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A Message from Our
President
Michael Birchett
At the end of 2015, when
asked to consider running
for KASFAA President, I
never imagined how very
different our professional
world would look just two years later. Federal and state
politics have completely shifted, and no matter your
political affiliation (or non-affiliation), we all know that
there is far more uncertainty within our profession today
than merely two years ago. For better or for worse, it
seems that all of our schools and institutions are trying
to feel their ways through the dark, as we await what
lies ahead. One thing seems certain—during this time
of budgetary concerns, issues relating to education and
student aid appear to be on everyones radar from the
White House to Wall Street to the Governor’s Mansions.

You possess the personal stories, the experience,
the budgetary understanding, the priorities, the
consequences, and the barriers of student aid
programs. We need you. Our students need you. If
you want to know how to assist, please let us know.

So what does this mean for KASFAA and higher
education? A lot actually. I do not have the historical
perspective to claim that we are more important now
than ever, but it does seem we are entering a time
when our voices, our knowledge, our expertise, and
our passion for students are profoundly in need. The
time to act is now. We cannot afford to sit back and
await the legislation or regulations that manifest from
partisan bickering, warring ideologies, and unguided
budgetary cuts. Our leaders and legislators have not
magically become experts in our very own profession.

KASFAA is not interested in becoming the next
overly profitable non-profit—taking in more and more
dollars from the folks we are tasked to serve. While
we must always seek to be sustainable, we do not seek
to make money from our trainings or conferences.
Better than a business, we are an association of
volunteers. For the many schools that struggle to
find the funds for great training opportunities, we
strive to fill the gaps that other associations leave
behind. We are motivated to keep costs down while
simultaneously increasing the opportunities for you.

Despite the challenges, KASFAA remains committed
to our students and to you, the financial aid
administrators who serve them so tirelessly. Our
Executive Board is committed to a very aggressive
long-range plan that seeks to improve our operations
at every level. Better conferences, better trainings,
more relevant board and committee structures that
are ready to face both our current challenges and
our opportunities—we are examining everything.
And we are doing it with you as our focus.

(continued on pg. 2)
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upcoming
events
High School Councelor
Workshops
October 17:
Madisonvillle, KY
(John H Gray
Bldg, Rm 162)
October 19:
Murray State University
(Curris Center Stables)
October 24:
University of Kentucky
(Boyd Hall, Rm 123)
October 25
Berea College
(Baird Lounge,
Alumni Bldg)
Fall KASFAA
Conference
October 11–13
Lexington, KY
NASFAA Annual
Training
November 2
Frankfort, KY
FSA Conference
November 28–
December 1
Lake Buena Vista, FL

Our board members, committee
chairs, and volunteers are doing
more with less because we believe
that, in the end, we are all members
of a unique professional family, and
our fidelity to you matters most.
With that said, I want to invite you to our
fall conference in Lexington, Kentucky,
where we are excited to reveal the product
of a lot of work and creativity—Pure
Imagination. Volunteers are taking on
more than ever to ensure you will not be
disappointed. Federal-level trainings and
education, completely new and unique
conference sessions, plenty of moments for
laughter and networking, opportunities
for professional growth, involvement,

and development, and even an added
dinner on Thursday, are all waiting in
the wings of this production. Given the
excitement of everyone involved, with
the help of both new voices and seasoned
mentors, I really believe you are going
to love it. I sincerely hope you do.
And, by the way, thank you for affording
me this opportunity to serve as your
2017-2018 KASFAA President, and for
all that you do for the students of our
Commonwealth, and far beyond.
Sincerely,
Michael Birchett
KASFAA President, 2017-2018

From the Editor
Robyn Sollberger
We encourage letters to the editor, original
articles, photographs, announcements
and reports. Items of interest are gladly
accepted and can be given to any
member of the newsletter committee.
Editor:
Robyn Sollberger
Campbellsville University
1 University Drive,
Campbellsville, KY 42718
270.789.5305
rlsollberger@campbellsville.edu

