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Social Media and the  

Financial Aid Office 

Spring 2014 

Are Your Students Using 

Social Media? 

Read the article: http://mashable.com/2013/08/11/teens-facebook/  
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Read the article: http://mashable.com/2013/08/13/teens-facebook-response/  

Read the report: http://www.pewinternet.org/Reports/2013/social-networking-sites.aspx 

Read the report: http://www.pewinternet.org/Reports/2013/Social-Media-Update/Main-Findings.aspx 
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Read the report: http://www.pewinternet.org/Reports/2013/Social-Media-Update/Main-Findings.aspx 
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Read the report: http://www.pewinternet.org/Reports/2013/Social-Media-Update/Main-Findings.aspx 

Read the report: http://www.pewinternet.org/Reports/2013/Social-Media-Update/Main-Findings.aspx 

Frequency of Social Media Site Use 
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Why Isn’t Your Office Using It? 

Opportunities for Using Social 

Media in the Aid Office 
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Opportunities – Customer Service 

• Meet your students where they are 

most comfortable  

• Decrease phone calls and reduce 

phone lines 

Opportunities – Customer Service 

Opportunities – Customer Service 
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Opportunities – Customer Service 

Opportunities – Social Proof 

 

Help your students in a public setting 

Opportunities – Social Proof 
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Opportunities – Social Proof 

Opportunities – Timely Content 

 

Instant communications and timely, 

meaningful topics 

Opportunities – Timely Content  
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Opportunities – Timely Content  

Opportunities – Timely Content  

Opportunities – Timely Content  
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Opportunities – Credibility 

and Loyalty  

 

You are not just that “regulatory”  

person behind a desk  

Opportunities – Credibility 

and Loyalty  

Opportunities – Credibility 

and Loyalty  
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Opportunities – Transparency 

and Access  

 

Communicate early and often  

in a public setting  

Opportunities – Transparency 

and Access 

Opportunities – Transparency 

and Access 
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Opportunities – Financial Literacy 

 

Use it as an educational tool 

Opportunities – Financial Literacy 

Opportunities – Financial Literacy 
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Challenges of Using Social 

Media in the Aid Office 

 

Challenges 

• Resources 

 

 

 

 

• Reality of public discourse 

– People are talking about you whether you like it or not 

– Inform but not control  

 

Time Personnel Experts 

Challenges 

• FERPA 

– Yes, FERPA still matters on social media 

– No, it doesn’t prohibit your office from interacting 

with students on social media 

– Some conversations should still be held privately 

– The distinction between office and student 

communication is important to remember 

– FERPA issues should be addressed in your profile 

description 
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Challenges 

Challenges 

Challenges 
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What about Negative Comments? 

• Keep in mind that negative comments are 
not always a bad thing 

• Take the high road 

• Be honest 

• Contact the person directly 

• Feel free to delete if: 

– Your staff or community is threatened 

– Profanity is used 

– Statements are blatantly false 

What about Negative Comments? 

How Some Offices Use 

Social Media 
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Out of 180 respondents,  

72% said they were already using 

Facebook to engage with students 

 

2013 NASFAA Poll the Pros 

Rutgers 

• Hired a staff member to focus on social media 

outreach and web content this summer 

(@LennaSliney) 

• Joined Facebook & Twitter on August 1, 2013 

– No formal approval process – “taking it as it comes” 

– Began publicizing 3 weeks later 

• 1-2 hours per day creating, curating & scheduling 

content 

• 1 hour per day interacting with students 

“Taking on social media from 

square one can seem daunting, but 

it's another way to bring your 

services to students. When starting 

out, make sure you have realistic 

goals. It’s not all about the metrics– 

it’s about the students you're 

helping and how they perceive you.” 

Rutgers 
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University of Missouri 

• Joined Facebook & Twitter in November 2012 

– Created a presentation based on what people were 
already saying about the office and financial aid in social 
media. 

• One of the three full-time receptionists in the office 
focuses on social media, in addition to frontline 
service. Four staff members have access as 
backups. 

• Develop a monthly calendar for content 

• Spending less than an hour per week interacting 
with students 

University of Missouri 

“You need to assess the need for it 

first, do some social listening. It’s 

the best way to see what students 

really think about what’s going on 

in real time. Put a geo-location 

search on your office’s name or 

‘financial aid’, ‘FAFSA’, etc. to see 

what people are saying about you 

and about their aid.” 

Northeastern University 

• Joined Facebook 2009; active since Summer 2011 

• Started blog in May 2009 

• Started Twitter in March 2012; currently developing 

• Assistant Director of Communications & 

Administration manages account; Director and 

Dean have administrative rights 

• 2 hours per week planning & posting content 

• 30 min – 2 hours per week interacting with 

students 
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“Be consistent and get the word out 

quickly. Word of mouth about social 

media picks up very quickly on 

campuses, and there is nothing worse 

for your office’s social medial platform 

reputation than having students start 

following your accounts where you 

have no content. Plan out what you 

want to post 1 or 2 weeks in advance, 

so once the students join, there will be 

something for them every day. “ 

Northeastern University 

What’s Working for Financial 

Aid Offices? 
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See What Other Offices Are Doing 

We’ve curated a list of financial aid offices on 

Twitter. Let us know if we’ve missed anyone! 

 

www.twitter.com/mygreatlakesFAP/lists/ 

financial-aid-offices 

Using Twitter for Proactive 

Customer Service 
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Group Discussion 

Do you know if your institution has 

a policy regarding social media 

accounts? 

 

What are your reservations 

regarding social media? 

© Great Lakes Higher Education Corporation & Affiliates 

Thank You! 

 
Carol Swenson 

Great Lakes 

888-683-9777 

cswenson@glhec.org 


