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Presentation Notes
NOTES/CONTENT
Introductions

We will be presenting how we implemented a cohesive student services model incorporating registrar, student accounts, and student financial services, how we currently function in that format, and what we have learned to inform future changes to this service model


VHOAREWE?

Azusa Pacific University is a comprehensive, evangelical, Christian
university committed to excellence in higher education.

e Offering over 100 associate’s, bachelor’'s, master’'s, and doctoral
programs

e On campus, online, and 6 regional centers

e Recognized as one of America’s Best Colleges by U.S. News &
World Report
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IPEDS Fact Sheet Information

Academic Year

2016/17
2015/16
2014/15
2013/14
2012/13

2011/12

UG Population

5770
5883
5918
6543
6224

5998

Retention Rate

86%

87.9%

85%

82%

83%

87.5%

6-year
Graduation Rate

70%
68%
67%
65%
63%

63.4%
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Presentation Notes
Common data sets pulled from our annual IPEDS surveys
Highlights:
Significant growth from 2011 to 2012 which prompted the idea of One Stop service model
Consistent retention rates for a school our size with most in our category in the low 80’s
Steady increase in completion rates


http://www.apu.edu/oira/commondata/


OLRCG-ALBENE

To develop a

Sagandde anda @Ghesve

student service model that would support an increased
student population, improve service, and respond to a
competitive marketplace.
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Presentation Notes
In order to address growth and respond to customer dissatisfaction with things like:

Long lines during high volume times
The “runaround” or “back-and-forth” between offices was challenging for students
The silos created vacuums of information making it difficult to understand implications to students when scheduling concerns overlapped into financial concerns and vice-versa




OLRSDUINCN

Combining

Regstrar -na Sudat Fnenad Savices
into an integrated OESCpservice model
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Presenter
Presentation Notes
Integrating service areas represented in two distinct departments:
Student Financial Services
Financial Aid
Loan Processing
Student Accounts/Collections
Registrar
Academic Advising
Degree Audit
Graduation Clearance



THE ONE STCP

Home

Academic.and Student
Account.Specialists

Front Facing and Call Center
Student Service Advisors
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Presentation Notes
NOTES/CONTENT
The solution was the implementation of an integrated enrollment services model (One Stop) highlighted by three tiers of service: 
Tier 1: front-facing and call center student service advisors
Tier 2: Academic and student account specialists
Tier 3: Home Office - Comprised of specialists or experts in their related fields






Presenter
Presentation Notes
Tier 1 service consists of 7 front-facing SSAs who rotate between the front office and the call center.
These team members are trained in both the registrar and student financial services functions and manage about 75% of the incoming inquiries.
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Presentation Notes
Tier 2 is comprised of 5 ACSs and 5 SASs
These positions have deep knowledge in their respective areas of registrar or student finance and work with students and families who need a deeper level of expertise or extended time to resolve their issues. 

ACSs primarily handle 
all registration/scheduling related concerns 
academic progress issues
degree audits and grad clearance 
primary customer the Junior or Senior level student
because of their extensive knowledge of the academic programs, they also offer academic advising for more complex issues

SASs handle:
all financial concerns that impact the student account
general financial aid counseling
collections


&
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Presentation Notes
Because One Stop is an open-office model, there are 2 separate offices called privacy rooms that are designed for family visits or high touch meetings requiring additional freedom from disturbance




Presenter
Presentation Notes
The One Stop office is under the reporting line of the VP for Enrollment Management
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TIER1
Senior Director of One

Tha Drackor of Ons Stopimiagraed Enriment Savices prwkies cohesive Welon, leadersip and strategh: direction 4ar an Imagraad anmclimen saMces bogen(zstn ctharis: Known
& DN Stop”. The Direchr of Ikegrated Envcliment Servioas ks respans bl far the davelogmen and |mpdementzlian af the highest passibla [evels of st sarvice firaugh rening,
procass amd paley development, and e supervislon o stafl, The O clor leads s1a¥, Somewhars direck reparts and some whh mutlipks mpsarting Anes, ba cellver evcd e Inlagratzd
savicel shudents and their familes. A3 he laadar of 2 nesdy dasigned arganizlian. the Dirackor must passes ledarship guales terl Inspire confidence, pessian, and coheslon. In
addition sha orha must ashibH detal orieniation and crestiv ity to 501 ve problams ol Bboraively and guickly