Committee:
Meredith Geraci
KHEAA and KHESLC
10180 Linn Station Rd., Suite C200
Louisville KY 40223
502.329.7100
mgeraci@kheslc.com
Gary Joe Collins
University of Pikeville
147 Sycamore Street, Pikeville, KY 41501
606.218.5257
garycollins@upike.edu
The KASFAA Newsletter is published
three times a year. Graphic and web design
is provided by KHEAA and KHESLC.
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A Message from
the Diversity
Committee
Chris Thomas
By the time you read this Newsletter, President
Trump will already have made a decision of how his
administration intends to move forward regarding
Deferred Action for Childhood Arrivals (DACA).
Regardless of the decision President Trump makes,
one cannot deny the contribution to our society, and
many of our schools, that DACA students have made.
Let us, as a community of open-minded professionals,
always remember that diversity adds to life and does not
detract from it! I leave you to think about the motto of
your KASFAA’s Diversity Committee which is a spin
on a common quote… “What if the cure for cancer is
trapped inside the mind of someone different than you?”
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Our favorite Fed, David Bartnicki will be joining us
this fall. In addition to the Federal Update, he will be
presenting three other hot-topic sessions and hosting an
Ask-a-Fed table. Speaking of hot topics, we have two
additional special general session presentations this fall.
Tiina Rodrigue is a Senior Advisor for Cybersecurity,
for the Department of Education’s PTAC Division
and will present “Data Security and Information
Sharing” and Kate Miller, Advocacy Director for the
ACLU of Kentucky, will be our opening speaker.
Kate will share her knowledge on “Advocating for
Our Students.” In addition to the general sessions, the
Program Committee has put together various concurrent
session topics with hard work that defy explanation!

Get Ready for
the KASFAA
Conference

“A Little Nonsense now and then is relished by the
wisest men and women” –Willy Wonka. Nonsensical
fun and merriment is in store for you throughout the
conference. Are you a trivia junkie or do you like to
see your friends and colleagues at their silly best? After
the President’s Dessert Party, which is a treat in itself,
join in Tommyrot trivia. If you don’t know what it is,
find a KASFAA member who participated last fall and
they will tell you how much fun they had! There is
no better way to relieve stress than singing your blues
away or in this case lipsyncing them away. Get your
act together for Lip-sync for your life KASFAA style
because on Thursday Night after the Pure Imagination
Dinner (yes, there will be food and it’s not imaginary)
we will be rocking it out in a lipsync battle!

Sandy Neel
Come and see, where you’ll be, in a world of
KASFAA Pure Imagination. Time to learn, play
and grow with know-ledge ac-cum-u-lation.
The fall KASFAA Conference is right around the
corner and the Conference Committee is excited about
all the opportunities being offered for your learning
and fellowshipping pleasure. To register, find more
information or see the conference agenda, check out the
website. The conference is being held in lovely Lexington
Kentucky at the Campbell House, October 11-13, 2017.

In the giving spirit that KASFAA is known for, we
will once again have a silent auction to help raise
money for our charity the Kids Cancer Alliance.
Put together your best school basket or other
gift basket items and let’s raise some funds!

We’ll begin with a spin on Wednesday with the New
Aid Officer’s Workshop. If you want to view paradise,
we will have two NASFAA U courses as pre-conference
offerings. These will be held at two separate times
so you can sign-up for one or both! We will also
have two post-conference options for NASFAA U.
These are being held concurrently so you will have to
choose which one you want... Decisions, decisions!

So if you want to view paradise or at least attend a
great conference, join us October 11-13, 2017 for
KASFAA Pure Imagination! Financial Aid people are
the Music Makers and the Dreamers of Dreams!

This year we do have to charge for the NASFAA U
sessions but at $25 each, you are saving over 83%
of the NASFAA list price. What a bargain!
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Updates
on Training
Initiatives
Kevin Lamb

Regional Trainings Explored

KASFAA, as we all work diligently at the beginning
of another academic year, training opportunities aren’t
necessarily the first thing on our minds. Though that
is usually the case, your KASFAA Executive Board
has been thinking hard about how we can improve the
training opportunities KASFAA provides. There are two
items that I want to share with you from this realm.

The other idea that we are exploring is if we can
offer some regional training opportunities. This
exploration is rooted in the acknowledgement that
with tighter budgets on campuses, it is sometimes
harder to get to our conferences. If this is of interest
to you, please let me know and share any ideas that
you may have. At the Executive Board level, we are
looking hard at the best ways in which we can and
do provide training opportunities as a service to all
of our KASFAA members. I would love to have your
input for these discussions. I can be best reached at
kevin.lamb@centre.edu or 859.238.5367, or catch me
at the upcoming Pure Imagination Conference.

