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Commission staff will update the Committee on the following items: 
 

 
• Update for March 2nd Award Cycle 
• Update on September 2nd Award Cycle 
• Division Reorganization/Strategic Goals 
• Cal Grant Forums 
• WebGrants for Students 
• Call Center Improvement Project 
• Cal Grant System Generated Letters Review  
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     Program Administration and Services Division 
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     Cal Grant Operations Branch 
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April 12, 2005        GOM 2005-04 
 
 
TO:  Financial Aid Administrators 
 
FROM: Max Espinoza 
  Chief, Program Administration & Services Division 
 
CONTACT: Program Administration & Services Division 
  Phone: (888) 294-0153 
  Fax:  (916) 526-8002 
  Email:  custsvcs@csac.ca.gov 
 
SUBJECT: Cal Grant Update, April 2005 
 
The purpose of this Operations Memo is to provide an updated status of the  
2005-2006 Cal Grant award processes: 
 

• High School Entitlement Awards 
• California Community College Transfer Entitlement Awards 
• Competitive Cal Grant A and B Awards 
• Grant Rosters 
• Cal Grant C 
• Cal Grant C Supplement Report On-Line 

 
High School Entitlement Awards 
 
We are pleased to announce that as of early April, we have sent letters to over 
52,000 students informing them that they have qualified to receive a 2005-2006 
High School Entitlement award.  The Commission continues to update and 
process on-time applications and corrections to applications, for high school 
entitlement applicants.  The Commission encourages you to continue to report 
corrections to your students’ records. 
 
California Community College Transfer Entitlement Awards 
 
The Commission has identified over 5,000 potential award recipients.  As a 
reminder, to qualify for this award, students must meet the following additional 
requirements: 

• Have graduated from California high school or its equivalent after  
June 30, 2000 

• Be a California resident at time of high school graduation 
• Transfer to a baccalaureate degree granting institution from a California 

Community College 
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For more information you may contact us at: 
California Student Aid Commission, Program Administration & Services Division 

P.O. Box 419027, Rancho Cordova, CA 95741-9027 (916) 526-7590 Fax: (916) 526-8002 
Website: www.csac.ca.gov email: custsvcs@csac.ca.gov 
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The Commission encourages schools to review files of potential Transfer Entitlement recipients, 
correct data if necessary and submit appropriate documentation to the Commission.   
 
Competitive Cal Grant A and B Awards 
 
The Commission began mailing Competitive Cal Grant A and B Award notification letters to 
students last week.  In addition to meeting general Cal Grant A and B eligibility criteria, 
applicants were scored for GPA, household size and income, parent’s educational level, 
household status and access equalizer.  Applicants with a score of 155 or above were offered 
an award.  Over 92,000 financially eligible applicants were considered for the Commission’s 
11,250 Competitive awards.  Letters to the over 115,000 disqualified applicants will begin to be 
mailed this week.  Revisions to the disqualification letter have been made and can be viewed at 
“Special Alert” GSA 2005-11. 
 
Grant Rosters 
 
Rosters displaying all 2005-2006 award recipients are available on WebGrants.  Schools may 
process a school change as this time.  As a reminder schools may not report payment for the 
2005-06 academic year until after the state budget is finalized.  
 
Cal Grant C  
 
The Commission found 27,496 students eligible to compete for a Cal Grant C award.  These 
students will receive a supplemental application.  Participants must return forms postmarked no 
later than May 15, 2005 to be considered for a 2005-2006 Cal Grant C award.  The Commission 
will make Cal Grant C awards at the end of May. 
  
Cal Grant C Supplement Report On-Line 
 
Schools who are participating in the Cal Grant C program may download a list of their students 
who have been mailed a Cal Grant C Supplement.  These lists are provided to enable schools 
to assist students in completing the form and are currently available on the WebGrants Data 
Transfer Report Download screen. 
 
If you have any questions regarding this update please contact the Cal Grant Operations staff at 
1-888-294-0153. 
 