Student Service Advisor Lead
Tha Student Sawces Avsar Lsad 1 responsiblefor divaclian tha cparational aspects ol the Studanl Sandces Agvisor team wihin Cne Siop. This postion wil ba raspansbk Wr
managing e processes of customer sarvce as R relates i the arsas.of academic and reglsiralan needs &s well & fMnenclal ald and shdent accoun neesds. This poaltion will liakson and
‘work directly wih e Atademic Spacialst Laadand Shudent Account Spectalst Lead wifiln Dne 1op o improva sarvices and prowda cias-reining apgorkuntles. This postion wil aba
spend30% ol the Hme prowding evamplary 1st-tiar cuslamar samice Inmullple modes (face o face, phone, and amall) whhin the akremeantoned areas In ordr (o acpariance daly
oparatiangl nearts end make recommandad are forehen pas and Impe vemants when needed. The primary cusiomars his poson serves are shdents, Bouly, 58T, aumal, pares, and
WiElions o APL. naddion, e Studenl Servicas Aov=or Laad wil provide daly (vers!ght 1 Te 554 1aam members sang Inhe Front Otica or Call Cemar Including Kemirying and
Beting o0 3Evic nd knowloge S clEnches. Tha S5A Laad wil] M b areure & LHIS message 15 3herad wih o_Em AT Bnd mher coretiuants. Tha poalbon alss caphires ang
P e QuEnT kB el for raviaw andanalysh.

Cashier
The Lasar! Cashbr SN SEVIGES AQWLSDT R WIas aoamp Bry rsHar customer sarice 11 mUHp K Moges (hace o 1acs, phan, Brel amall) winin e arass of Cashienng, Shdant
Accauntz, Firanial AR, Az30mi: Saviaes and ALInamic AEIG. THERAMATY Csiomar FaCuly, St, BUMAL ParENs, B Wt I AP A the
L3 Cashi, ol will b2 Mespons e or BSUTING M aCCAFACYand Smooth Rinction of e caahler ar and act & 1atson i e APL BUsEss DF1cs ¥ halp areLra catinut of sanice
and campllance. This posHon il 8ts0 prowics raining 4 all Geshier supper poalbons NG g SENE WINERS And te cross-Araning of 1 Spnk Sevioss Avisor, You wil
alzn L and MRIMEIN e Cashler BUsNesa Pracesses Gu

Communicafions
A5 tha Commurications Gocedretnr far tha na Stog oifice, pou wil prowdeconeslve communication 40 our conetiients wih consistency and clrty: devalop shered communications

and marketing skalacles for Ona Stog, Home Mo, (Mica o Milkery and Veterars Echucation Banefts {MVEB) and oher Erraliment Maneemant Saivices [EMS) dpantmants as naaded;

cavedinale andl and Fainings M 0F 160 and brand. Davelop 2n understEnang of Cne Siop savce et and eqectabions Nvobing sucenl, paren!
and e caresfhunt ransazinne. This e Wil crEate contesd ar 1he bypas of commurications ik naad 4 ba canskiersd I order b promots e EMS viskan and e On Stop senvic:
priltzcqry.

Senior Student Services Advisors
The &r. Studant Sanvices Arvisar provides exemplany Arst-Ter cusiomar sendca In mufiple modes [fac2 o face. phona. and emell imhm
Academic Servicas and Azzoami Advising. Tha primery customens thls position semves are stuoents, tazully, s, umnl, par
1||amnumsmquaj]ununmmqwnmwmnmuaurumlnnmmpmnnumnpmmmn fon
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TIER 2
Associate VP for UG Acadamic and Financial Sarvices

Administralive Assistant

The purpase of Tis pastian Is 4o assist e Asznclal Wics Praskdent The Administrative Assisiant will perom oulks hal incide budger, ot o2 supplis, canrnalian, resaarch, racon

Wasping, communication, and ciencal spporl Thi Adminisirativ AssISENEMUS! 20ILiSe 9a0d MOJTRIE N G2C 0N MekING: POSSE8S problEm-Saving 3k1s; Work nomanpanty;
mainigin canoamliaity, and ek o campkele