NASFAA U changes
KASFAA will again draw on the NASFAA U materials
to provide high quality training opportunities for you
that can lead to credentialing. There are two changes you
will see this year. First, as an association, we are having
to pass along a minimal cost of $25 per course to you for
this training. NASFAA now charges state associations
for utilizing the curriculum and materials and for access
to the credentialing exams. The decision was reached by
the Board that we would implement a fee for use model
to cover what is an appreciable expense annually to the
association. We thought this was the best route to take
amongst the options we considered. The second change
involves offering the NASFAA U sessions as pre-and
post-conference sessions. This change is in response to
the feed-back that more time was really needed for the
NASFAA U sessions. It also frees up an individual’s
conference schedule so they can attend more of the
wonderful concurrent sessions we offer at each conference.

I hope to see you within the month at the fall conference.
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KASFAA at KET

The show featured host Renee Shaw asking our
KASFAA experts viewer questions about completing
the FAFSA, finding scholarships, how financial aid is
awarded, where to find assistance with the financial aid
process, and more. In addition to our four panelists,
other KASFAA members volunteered to answer caller
questions and to prepare those questions for the on-air
panelists. Thank you to Rhonda Bryant, Bob Fultz,
Cathy Hart, Janet Jones, Laura Keown, and Chester
Priest for taking those calls and answering questions.

Laura Keown
On Monday evening, September 11, 2017 KASFAA
continued its long tradition of cooperation with Kentucky
Educational Television (KET) to broadcast the annual
Financial Aid Call-In Show. Every year, KET hosts an
hour-long show featuring interviews with a few Kentucky
high school students about their college financing
questions and then interviews four KASFAA panelists to
answer those questions as well as questions from callers.
KASFAA’s Outreach Committee works with KET to
plan and prepare for the broadcast and recruits KASFAA
members to be on air and to answer calls during the show.

KET will have the video of the 2017 KET Call-In Show
available on its website for most of the next year. Please
feel free to watch your KASFAA colleagues at your
convenience and to share the link with anyone who may
be interested: https://www.ket.org/series/KEDMA/.

Our on-air panelists did a great job this year representing
four different sectors of KASFAA: Michael Birchett,
Financial Aid Director, Bluegrass Community
& Technical College; Bryan Erslan, Director of
Student Financial Assistance, Eastern Kentucky
University; Victoria Owens, Executive Financial Aid
Director, Simmons College of Kentucky; and Kate
Ware, Student Aid Branch Manager, KHEAA.

Most of these KASFAA volunteers have assisted with
the KET Call-In Show in previous years, and keep
volunteering because it is a satisfying and fun experience.
If KASFAA members in the Lexington area have an
interest in assisting with next year’s show, watch the
KASFAA listserv for the opportunity to volunteer!

(Front Row, L-R) Renee Shaw, host,
Michael Birchett, Victoria Owens,
Bryan Erslan, & Kate Ware
(Back Row, L-R) Rhonda Bryant,
Cathy Hart, Laura Keown, Chester
Priest, Bob Fultz, & Janet Jones
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Tips for
Navigating
Difficult
Conversations
Doug Hess
Difficult conversations in the financial aid office often
arise because they start with an emotional topic: money.
Now add the fact that your job entails helping students
while still complying with external guidelines and rules.
The entire process, from completing the FASFA™, to
making tuition payments, to selecting the best loan
repayment option can be emotionally challenging for
students and their families. This heightened anxiety
can play itself out in your office or on the phone when
parents and students express their frustration. Here are
some top tips to help you navigate difficult conversations,
while still providing commendable customer service.

Elevate Your Inflection
In customer service, how you say something is just
as important as what you say. The peaks and valleys
in your voice, also known as inflection, can greatly
impact the conversations you have with your students.

Breathe with long, slow, deep breaths to improve
the inflection in your voice. When you’re upset,
breathing becomes quicker and shallower, which
causes your vocal cords to tighten—making
your voice go up and sound strained.

