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Every Year About

17.8 Million

Students Apply
For Financial Aid

BFA Thesis Project / 02

Bareham, H. (N.D.). 2023 FAFSA Statistics. Retrieved From Https://Www.Bankrate.Com/Loans/Student-Loans/Fafsa-Statistics/#5tats



The process of getting financial aid is complex and
unintuitive. Many students do not know which type
of aid is right for them, and they seek help from
friends and family or have to fend for themselves.
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Simply Put... /
the Financial Aid process is very
complex and just a pain.
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Let Me Tell You About My Experience

've spent the past five years navigating the complexities of financial aid, often feeling lost in
the process. My high school education didn't give me the resources needed to understand
financial aid, leaving me unprepared for the realities of managing it in college. On several
occasions, my aid arrived late, resulting in penalties beyond my control. There were also
times when | received more aid than | was entitled to, only to be asked to repay it after |
had already allocated the funds for essential college expenses like housing. I've consistently
been left out of the loop regarding the timing and limitations of my financial aid.

This journey has been challenging, and | know I'm not the only one facing these issues.




Why Does Getting
Financial Aid Have
To Be So Hard?

O



Over the last six weeks, | wanted to dig deeper into why Financial Aid is so
challenging. To gain this understanding, | did the following:

Conducted three interviews with students

Interviewed the Assistant Vice Chairman of Financial Aid
Surveyed 20 students

Conducted secondary research




|

The following themes and insights are just a few highlights of an extremely complex
ecosystem between the school, aid providers, and students.

What Have | Learned?

These experience Detractors are common themes among students, and are shaped by
their lack of understanding and unmet expectations on how their experience should be.

Confusing Information

Complex Processes
Lack of Transparency

These detractors create stress, anxiety, and confusion for students, parents, and schools.
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Confusing Information:
The information provided can
be insufficient and is
communicated with legalese
making it hard to understand.

When | am awarded with anything ... | still
GG have to go to [the] financial aid [office]. 99
Because of ... the wording.
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Complex Processes:

The process is often lengthy
and convoluted and can leave
students and their families
feeling frustrated and
guestioning the necessity of
the information requested.

| just knew that [financial aid] was going to
GG be a hassle and that | would need to 9 9
provide like a bunch of documentation for it.
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Lack of Transparency:
Students and parents (when
applicable) are not informed
about where they are in the
process, why they are getting
what they are getting, and how
and where to seek help.

G

There's a lot of miscommunication and

Moah Alejo / FINE 4495

J?

you're wondering if they're doing it correctly.
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The Current User Journey Looks Like This:
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The experience that most students have
with financial aid is not a pleasant one.

Students are frequently left in the dark in
an already long and complicated process.

O
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With all the confusing information, complex
processes, and lack of transparency leading to
misunderstandings, stress and anxiety, and
confusion it is no wonder that students dislike the
financial aid process.
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What if

The process of getting financial aid was as was as
easy as ordering pizza
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What if the process of getting financial aid was
clear, intuitive, and transparent.
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Let me share a vision of how we can
help students learn about and
understand their own financial aid
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| have identified four major moments along
the student journey that matter most.
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Moment 1: Moment 2: Moment 3: Moment 4:
What Do | Need? Which Is Right For Me? Keeping Me Aware Where Do | Get Help?
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Moment 1: What Do | Need?

What do you need to know? We can't apply for you but we
can explain what each option is and provide you with
helpful videos to help simplify the process. Our main goal
here is to help you understand financial aid and relive
some of the stress not knowing might cause.

We'll tell you what each aid option is and we'll tell you what
you need to apply for it.
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M1: What Do | N

Concept

An Aid Guide @y Denver

Let us simplify and guide you through Financial Aid Guide
financial aid: L, t.weome (-]

Dverview

€ What is FAFSA?

° 2. What is Financial Aid?

Let us walk you through what financial aid is

Let's tell you what it is o Taylor
Let's tell you about the different options SRR P ——

4. What are Grants?

Let's tell you what you need Lt i i g
Let's help you understand it bt —

Let us guide you through differant kinds of loans =

6. What are Scholarships?
Let us tedl you about schotarships

eligibility for federal financial aid, which includes grants, loans, an
7. How do you Apply? programs. The information you pravide about yaur financial situation helps
Let us making applying easy for you determine how much and what type of aid you can receive

Financial aid is already complicated, so let's make
it easier to understand.

Tao fill out tF

FAFSA, you'll need to gather financial documents like your tax returns,
wour parents' financial informatian if
student, The FAFSA opens on December 1st each year, and it's best to complete it
as soon as possible because some aid is awarded on a first-come, first-served
basis.