Assistant Diractor of Student Accounts
The Asslstan Director o Undengraduste Studer Accounts s rasp far ovemll Shden Arzaunts and The Siudent Accaunl Speclaist
team wihin One Shop. This position qu)urnhlumrhnmlymnmmhghmnimm!hm rmullrnirq mm:mmwmmwuungm
UNdBEOLERE b ton, hoom, board and e rveru; gathaing and analyms intemal dak AR and adminisiars The

=it DIrEctoe a0 will =0 cewnp siretegles 4 LiIs Vachn ooy and iher craaiiv FasCuTCEs b Impve Shdent BpEEncs and npmuummmumury Wil asiabizh
et mankain & sirateg b plan 10¢ Img|Bmeniing rancial terscy an AN nCial 10 Systeis i 2ucate and imhom shoerks nd Helr Bk,

Student Account Specialist Lead
Th Student Account Spacilist Lead Is resparshila far dracing operat onel aepects of Shdart Accounts wihin Dne Stop. This poaltion b resparsltile for the dally operalona, serving
e custnmers with aczellance; coondinating Shucy Abraad biling and p collacing dl nllon, mom, board and ta2 resenue gehedngandanalyes Inkarel dat
I manege e AT and comelstenily adminkiers uniarsiy pollcies and procaduas. The Shudant Ac;cunk Spacialst Lasd wil atso pari the e o Studeni Acciunt Spedalist Tha
St Aaoount Spaziellst Lesd il alz0 devalap Siretegies 4 LHIE fChAnk gy end oher aravg rasDus i mprove sludent EEnEnca and ITprove dvarsll Sanice Quallly; nd wil
Eatzhltshand maimiin 2 3raigic plan far mplmentng 1inencial Ly and finencial sld 5y=lme o eduse and Infarm students and helr familis,

Sanior Student Account Specialists
Thia primery raspanshillity of tis pesition ks b asstst ctudents In cdetermining ‘he atiardabilty af clriaining el education imugh fnenciz) al, loans, and payment aptore. s e
specalists responsibilHy tn cvers2e Mieaccounts recelvables for el alpha proup and to st shidetsperants who become ddinguart with payment plans. The Senlor Studenl
Accaunt Specialist coor nales e daly activilizs o the accoun (Eam and sUpRONS eIy Sway PIOgrams. Tha Sanlor Studel Aseount 5 pecia It wons Mih  whie rEnge ol
enmiment ool ssgus i provde Excalm cusimer SEnvics End proyks maningil encounters wH SRGants and el parets.

.S‘!‘udm‘flwam‘sluaam‘sa‘s
Thea primery razpamsiilliy of this position b i axstet students In cetsmmining e atiardabilty af clrkining e education Mmugh Nrenciz) M, |m|1npam
specialisTs respanelblity o ovarsee i aczaunks bor thal alphe group and b asshst studarts parents wha becima o2l inguent wkh payment plans.

Assistant
Tha Asslstartl Raglsiar Arademic Pragress’ primany raspanslbiltias are Wit acting 2 e supenvisn
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Presentation Notes
NOTES/CONTENT
One of the most effective positions we created about 1 year after the launch of One Stop was that of Communications Manager
Goal was to brand and streamline communications to students to avoid overlapping messaging 
This position also helps with the overall office brand and feel including the student experience
We also have started a collaborative marketing and communications effort with our partner offices - Admissions, International Enrollment, and Student Success Center
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TIER 3 [Academicl

Associate Registrar
The A=30clBiE fiegtsirar 3enves [ provida slon and leadarship far e Undergraduatedlics af e Reglsirer. The respons kdIes of tia poeltion are i menage 81 aspacks of hie
Regietrars funetion In fre Undargracuaie Sehaol, and perfcdpaia In directing improvemenk of academic recard pracessas, onilng sarces, worki and thei aulomalkan. Tre Assacizl

Ragielrer o5 woris with & wHe Enge of enmimant olleagles v e oLtsianding cushomer s w2ewhie e vel i s¥ong painrsHips whh most shar majs adminisiratve
oflicas on campLe. Helps 1o manage the commencament svarks.