Smile—yes, actually smile!—when you answer the
phone. When you smile, the soft palate at the back of
your mouth raises and makes the sound waves more
fluid. Smiling also works for face-to-face conversations.

Heighten Your Empathy
Empathy—or the art of seeing a situation
through someone else’s eyes—is another essential
component of stellar customer service. Although
empathy doesn’t come naturally to everyone, it
can be learned through a few simple steps.

Listen to a recording of your voice for an
honest impression of how you project yourself to
other people. If you’re not able to record yourself
in a real customer service situation, consider
creating a role-play exercise for your team.

Show that you are actively listening to the
person by nodding your head frequently, verbally
acknowledging what the speaker said from time
to time, and maintaining eye contact.

Lubricate your vocal cords by drinking water
during tough conversations. Liquids can help you
maintain a smooth and consistent tone. Holding a
beverage during an in-person meeting also provides
a tactile focal point to help you remain calm.

(continued on pg. 7)
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Ask questions to obtain as much background
information as needed. “Listen to learn” rather
than proactively preparing your response as
the person is talking. Take notes as needed so
you’ll be ready with follow-up questions.

Legislative
Updates

Agree with the person’s concerns—when appropriate—
and try to see things from their point of view. Use phrases
such as “I’m sorry you’re frustrated.” Consider if you
would also feel upset if you were in the same situation.

Erin Klarer

State Legislative Update
Lawmakers in Frankfort are focused on one thing
right now: pension reform. The third and final
actuarial analysis has been released and offers a series
of suggestions that the legislature may use in a special
session to reduce the $64 billion unfunded liability
for the eight state-run pension plans. In addition
to pension woes, the Governor has asked for 17.4%
budget cuts to Executive branch agencies for FY ‘18 to
restore rainy day funds and maintain positive credit
ratings. Legislative leaders have signaled that tax
reform may be addressed after the special session.

Remember that although the person’s frustrations
may appear to be directed toward you, don’t
take it personally. You are simply the person
they are venting to at this point in time.

Set Expert Expectations
An expert is a person with extensive knowledge,
experience, and/or ability in a particular subject or
area of study. In this way, you and your team members
are uniquely qualified to counsel students who have
financial aid-related questions or problems.

Federal Legislative Update
Congress has their hands full right now with disaster
relief, tax reform, budget reconciliation (that may
include Obamacare repeal) and Deferred Action for
Childhood Arrivals (DACA) legislation all to take care
of in a very short amount of time. House Education
and Workforce Chairwoman Virginia Foxx has
indicated she would like to have a Higher Education
Act Reauthorization bill ready to be voted on this
fall. The Senate, however, will probably not take up
the issue until after the 2018 midterm elections.

Respond with understanding rather than just citing
rules and policies. Be firm and establish yourself as a
trusted expert. As a last resort, pull in another team
member or escalate the situation to your supervisor.
Provide a list of possible next steps, including
an example of how you were able to resolve a
similar issue in the past. Communicate that
the situation is not unique and that others have
encountered—and overcome—similar issues.
Stick to your script and don’t let raised voices or
heightened emotions pull you off your game or put
words in your mouth. Avoid the customer service
pitfall known as anger mountain. If you remain
calm, the person is more likely to remain calm.

The recent Labor Health and Human Services
Appropriations Act increased Pell Grant awards to a
maximum of $6,020 for the 2018-2019 award year.
While technically a spending bill, it did include
significant language that directs agencies, including
the U.S. Department of Education, to either act
or report on a number of student loan and student
financial aid items, including: interest treatment for
veterans and servicemembers; recertifying income based
repayment; IRS data retrieval; flexibility on cohort
default rates; borrower defense to repayment claims;
guidance on loan counseling beyond preferred lender
list rules; clarification on what type of employment
qualifies for Public Service Loan Forgiveness; and
others. More information can be found here.