Thank you for your continued efforts in serving students 



TAB 5A

CCC UC CSU ICU PCC Total
GAP3 

Awards
# # # # # #

2005-06 Cal Grant A1 -- E1 2,096 4,349 4,556 6,251 773 18,025 18,025
2004-05 Cal Grant A2 -- E1 2,290 4,250 4,520 5,675 739 17,474 17,586

2005-06 Cal Grant B1  -- E1 15,707 6,569 12,093 1,334 1,706 37,409 37,409
2004-05 Cal Grant B2  -- E1 13,462 6,069 10,363 1,259 1,549 32,702 36,497

2005-06 Total E1 Offers1 17,803 10,918 16,649 7,585 2,479 55,434 55,434
2004-05 Total E1 Offers2 15,752 10,319 14,883 6,934 2,288 50,176 54,083

2005-06 Cal Grant A1 -- E2 0 844 1,214 499 80 2,637 2,637
2004-05 Cal Grant A2 -- E2 0 334 360 213 32 939 2,122

2005-06 Cal Grant B1 -- E2 0 1,026 1,642 390 43 3,101 3,101
2004-05 Cal Grant B1  -- E2 0 337 363 137 7 844 2,224

2005-06 Total E2 Offers1 0 1,870 2,856 889 123 5,738 5,738
2004-05 Total E2 Offers2 0 671 723 350 39 1,783 4,346

2005-06 Cal Grant C1 -- A1 184 27 73 237 766 1,287 1,287
2004-05 Cal Grant C1 -- A2 293 53 107 258 761 1,472 1,650

2005-06 Cal Grant C1 -- B1 5,716 494 1,563 806 1795 10,374 10,374
2004-05 Cal Grant C1 -- B2 5,662 562 1,617 780 1526 10,147 10,259

2005-06 Total C1 Offers1 5,900 521 1,636 1,043 2,561 11,661 11,661
2004-05 Total C1 Offers2 5,955 615 1,724 1,038 2,287 11,619 11,909

2005-06 Total Offers1 23,703 13,309 21,141 9,517 5,163 72,833 72,833
2004-05 Total Offers2 21,707 11,605 17,330 8,322 4,614 63,578 70,338

Percent Change 2005-06
Compared to 2004-05 9.2% 14.7% 22.0% 14.4% 11.9% 14.6% 4%

Notes:  
1. 2005-06 award offers as of 4/08/05
2. 2004-05 award offers as of 4/09/04 (some awards placed on hold due to income ceiling issues in the budget)
3. GAP refers to students that fell between the Commission approved income ceilings and the Governor's proposed income ceilings.

2005-06 New Cal Grant Award Offers by Program and Segment
Compared to 2004-05 Offers 

March Competitive Award Offers

All Cal Grant Award Offers

High School Entitlement Award Offers

CCC Transfer Entitlement Award Offers
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May 05, 2005        GOM 2005-06 
 
 
TO:  Financial Aid Administrators 
 
FROM: Max Espinoza 
  Chief, Program Administration & Services Division 
 
CONTACT: Program Administration & Services Division 
  Phone: (888) 294-0153 
  Fax:  (916) 526-8002 
  E-mail: schoolsupport@csac.ca.gov 
 
SUBJECT: September 2, 2005 Competitive Cal Grant Award Information 
 
This Operations Memo provides guidance to California Community Colleges 
regarding the September 2, 2005, Competitive Cal Grant A & B award process.  
These awards are for students who will attend an eligible California Community 
College this fall.  This memo covers information on the following topics: 
 

• Students Eligible to Participate in the September 2005 Competition 
• Cal Grant Grade Point Average (GPA) Verification Process and 

Submission 
• California Community College Enrollment Verification and Submission 

 
Students Eligible to Participate in the September 2005 Competition 
 
Students who did not receive a Cal Grant award for the March 2 application 
process, or who applied after March 2, but by September 2, 2005, may be 
considered for the September 2 competition. 
 