Trarmx t Coordinator
it Copecraar s respons e for tha procassing and mailing o raresrits o {Rdbional undagraduak: shidan.
Associate Ragistrar UG Data Systams

“Tha A3 CIEtE REHSINAT 3 & o prowas WEIDn nd I320ans i far he Lnoargranuate Ofica of e Reglstrar, Tha respons EAIHIES of s position are 4o Menage 81 3spacts of T
Piaglstrar’s furction n e Ldergrauale Schaol, and pericipak In directing mprosemant of cadermic rcard pracsssas, onling sarvices, worklhaw and teir sutomalian, The Assacials
Paclstrar al50 works with 8 whle Enge of enroimart ollsages o provIce outstanding customer sar woe whie develoging shong pardnarships whh mos! ot major adminisirative
oflicas on campLe. Helps 1o manage the commencament svarks.

Data Analysts
“This posHon s rasp oo xetion of e Academit: Advising modd I PeopleSat and for sding In e ciy-to-daymanagament ol the Fagpkesal dats
ayskam within e Oz of e Lingaryachaie Ragisirar, Thi dafa e parl understencs the comigralon. reguiar use, and dals of e rd evan PacgleSolt mockles and translates bebwaen
business, dafa, and technical resauwoas. Tha Dala Arelyet writes daperimental queries nd rapoits s appropriate wiih he ascalziadassisncs of MT. n aodHion, Fis pisition sds
‘standards ar use ol sofwera In gLl and senves s 3 Baison beween fie dapatmant and IMT it when techinical Bsuas need escalalion. This pasitian alsa manages the Degree Audi
‘3ysam 15 prtsura e calzlog rQuirements and acadamic records ane ac curakel retected on e Degree Auct il shioants and facuity atvisors Wew. AddHiaraly, His pus Hon arelyzes
BB AN AU business pioisses B aanad by stal. THs poelbion plays a citical role nfaining.

Senior Transfer Evaluation Specialist
“This piesion s raspanshleiar elaring ang avaiLating all renslar wark dor prospectve and envoiled shugen s, Hor e tracHianal undergacete popUiation], Lkikzing theauision
kel s B sateara dasigned in skt In s procass. This poakion s b responsible dor promoting corelstency and ciarth In e area of imnskarguideling and saices for
“rarsfer studants and coariingles, wank jor e ransfer eveluaiion anea.

Senior Data 5 Administrafor
T ll uak 5r. 0ala Syslams Aministretnrs BponsbilHes ara In askst wth e managemart of tha undeaete regtslar il systam. The
rmpﬁ'ﬂlﬂ!hﬂﬁiru Inihe il lizdon of the Schedule2S sobware, 25 well 23 collabarating wih oher academic and fnctional depariments In th
sdedule Wl FOOT Lo, This poiton abo suppoets 2 repaiing sFort on hefs o he ik
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TIER 3 [Financiall
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andlazn the Facttional stucknl popuiativn. This Inchdss adminisialhe and fachnical procassing of Feders, St Cutsids and
unmmnmmu akdamars and Inans. Plans and adminbtees the Inancil ald prosass o asslst shudents In cbilning irencial ad, seholarships and lans 1 help pay for thalr
adycation. Works closely Wi Ass stent Oiector of Compllance and heald end loan oicers o Insura that il Federsl and Staks rapuiatians ane adhered 1 i the UG ofllca, Wanages th
NEAA compliBrce process far ha Unversiy, Manages e ANL Ieveraging madal

Associate Director of Financial Aid
Manegas e 117enclal ald and 19an roasses for e Tadibonal underg e ueks studen population. This Incias anminisimiv and tachnkcal processing of Fae), Sk, Dulsi: and
Unkarzity Nnancial 2k awans and oars Plars end sdminsters the Inanciel 210 procass 10 assist soants In ob@Ining Mnencial sld, ook Ehips and kans 4 help pay tor halr
adycation. Works closely with Assbstant Director of Compllance and e akd end loan oTicers b Insuns thal sl Federal and Siake rapulalions ane adhered fa In e UG oflics. Menages the
AR campliance procass ar e Unlversity.

