successful experience we were able to provide students
and others. Our recommendations break down into the categories below. Our strongest recommendation,
however, is that Merritt College needs to capitalize on the success we enjoyed and insitutionalize the process soit
can be repeated and even improved in the future. Whether by creating a peak enrollment committee, designating
personnel responsible for equipment and supplies, or some other means, the peak enrollment process we began
should not remain something the Counseling faculty throws together with crude signage, makeshift equipment
and supplies, and on-the-fly organization. We also want to thank you for your support of this process now and in
the future.

SIGNAGE & ORGANIZATION

b Ceiling signs (identifying Financial Aid, A&R, Cashier, ASMC, etc.)

» Floor tape (in different colors, leading toward Financial Aid, A&R, Cashier, ASMC, etc.)

¥ Theater ropes to designate line-up and waiting locations

b Entry sign informing those arriving in the R Building where to go for Counseling

b Line-up sign designating where students should wait to preserve privacy of student at triage counter

EQUIPMENT

Counselor Triage at Career/Transfer Center Reception Desk

» Counselor work station at triage desk: high functioning computer, monitor, and printer
» If two counselors are at triage desk, each needs fully equipped work station

» Keyboard tray to make work station as ergonomically compatible as possible

b Ergonomic chair

» Forms organizers

b Appropriate forms

P Office supplies (stapler, paper clips, pencils/pens for students, scrap paper, etc.)

Student Worker Welcome Desk

» Computer, monitor, internet access
b Visually pleasing, professional looking welcome desk
P Sufficient information brochures, maps, schedules, and other appropriate material

PERSONNEL

» Two counselors at triage desk during highest period(s) of student traffic
¥ Sufficient student workers (minimum of one, ideally 2 or 3) available at all times a counselor is at triage desk
} Someone (student workers or others) available at ASMC during evening hours for students wanting ID cards

MISCELLANEQUS

» Current list of cancelled classes, room changes, and other needed information (updated daily)
» Office of Instruction contact fist for students with problems/issues requiring referral