In order to be considered for the September 2005 competition, applicants must 
have: 
 

• a complete 2005-06 Free Application for Federal Student Aid (FAFSA) 
submitted no later than September 2; 

• a verified GPA submitted to the California Student Aid Commission 
(Commission) for the 2005-06 Cal Grant application period but no later 
than September 2, 2005; and 

• a Social Security number included on a California Community College 
enrollment upload file. 

 
Students who are offered an award must enroll in and attend a California 
Community College for the fall 2005 term to receive payment. 

For more information you may contact us at: 
California Student Aid Commission, Program Administration & Services Division 

P.O. Box 419028, Rancho Cordova, CA 95741-9028 (888) 294-0153 Fax: (916) 526-8002 
Website: www.csac.ca.gov E-mail: schoolsupport@csac.ca.gov  
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Cal Grant GPA Verification Process and Submission 
 
In support of “Community College Financial Aid Awareness Month,” for the first time the 
Cal Grant GPA Verification Forms will be available beginning May 2005.  California 
Community Colleges will receive drop shipments commencing April 29, 2005.  The 
Commission is also sending 50 copies of the September GPA Verification forms to 
accredited high schools to assist students who missed the March 2nd award.  
Community Colleges and High Schools may order more as needed.  The Commission 
will be using the EDFUND online ordering system for this process.  Instructions for 
using the online system as well as a link to the EDFUND Web site can be found at 
http://www.csac.ca.gov/doc.asp?id=1072. 
 
The Commission has developed a September 2 GPA “wrap-around” that is available through 
the Commission’s Website at http://www.csac.ca.gov/PUBS/FORMS/GRNT_FRM/G-4.1.PDF.  
Schools and students may use the “wrap-around” to refer to the guidelines set forth in 
determining a student’s GPA.  The “wrap-around” is designed as an outreach and guidance tool.  
It does not include a Scantron GPA Verification form.   
 
The following information is provided to assist Community Colleges in the submission of GPAs: 
 

• Submitting Verified GPAs 
 

School officials may submit verified GPAs by uploading data files through WebGrants using 
the GPA Upload option.  GPA data files must be received by the September 2 deadline.  
Please refer to the enclosed record layout for the data fields to include in your data file.  You 
may also submit GPA Verifications Forms. 

 
• September 2 GPA Verification Forms 

 
The September 2 Cal Grant GPA “wrap-around” provides complete instructions on how to 
calculate a college, community college or re-established GPA.  If a student chooses to 
submit the GPA Verification Form, please advise the student to keep a copy of the form and 
to obtain a U.S. Postal Service (USPS) Certificate of Mailing; which must be postmarked by 
the September 2 deadline. 

 
• Re-established GPAs 

 
Please identify re-established GPAs in one of the following ways: 

 
1. WebGrants GPA Upload:  When uploading both regular and re-established GPAs, 

each requires a separate data file.  Use a naming convention to identify which file is a 
regular GPA and which is a re-established GPA; or 

 
2. GPA Verification Form:  Bubble in the oval that identifies the verified GPA as a re-

established GPA, if applicable. 
 
California Community College Enrollment Verification and Submission 
 
Enrollment data files can now be uploaded and submitted directly to the Commission through 
WebGrants using the Enrollment upload screens.  Users are given the option to upload a 
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complete data file or to enter individual records.  The enrollment record layout specifications are 
the same with the exception that a header is no longer required.  Community colleges with 
systems already programmed to include a header, may continue to do so.  A copy of the record 
layout is enclosed. 
 
California Community Colleges should report the Social Security numbers of all students 
enrolled for fall 2005, regardless of the number of units in which they are enrolled.  The 
Commission must receive all enrollment data no later than September 9, 2005.  Schools on the 
quarter schedule have until September 17, 2005. 
 
If you need further assistance, please contact Lynn Mayhew at (916) 526-8038 or by e-mail at 
lmayhew@csac.ca.gov.   
 
Thank you for your continued efforts to serve students. 
 