Senior Loan Officer/Loan Officar/Compliance Specialist
Azsists cUmarkand proepacive unden adLE and elr parants by procsssing koans, cariying loans, prablam soiving and iarsiing kan disbursemants io thak axeounis.
Supparts e Azsnzials DrECtoe o FIREncial &K Complance Wi parmomming compllance sudks, Compdance BSearch and sslst wih Ui AI0Cesses ani pricedures ol e fancil
a4 OMCErs End Inan cffer, This i il alse suppord oL efforts 10 ooying Wi CSAC 1o Suppart Cal Grant Lnding bor privale nsithufions, develop and conduct ARIning ke facuty,
5T and shdents

Assistant Director of Financial Aid
The Asstsiant Director of Lndagracusia Finencial A and Iwcmumlxrmmnumrwuurg Ipaciar=hip and managament ol the Firencial Ad Oficar (FAD tem.
Ananda 2k Inasaian, the AzsbiEm Director coorminglas all inanclal ak aziy Hes ko

Senior Financial Aid Officers
Aststs undenyraduate shucenls and parants in deteemining the afloeckility of obaining ecucation hiraugh Arencial akt, lsans and paymert cpllans. Perlarms tha Nnandal awerd
prucess, naadh nalysls, courealing, nandal ald follow-up, and ld reparting. Prosioes Talring o e FAQ'S an Paaplasoll syslam Issus.

Financial Aid Officers
33515 UncEng LK Shucknis and parants in odenmining e eNcecelity of clrlalning education Tiraugh Mnencial 2k, 1aans and paymant opllans. Perkame tha finardal awerd
prucess, naach andlysts, couresling, 1nand el a1 fulw-, End s repaiting.

Data Systams Administrator
Thé Daia Systems Adminisirator - Sal Flrmlﬂlﬂ \0Micarand Data Suppoit 15 responsble for delermining the federdl, sk and Insione alo
Paniomes e irenc 3l swan process. naacks mnalysis, iencial 2kl vedncaiian, and repcring sl b the approprate pariis, Wos
e Ananciel A PeopleSol Mosdules. Amannmrlnurmnumnrqamrrmmmurmmpmmrmmu an
Vaackersnip teem I cevalopdng palkches BN pCEOURES t I wa for 21 Clency and compllancs Wi e, 5is
avizar fof @ Eelected graup of Finandal Akd OMcee i aid In complianca nd o 4reure conedstent &
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NOTES/CONTENT
Tier 3: Specialists comprised of experts in their related fields: Loan Officers, Financial Aid Officers, Transfer Evaluation Specialist, Transcripts, and Data and Systems support
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Presenter
Presentation Notes
The following areas were important for us to consider on our path to a One Stop
Culture 
It is important to understand your current culture in order to enact change.
Leadership 
Buy in is crucial at the leadership level 
Path to Acceptance 
addressing resistance from team members




IMALAVENIINGA ONE STCP
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IIIIIIIIII


Presenter
Presentation Notes
Culture matters! 
It is important to understand your current culture in order to enact change.



(iture
AUCIture Celages

e Silos
e Ownership
e Trust
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Presenter
Presentation Notes
SILOS
APU was a house of silos and private offices
By removing the “silos” of our old model, we were able to open lines of communication between departments and better contextualize the implications affecting our students’ enrollment decisions.
OWNERSHIP 
Achieving Ownership
Leaders must move their staff past a state of objection to a state of ownership through communication, establishing expectations and identifying areas of strength
TRUST - If you choose to take on an initiative like this: Support YOUR leadership (even if you don’t trust the initiative!)
Trust is often built when working towards a common goal
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Presentation Notes
Leadership
COMMITMENT
Leadership must be all in; 
CONSENSUS
consensus doesn’t mean complete agreement but satisfaction that concerns have been heard




Leadership

Leecarsip Accountaality
Communication and Harmony
Disconnect at any level of leadership can be disastrous

“Deliver bad news first, practice full disclosure, be loyal to the
decision made by the group or leave — there should be no
appearance of dissention.”

- Dr. Gayle Beebe
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stop | azusapaciFic

IIIIIIIIII


Presenter
Presentation Notes
We learned that a disconnect at the leadership level can be challenging or even disastrous.
COMMUNICATION/HARMONY at the Management level: Dr. Gayle Beebe, President of Westmont College - Bad news first, full disclosure, be loyal to the decisions made by the group or leave - no appearance of dissent 

Transformational Leadership* is the skill/knowledge/attitude-based leadership that:
Communicates emerging vision throughout the organization
Seeks to align vision with mission, values, operations and performance of the organization
Clarifies the strategy (Goals and Objectives)
Through great will and humility, develops a disciplined, aligned organizational culture that supports and executes strategies
*From Robert Quinn ‘s Deep Change / Summarized by The Genysys Group





»

IMALEVENIINGA ONESITCP - Acogtance

Acceptance

IIIIIIIIII


Presenter
Presentation Notes
Acceptance 
is a daily thing in the beginning and as needed moving forward!
Not everyone is on the same timeline of acceptance. 