Lighten the mood with a personal story or anecdote.
When used judiciously—and avoiding any hint of
sarcasm—humor can help disperse tension and build a
relationship with someone based on trust and liking.
Doug Hess is a Senior Marketing Associate with Great
Lakes, serving schools in Kentucky, Indiana and Illinois.
You can reach Doug at (800) 308-0161 or by email at
dhess@glhec.org. Additional information about Great
Lakes can be found online at schools.mygreatlakes.org.
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7 Ideas to
Boost Your SAP
Communication
Strategy

4. Consider adding a Financial Literacy Component
to a SAP Academic Plan. You have an excellent
opportunity to provide students with a series of
recommendations and pertinent information by
personalizing academic plans for students on Financial
Aid Probation. Suggest completion of the Department
of Education’s Financial Awareness Counseling Tool
on studentloans.gov, an online financial literacy
workshop, or completing a GPA or budget calculator.
5. Prior to midterms, cheer them on. Congratulate
them on their success thus far. Summarize student
success services that can help them prepare for midterms and gently remind them of the consequences
of failure. This is also a great opportunity to remind
students to make an appointment with your office if
they have any questions or concerns regarding their
current progress towards reestablishing SAP standards.

Kathleen Roebuck
Want to beef up your Satisfactory Academic Progress
(SAP) communication strategy for students? Consider
one or more of these tips for students on Financial
Aid Warning or Financial Aid Probation:
1. Send notification via more than one method
(i.e., email, snail mail, and notifications in your
student information system) to notify students on
Financial Aid Warning or who are disqualified
for financial aid because they failed to meet SAP.
This emphasizes that the school wants the student
to understand this important information.

6. Remind them they are on home stretch prior
to finals. Inspire them to maintain their academic
progress. Consider an inspirational message
from your institution’s President, a Dean, or the
Director of Financial Aid. It’s also another great
opportunity to recap the student success services.

2. During the first 2 weeks of the enrollment period,
remind them of the student success services on
campus. Highlight tutoring, learning communities,
disability resources, library hours, and more.

7. Congratulate those who make it. When you run
SAP again, make certain that you “high five” those
students who succeeded. Let them know that the
financial aid team supports their educational goals

3. Monitor if these students drop classes and re-direct
them to academic counseling. Intervention is key. You
want to ensure that they don’t falter again, so point them
in the direction of someone who may be able to help
them keep the course load they need to maintain SAP.

Kathleen Roebuck
VP School Partnerships
FATV
413-279-1001
kathleen@financialaidtv.com
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First
Marblehead is
now Cognition
Financial
Heidi Sisson
Since 1991, First Marblehead has been focused on
the education finance marketplace. We are excited to
announce our new company name: Cognition Financial.
This is a change in name only as Cognition Financial
will continue to serve schools, students, and lenders as
we have in the past, with the same certification and other
processes, and the same support for our school partners.
Heidi Sisson
734-476-9220
hsisson@cogfin.com

You take on
a lot for your
students.
So why stress over verification?
With a full team of experienced
professionals, KHEAA Verify
simplifies verification so you can
focus on other important things.

learn more at
kheaa.com
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KASFAA
Organizational
Chart
2017-2018

Ad-Hoc
Committees

Not Applicable
2017-2018

Budget & Finance

Mark Messingschlager

Long-Range Planning
Kristie Hughes

Treasurer

Michelle Standridge

Standing
Committees

President-Elect

Officers

Articles & Bylaws
Training

NASFAA & Support
Staff

Brooke Gupton

President

Nominating

Secretary

Awards

Michael Birchett

Angela Black

Nimmi Wiggins

Communications
Kate Ware

Kevin Lamb

Diversity

Past President

Chris Thomas

Angie Black

Government Relations
Erin Klarer

Four-Year Public
Rhonda Bryant

Two-Year Public
Michael Barlow

Private

Outreach

Laura Keown

Discretionary
Committees

Fall Program

Sandy Neel & Bob Fultz

Spring Program

Mayme Clayton

Chester Priest & Roxy Lewis

Proprietary

Vendor/Sponsor

Joni Pendland

Sandy Neel & Angela Black

Non-School

Website/Technology
Jason Tretter

Jonathan Looney

Archivist/Historian
Lois Tidwell

Audio/Video
Beth Mitchell
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High School
Counselor

Christina Jones &
Janet Balok

Kevin Lamb

Vice President

At-Large
Directors

Jennifer Priest

April Tretter

Brooke Gupton

Executive
Board

Membership

Robin Buchholz &
Misty Brumley

New Aid Officer
Workshop
Carla Strawn