 
 
Enclosures 

1) GPA WebGrants Record Layout for Colleges 
2) WebGrants Output Record and Data Element Descriptions 
3) Enrollment Data Electronic Record Layout 
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April 14, 2005        GOM 2005-05 
 
 
TO:  Financial Aid Administrators and High School Counselors 
 
FROM: Max Espinoza 
  Chief, Program Administration & Services Division 
 
CONTACT: Program Administration & Services Division 
  Phone: (888) 294-0153 
  Fax:  (916) 526-8002 
  E-mail: custsvcs@csac.ca.gov 
 
SUBJECT: Grant Services Division Reorganization 
 
The California Student Aid Commission (Commission) is pleased to announce 
several important changes.  Over the past year, the Commission has undergone a 
number of organizational changes to improve the delivery of financial aid to 
students and improve the level of service provided to schools. 
 
As part of this effort, Commission Executive Director Diana Fuentes-Michel has 
authorized several changes to the Commission’s Grants Services Division 
including the following: 
 
Program Administration & Services Division. Effective in March, the name of 
the Commission’s Grant Services Division has been changed to “Program 
Administration & Services Division.”  This change is designed to better reflect the 
work performed by the Division. 
 
In addition, to align the Program Administration & Services Division’s mission to 
the Commission’s overall mission, Division staff has replaced the previous Division 
mission statement and has adopted the following mission statement: 
 

“To facilitate access to the Commission’s programs by effectively 
delivering financial aid and superior service to students and the 
financial aid community.” 

 
Similarly, Division staff has adopted the following core values that we will strive to 
uphold in our daily work and interactions with each other, students and schools:  
Accountable, Professional, Resourceful, and Integrity. 
 
The Division staff has also identified the following five goals to accomplish in 2005: 
 

1. Improve External Relations & Communication 
2. Streamline Program Administration (improve efficiency & effectiveness) 
3. Ensure Maximum Productivity of Staff 
4. Implement Systems to Ensure Accountability 
5. Improve Access to and use of Technology 

For more information you may contact us at: 
California Student Aid Commission, Program Administration & Services Division 

P.O. Box 419027, Rancho Cordova, CA 95741-9027 (916) 526-7590 Fax: (916) 526-8002 
website: www.csac.ca.gov email: custsvcs@csac.ca.gov 

OPERATIONS  MEMO 
U p d a t e  o f  t h e  C a l i f o r n i a  S t u d e n t  A i d  C o m m i s s i o n  



 
TAB 5C 

New “School Support Services” Branch Created. As part of the Commission’s continuing 
efforts to support schools in administering the Commission’s programs for students, the Training 
Unit has been reorganized to better respond to the needs of schools.  The Commission’s former 
Training Branch will be renamed “School Support Services.”  At least six additional personnel 
will be placed in this unit. 
 
The School Support Services Branch scope of responsibilities include the following: 

 
o plan and staff  the Commission’s annual high school and college workshops; 
o provide continuous internal training of staff to insure consistency and sensitivity to 

school concerns and needs; 
o provide training to schools on the Commission’s programs, including for schools with 

new Institutional Participation Agreements; 
o develop the Commission’s operations memos, special alerts and policy bulletins; 
o coordinate the Commission’s Advisory & Enhancements Work Group; 
o interact with state, regional and national financial aid associations; 
o develop WebGrants and Website enhancements and ensure its maintenance; 
o complete and update the Cal Grant Manual and create a Specialized Programs 

Manual; and 
o review and complete Institutional Participation Agreements with schools. 
 

The School Support Services Branch will continue to provide year-round training throughout the 
state for schools, but will also take on the additional responsibility for program policy and 
communications with schools.  The Branch will serve as a continuous feedback mechanism 
within the Program Administration & Services Division for schools and the Commission.  In 
addition, the Branch will be reaching out to schools in order to ensure that program policy and 
operational issues are reviewed internally with special attention to school concerns.  