Accedance

Nagating Your Teem Tonerds Acoance

Address reluctance to change

Encourage ownership

Manage expectations

Create something everyone can embrace - C.A.R.E.
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RELUCTANCE
People are very protective of what they have “built” and are reluctant to change when they feel it may impact what they view is already successful.
OWNERSHIP through engagement
It is important for leadership to decipher how to help staff move past a state of objection and to a state of ownership. This was accomplished by:
identifying and utilizing staff strengths, 
providing opportunity to voice concerns and ideas, and 
creating avenues of participation that applied directly to the transition.
MANAGE EXPECTATIONS
Intentional dialogue is critical and should be properly filtered to protect staff from issues of conflict associated with change.
MANAGE THE CONVERSATION: If the vision has been cast, don’t mislead your people into thinking they can change it vs. enhance it
ie: The battle of the private office





)
Acoanee
CAREGs0me SnicePhilosay
Choose joy

Actively listen

Resolve the issue

Exceed expectations
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Presenter
Presentation Notes
The One Stop service philosophy of CARE has been one of the most unifying elements of this transition and has been adopted by other departments on campus.


FAEFCORMVANEVERS {5

Create a data-informed decision environment

one
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Presenter
Presentation Notes
Another key consideration is ensuring you a data-informed decision-making environment.

Data helps leadership be objective, evaluate performance and support or disprove speculation

Data is not everything! People are everything and data helps you understand how to help your people maximize their work product



Fafamanee Mesaures

One Stop Traffic Data

Academic
Year

2016/17
(to date)

2015/16
2014/15
2013/14

2012/13

*started tracking cashier/payment data this year

Calls
Presented

27,290

32,059
36,823
36,318

30,821

Avg. Wait

1:03

48

1:08

49

1:22

Walk-ins

18,859*

13,089
10,115
14,809

20,601

Avg. Wait
Time

2:42

2:34
1:58
1:35

2:57

one
stop
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Highlights
Prior to One Stop, there was not a system in place to track volume
Wait time expectations for phone are less than 1 minute and less than 5 minutes for walk-ins
Just started tracking cashier/payment traffic in 2016/17
Significant drop in front-facing traffic from 2012/13 - 13/14 was due to automation of class permission process





Fafamanee Mesaures

Annual Student Satisfaction Survey

Academic Year

2016/17
2015/16
2014/15
2013/14
2012/13

2011/2012 (pre-One Stop)

3.55

3.59

n/a

3.52

3.47

3.41

one
stop
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Presenter
Presentation Notes
Highlights:
Though we have seen a slight uptick in student satisfaction, it has stalled out at a 3.5 GPA
Per recent survey re: desired services, students are seeking better self-service options 
Technology restraints limit our ability to move more quickly



Fafamanee Mesaures

Email Traffic

e 103,497 unique email conversations since the launch of
One Stop in August 2012
o Responses logged within 24 hours

e 497,433 outgoing emails since February 2016
o 57% average open rate
o Personalized campaigns have a higher open rate

one
stop
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Highlights:




IMALBVENIATTIONVONSI DERATIONS

Roess Radew
Give yourself time
e One year minimum for process integration

e Don’t underestimate the implications of merging 2 or more
offices
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Presenter
Presentation Notes
Before moving on to Maintaining a One Stop, the following are other things to consider 
Time
APU One Stop was proposed and implemented all in about 1 year - not recommended but possible!
Had to do it because that is when an adequate building was going to be available for use
Merging services
Extensive meetings w/ managers, tech support, academic departments, etc. went on for the first year


IMALBVENIATTIONVONSI DERATIONS

Tedndayy, Tedndogy, Tedrdaogy

The chicken or the egg?
e Consider launching a virtual One Stop prior to a physical
one
e |dentify areas of technology self-sufficiency
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Presenter
Presentation Notes
We continue to struggle with a lack of sufficient, cohesive, self-service options for students and it has stalled our progress to some degree


IMALBVENIATTIONVONSI DERATIONS

e The Resourass Youve Git

Consider all the angles
e Fit your philosophy into your facility, not the other way
around
e Leverage your resources (and others’ resources)
e Consider a third-party change consultant
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Presenter
Presentation Notes
In an ideal world, One Stop would have included other offices like Admissions, Housing, One Card, Student Success - but no facility was large enough to house us.
Instead, we relocated all the services to one general area

A change consultant can help keep you focused. It is very easy to lose sight of the end goal when you start getting bogged down in the weeds.