&. Submit Yours!
All done?

and you ma

u're a dependent

You can fill out the FAFSA online at the official site:

This link will take you directly to the application page where you can start the
process by creating an account or lagging in if you already ha
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Moment 2: Which Is Right For Me?

Once you know what financial aid is, let's help you decide
which option is right for you. You provide us with some
information and we'll tell you which you qualify for.

After that, its up to you to decide which form of aid to go with.
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M2: Which Is Right For Me?

Concept

Aid Breakdown

We'll give you the information. You make the
decision.

Denver .
% € Student Information
Financial Aid Breakdown

Personal Information
1. Welcome

2. Student Information
Flease provide us with your informasion

Let's tell you all your different options
Let's tell you the pros and cons of each
Let's tell you how and where to apply
Let's tell you how to apply for it

3. Parent Infi @ Denver .
Plesse prnde v € Student Information
4. Financial A Financial Aid Breakdown
Wrat firancal aid
Personal Information

1. Welcome
5. Selecting A 5 Anintraduction
Plegse pehect the 1)

2. Student Information
6. Submitting Please provide ws with your informatian
Yo did i

3. Parent Information

Flnsss provide ws wih your parents information

We can't decide for you, but we can assist you in e

determining the best option for your needs. smeargms

6. Submitting Financial Aid

You did it
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Moment 3: Keeping Me Aware

After deciding what kind of aid is right for you. you'll need to
be kept aware of what's going on. Let us do that for you. No

more wondering what's happening, we'll tell you. /\

N
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M3: Keeping Me Aware

Concept
F % @ Hello, Noah! 2

Improved Aid Portal Baivor
We'll keep you updated with everything going o - . -
on with your aid. e .
Financial Aid Resources ©
« We'll let you know the status D siasornerds i Honort g
« We'll notify you if action needs to be taken o}
« We'll let you know when you should receive ©
your aid '
Checkiist = Financial id Resources ;=
This moment happens on our end, but we'll keep = o
you informed about what's going on and provide
you with the tools to understand it. ey ld& ‘ IL_J]

My Requests = Your Advisor

< 0 > BFA Thesis Project / 25




Moah Alejo / FINE 4495

Moment 4: Where Do | Get Help?

We hope that the process is smooth sailing for you but if it's
not lets get you the help you need, and lets make it easy for

you to do it anywhere you are. \
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M4: Where Do | Get Help? / Student View

Concept % Hello, Noah! 0
HelpBot/Scheduler Denver

{3} Home —

Letls get you the help you need When y0u @ o Your Financial Aid - Status of Financial Aid =
neEd it' Financial Aid Resources ; o}
B statements & Reports % @ He”o, Noah! o search Q
Denver et
You can ask a chatbot
Q Iiome Your Financial Aid e Status of Financial Aid e
You Can Ca” @ Account Name Amount Term Decalls - Tips G Ackiw
You can email ® mmdihanes 0 O e e e .
You can schedule an appointment B stotements & reports —
< x .
. . . - How would you like to meet?
We hope you won't need any assistance, but if 5
you do, we'll make it easy for you to get the help ot —— =
you need. o
N S
Chat W - | Financial & Gulde
EE]
= Your Advisor
AW oum B (m\l b}
Bala o In Pragreass )
— ‘
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M4: Where Do | Get Help? / Staff View

Concept
Staff Help Portal
Here's what the Financial Aid Office sees. % Upcoming Appointments

Client TM Product Recommendations

You'll see upcoming appointments &r

You'll be able to view what kind of help the o

student needs o) Cllent TM Product Recommendations
You'll have access to a live chat to send

information quickly

This will help streamline how you can help °
students, making it easier for you and them. O
@] [
My Flanne My Calend. . Digital Assistant
O
Q
@]
O
@]
>

Need help managing your tasks?

>
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The Impact Of This New Future State.

e More informed students
e More students receiving aid that fits their needs
e Reduced burden on CU Financial Aid staff
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How Can We Make This Happen?
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Simple Isn’t Easy.

Bringing this vision to life will require tremendous effort and
orchestration from many stakeholders, policy changes that hinder
common-sense processes, and an investment in creating a
solution that would be valuable to students and the school.
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Option 1 - Students develop

CU Denver has Computer Science classes. Why
not utilize the students you're teaching to build
these tools.

Option 2 - Internal CU team develops
Let the internal team build these tools.

Option 3 - 3rd party team develop
Let a 3rd party team build out these tools.
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The future is bright. But only if we empower the
next generation with the tools and education,
they need to be all they can be.

Having access to financial aid unlocks that future.
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How Might We Build This
Future Together?

Restart