 
A new email address for this Branch will soon be created to facilitate the submission of email 
inquiries from school administrators.  Schools will be notified when the email address is 
available.  The phone number for school assistance will not change at this time, so please 
continue to call (888) 294-0153 for school support. 
 
Revamped “Student Support Services” Branch. In an effort to better support students who 
contact the Commission for assistance, the Commission’s Customer Service Unit has been 
renamed to “Student Support Services.”  This unit is responsible for assisting students who 
contact the Commission for help in processing their awards or who may have questions 
regarding the Commission’s programs. 
 
Given that the number of students in the Cal Grant program has doubled since the creation of 
the Cal Grant Entitlement Program, the work of this unit and its staff has increased significantly.  
Over the course of the next several months, we will continue to make refinements in this area to 
ensure that students get the best possible service from the Commission.  Some of the current 
efforts in this area include the following: 

 
o GPA Postcard Pilot Project: Students under the age of 21, who have completed and 

submitted the FAFSA, but had not yet submitted their GPA were notified this year prior 
to the March 2nd Cal Grant deadline that “it takes two” via a GPA postcard reminder. The 
postcard was sent to 18,000 students in an effort to empower them with the information 
they need to complete the Cal Grant application process.  We will be evaluating the 
success of this project throughout this year to determine cost effectiveness. 
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o WebGrants for Students: In May, the Commission hopes to launch the long anticipated 

“WebGrants for Students.”  WebGrants for Students will provide students with critical 
information to ensure successful processing of their grant application and award status.  
WebGrants for Students will allow students to check their GPA verification status, make 
address and school changes, and track payment history and eligibility.  There will be a 
number of phases to this project and we hope to continue to add user friendly 
functionality in each phase to help students access the Commission’s programs more 
efficiently and effectively. 

 
o Interactive Voice Response System: This year, an interactive voice response system 

will be implemented in the Commission’s Call Center in order to ensure that students will 
be able to get the basic information they need to complete the Cal Grant application 
process and to obtain information about their award status.  Like WebGrants for 
Students, this project will streamline the process for students seeking to get information 
from the Commission.  
 

Grant & Specialized Program Operations Refinements. To more clearly define the important 
role played by the operations staff of the Commission, the Grant Operations Branch has been 
renamed “Cal Grant Operations Branch” and the Specialized Programs Branch has been 
renamed “Specialized Programs Operations Branch.” 
 
Staff of these branches will continue to work to refine our operations in a manner that allows for 
the efficient and effective delivery of the Commission’s programs.  Special attention is being 
given to quality assurance in the various processes performed within each branch.   
 
An organizational chart is enclosed to illustrate some of the new structural changes as outlined 
in this Operations Memo.  Over the course of the next several months, we will continue to 
communicate with you new developments, including the addition of new staff.  
 
The Commission remains committed to continuous improvement in an effort to serve students 
better.  We understand that to serve students effectively we must continue to partner with 
schools in a collaborative relationship that we hope will lead to all eligible students benefiting 
from higher education. 
 
Please feel free to contact me or Anne Robertson at (916) 526-7976 should you have any 
questions regarding information contained in this Operations Memo. 
 
As always, thank you for your continued efforts to serve students. 
 
 
Enclosure:  Organizational Chart 



PROGRAM ADMINISTRATION & 
SERVICES DIVISION

DIVISION CHIEF

CALIFORNIA STUDENT AID COMMISSION

EXECUTIVE DIRECTOR

PROGRAM ADMINISTRATION & SERVICES DIVISION
(GRANT SERVICES DIVISION REORGANIZATION)

EFFECTIVE MARCH 2005

Responsibilities/Functions:
Plan and staff Commission’s 
annual high school and college 
workshops

Provide continuous external 
training to schools including new 
Cal Grant schools

Develop Operations Memos, 
Special Alerts and Policy Bulletins

Coordinate Advisory and 
Enhancement workgroup

Interact with state, regional and 
national financial aid associations

Develop WebGrants and Website 
enhancements and ensure its 
maintenance

Complete and provide updates to 
Cal Grant manual

Develop Specialized Programs 
Operations manual

Review and process Cal Grant 
Institutional Participation 
Agreements with schools