IMALBVENIATTIONVONSI DERATIONS

Sling the Gnoat

e Have a champion for your cause
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Presenter
Presentation Notes
Identify a high-level leader who will champion this type of initiative
They must have influence at the president-cabinet level and be able to navigate partnerships with departments like facilities, technology, academics, etc.


A sareparnt yaulg aeto TRY
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Communication Collaboration Customer Service
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Presenter
Presentation Notes
Why these areas are important to address in the maintaining  One Stop)
Communication
Collaboration
Customer Service



NMANIANNGAONESIAP

Communication

one ik

stop | azusapaciFic

IIIIIIIIII


Presenter
Presentation Notes
Communication
Being in an integrated environment is only half the battle
Intentional communication between each service tier and support area must be built into every decision
Regulatory issues are of primary concern for the SFS area and communication must be clear with directives understood
Dotted line connection with Director of FA
Consistent meetings with FA data teams



NMANIANNGAONESIAP

Collaboration
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Presenter
Presentation Notes

Collaboration
Create opportunities for support areas to not only work together, but play together
Weekly One Stop manager meeting creates opportunity for Reg and Student Account areas to know what’s going on and speak into issues (like Title IV eligibility or graduation clearance holds) that cross over into each other’s territories


NMANIANNGAONESIAP

Customer Service
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Presenter
Presentation Notes
Customer service
Service is the cornerstone of everything we do
All changes are considered with the customer experience in mind
Efficient and streamlined communication and service with the customer is imperative - one of the few things that might still set us apart from our competition 


»

THE RUILAECH ONE STCP

Streamlining  Self:Service

Support
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Presenter
Presentation Notes
The Future of One Stop (why these areas are important to address for the of One Stop)
Streamline
Self-service 
Support


»

THE RUILAECH ONE STCP

Streamlining
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Presenter
Presentation Notes
The Future of One Stop (why these areas are important to address for the of One Stop)
Streamline 
Must continue to run lean
Must simplify processes
Automate forms 
Evaluate and eliminate unnecessary protocols  
Technology!!
zendesk
formstack
PS too big an endeavor



»

THE RUILAECH ONE STCP

Self-Service
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Presenter
Presentation Notes
The Future of One Stop (why these areas are important to address for the of One Stop)
Self-Service & a Good Story
Gen Z customer is tech savvy, independent and can sense disingenuous intentions (B.S. meter)
Over 60% of APU applicants for 2017/18 filled out application on their smart phone
They are in it for the “experience”



THE RUILAECH ONE STCP

Support
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Presenter
Presentation Notes
The Future of One Stop (why these areas are important to address for the of One Stop)
Support
Continue to garner support internally and externally for initiatives
Have a champion for significant changes
Create an office environment of mutual respect and support
Information is power - help team members understand how important the other is to ensure the best service is provided by all
Staving off silos w/in your own department



e EXxtensive training especially for Tier | Student Service
Advisor positions
e Streamlining processes require support beyond One Stop

one
stop

ik

AZUSA PACIFIC
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Presenter
Presentation Notes
Tier I positions require vast knowledge of both registrar and student finance areas - both complex in their own right

Streamlining processes - getting buy in from other areas such as academic departments and other partner areas is a long process


Improved partnerships

Inspired other departments on campus to focus on efficiency
and service

|dentified emerging leaders

Increased efficiency

Improved student experience

one ia
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Presenter
Presentation Notes
Despite the challenges, we are viewed as a nucleus of information on campus

Desire to spread our CARE philosophy beyond our walls - want every person who comes on campus to “feel” a certain way

People step up during times of change - watch who they are 

At the end of the day, our students and families are a little happier...





ArgeD Gado
Sr. Director of One Stop

(626) 857-2438
adiclaudio@apu.edu

Naomi Spndla

Assistant Director of Student Accounts
(626) 815-6000 x3564
naomispinella@apu.edu

apu.edu/onestop ond i

A
(888) 815'2020 Stop AZUSA PACIFIC



mailto:adiclaudio@apu.edu
mailto:sfahey@apu.edu
http://www.apu.edu/onestop
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