


All For One Stop! 
One Stop For All!

Lessons Learned by the Financial Aid Office 

During a One Stop Implementation

(and some Ted Lasso wisdom)
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• Post-Launch 
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• In Progress



Background



Decision and 
Timeline

• March 2020

• Visited One Stops

• World Shut Down (COVID)

• October 2020

• Staff notified of move to AOS

• November 2020

• Integrated Student Services Professionals virtual conference

• March 2021

• Hired Director

• Meetings with each office

• July 2021

• Logistics Meeting with Partner Offices

• September – December 2021

• AOS staff rotate through shadowing and training with each 
office

• October 2021

• AOS leadership relinquish former duties

• Dec 2021

• Staff moved into new shared space

• Soft opening

• January 2022 - Launch!

“There's two buttons I never like to hit: 

that's panic and snooze.”



Aggie One Stop Model

• Provides student-facing customer service and advising for:
• Admissions application process

• Scholarships and financial aid

• Veteran education benefits

• Billing and payments (bursar)

• Registrar

• Service channels
• Phone

• Email

• Walk-in



Preparing for Opening





Organization 
Changes

• Twenty FAID staff were moved to AOS

• Changes to Org Chart

• Changes were made over time before 
and after AOS launch



Review and 
Redistribution 
of Duties

• FAID staff reassigned to Aggie One Stop
• Phone Advisors

• Walk-in Advisors

• Assistant Director over phones

• Associate Director 

• What goes to Aggie One Stop (AOS), what stays 
in Scholarships & Financial Aid (FAID)

• What in FAID needed to move to others?
• Spreadsheet

• task, team, current owner, move to, notes, training began, 
training complete, handover date

• Balance customer service with compliance risk



Assessment and 
Reorganization of 

Access

• Created new Banner groups

• View/query vs edit access

• Assessed access to COD, FAA, NSLDS, HelmNet, 
Elm, etc.

• Secure Access Form for onboarding and exiting



Process Modifications

• Improved notes posted during automated and manual processes

• COA and Aid Adjustments

• Emergency Aid



Standard Processing Times



Service Level Agreements

• One for each Partner Office

• Defines responsibilities and 
access

• Guides training



Training Pre-Launch



Biscuits with the Boss

https://www.youtube.com/watch?v=z0LEltkg1H4


Working Together



SFAID 
Responsibilities

• Awarding
• Reports 
• Emergency funding

• Processing
• Grants, loans, scholarship, work study, and veteran 

education benefits

• Professional judgment
• Appointments, decisions and processing

• Satisfactory Academic Progress
• Appointments, decisions, and processing

• Email communications



AOS 
Responsibilities

• Advising and customer service
• Financial aid, scholarships, and veteran 

education benefits
• Walk-in
• Phone
• Email

• Reoffer loans

• Accept documents 

• Schedule appointments with FAID
• SAP appeals and professional judgment reviews



Resolving Issues

• Tickets to Partner Offices

• Customer Relationship 
Management System (CRM)

• Account updates, complex 
research, escalations

• Clean hand-off

• Flag for training opportunity

• Liaisons assigned within both offices 

“You say impossible, but all I hear is ‘I’m possible.'”



Post-Launch Period



Communication

• Updates communicated between 
leadership and dedicated liaisons only

• Bi-weekly meeting with AOS and Partner 
Offices

• AOS included in relevant meetings
• Cross-functional

• Enrollment services and admission 
coordination

• AOS is sent a copy of all FAID related 
emails to students



Training

• New Hires
• Rotate through training for each partner office 

(PO)
• Some POs conduct their training, AOS conducts 

some
• Training on customer service scenarios within AOS
• Shadowing period after training

• Ongoing
• Weekly closure Thursday mornings for training
• “Just in time” training 
• AOS leadership attend weekly FAID trainings

• Retreats
• Annual AOS staff training retreat
• AOS leadership strategic planning retreats



Peak 
Assistance

• FAID assists with emails during the start of the 
Fall and Spring semesters

• Occasionally assist with walk-ins



Success and Progress



Notable 
Successes

• Holistic advising, no run-around

• AOS identifies problems that cross 
departments

• Improve publications and website
• Group information by what makes sense, not by 

office

• FAID can focus on processing and compliance

• Eventual decrease in total calls and emails 

• Creating future leaders in enrollment services

• Social media



In Progress



In Progress

• Working in different systems (email, CRM)

• Website

• Cohesive email communications and 
publications

• Financial Wellness



Embracing Change

https://www.youtube.com/watch?v=CR-GjmjDp5g
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