Responsibilities/Functions:
Call Center for students

Update student records

Respond to student letters of 
appeal

Follow-up on student appeal 
requests

Respond to student letter or 
email inquiries

Respond to Governor’s Office 
Goldenrod letters

Reroute misdirected requests to 
proper units

Mail publication and application 
requests to students

Responsibilities/Functions:
Administer the Cal Grant A, B, 
C, and TCP programs

Respond to school inquiries and 
appeals

Review and process school and 
student change forms 

Process and upload grade point 
average information

Process Cal Grant C 
Supplemental forms

Process school payments

Review reconciliation reports

Arrange Electronic Funds 
Transfers with schools

Update and test annual Grant 
Delivery System (GDS) changes 
for production

Update and publish various 
publications such as letters, 
forms, brochures, pamphlets

Update GDS System with new 
school information and annual 
school cost of attendance 
information

Responsibilities/Functions:
Administer the Chafee Foster 
Youth program

Administer the Robert C. Bryd 
Scholarship program

Administer the Child 
Development Grants program

Administer the Assumption 
Program of Loans for Education 
(APLE) program (Grad APLE 
and Out-of-State)

Administer the Law 
Enforcement Personnel 
Dependents (LEPD) program

Administer the Gear-Up 
program

Call Center for schools, 
students and lenders for 
Specialized Programs

SPECIALIZED 
PROGRAMS 

OPERATIONS BRANCH 

CAL GRANT 
OPERATIONS BRANCH

STUDENT SUPPORT 
SERVICES BRANCH

SCHOOL SUPPORT 
SERVICES BRANCH

Contact Information:

Phone: (888) 294-0153

Fax: (916) 526-8002

Contact Information:

Phone: (888) 224-7268

Fax: (916) 526-8004

Contact Information:

Phone: (888) 294-0153

Fax: (916) 526-8002

Contact Information:

Phone: (888) 224-7268

Fax: (916) 526-7977
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May 13, 2005        GSA 2005-20 

SPECIAL ALERT 
Update  o f  the  Ca l i fo rn ia  S tuden t  A id  Commiss ion  

 
 
TO:  Financial Aid Administrators 
 
FROM: Max Espinoza 
  Chief, Program Administration & Services Division 
 
CONTACT: Program Administration & Services Division 
  Phone: (888) 294-0153 
  Fax:  (916) 526-8002 
  E-mail: schoolsupport@csac.ca.gov
 
SUBJECT: New Manager for School Support Services Branch 
 
The California Student Aid Commission (Commission) is pleased to announce that 
Ms. Thea Pot-Van Atta will assume the manager position over the School Support 
Services Branch in the Program Administration and Services Division beginning 
June 1, 2005. 
 
As you know, the School Support Services Branch was created as part of the 
Grant Services Division reorganization (referenced in GOM 2005-05) in an effort to 
better assist schools in administering the Commission’s programs.  The new 
School Support Services Branch is responsible with providing year-round training 
throughout the state for schools and for program policy and communications with 
schools. In addition, the School Support Services Branch works to ensure that 
program policy and operational issues are reviewed internally with special 
attention to school concerns.  Attached is a chart that further illustrates the 
responsibilities of the new School Support Services Branch.   
 
Ms. Pot-Van Atta comes to the Commission with over 20 years of financial aid 
experience.   She has worked as a financial aid specialist at the University of 
California, Davis Financial Aid Office since 1983.  For much of that time, she has 
been the campus coordinator for the Cal Grant program.  Given her background, 
she intricately understands the administration of the Commission's programs from 
a school perspective.  Prior to becoming a financial aid professional, Ms. Pot-Van 
Atta oversaw the management of a crisis shelter.  Her extensive experience 
makes her uniquely qualified for this important position.   
 
We are excited about having Ms. Pot-Van Atta on the team.  Please join the 
Commission in welcoming Ms. Pot-Van Atta in her new position as manager of the 
School Support Services Branch. 
 
 
 
Enclosure: Program Administration & Services Division Organizational Chart; 

School Support Services Branch 

For more information you may contact us at: 
California Student Aid Commission, Program Administration & Services Division 

P.O. Box 419028, Rancho Cordova, CA 95741-9028 (888) 294-0153 Fax: (916) 526-8002 
Website: www.csac.ca.gov E-mail: schoolsupport@csac.ca.gov  

mailto:schoolsupport@csac.ca.gov
http://www.csac.ca.gov/
mailto:schoolsupport@csac.ca.gov


PROGRAM ADMINISTRATION & 
SERVICES DIVISION

DIVISION CHIEF

CALIFORNIA STUDENT AID COMMISSION

EXECUTIVE DIRECTOR

PROGRAM ADMINISTRATION & SERVICES DIVISION
SCHOOL SUPPORT SERVICES BRANCH

EFFECTIVE MARCH 2005

SCHOOL SUPPORT SERVICES BRANCH

FINANCIAL AID MANAGER I

Responsibilities/Functions:

Contact Information:

Plan and staff Commission’s annual high school and 
college workshops

Provide continuous external training to schools 
including new Cal Grant schools

Develop Operations Memos, Special Alerts and 
Policy Bulletins

Coordinate Advisory and Enhancement workgroup

Interact with state, regional and national financial aid 
associations

Develop WebGrants and Website enhancements 
and ensure its maintenance

Complete and provide updates to Cal Grant manual

Develop Specialized Programs Operations manual

Review and process Cal Grant Institutional 
Participation Agreements with schools

Phone: (888) 294-0153

Fax: (916) 526-8002
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Cal Grant Forum Update 
 
 
 
Commission staff has been visiting the various regions of the state holding “Cal Grant 
Forums”.  The purpose of these forums was to gather input from the financial aid 
community and other interested parties regarding how the Commission is administering 
the Cal Grant Program. 
 
The forums were also an opportunity for attendees to ask questions and offer 
suggestions.  At each of the forums, we provided an update on the Commission’s 
activities and plans for the future. 
 
The forums began on January 20, 2005 at the University of San Diego and ended on 
April 8th at Orange Coast College.  From the statewide map enclosed, you can see that 
we covered a great deal of the state in holding these forums. 
 
Over 288 individuals representing 146 institutions attended the forums across the state.  
We are please with the interest from the community.  The feedback we have received 
from the forum participants has been very encouraging.  Many have complemented the 
Commission for engaging the financial aid community in this manner and have 
applauded many of our recent initiatives.  Many of the suggestions for improvements 
raised at the forums have been extremely instructive to the Commission staff. 
 
While Commission staff is currently working to compile all of the questions, concerns 
and suggested modifications raised at each of the forums, we have already begun to put 
some of the suggestions in place. 
 
Two examples are the rewording of the Commission’s denial letter in an effort to make 
the letter clearer and giving schools access to the score breakdown for each student so 
they determine why the student had a score below the cut-off. 
 
The Commission will be sending out a Special Alert to all schools as a follow-up to the 
forums.  This Alert will inform schools of the outcome of the forums and the Commission 
plans for implementing the ideas that were shared. 



OrangOrangOrangOrangOrange Coast College Coast College Coast College Coast College Coast College, Costa Mesae, Costa Mesae, Costa Mesae, Costa Mesae, Costa Mesa
April 8, 2005April 8, 2005April 8, 2005April 8, 2005April 8, 2005

California State UnivCalifornia State UnivCalifornia State UnivCalifornia State UnivCalifornia State Universityersityersityersityersity, Sacramento, Sacramento, Sacramento, Sacramento, Sacramento
February 16, 2005February 16, 2005February 16, 2005February 16, 2005February 16, 2005

City CollegCity CollegCity CollegCity CollegCity College of San Fe of San Fe of San Fe of San Fe of San Franciscoranciscoranciscoranciscorancisco
February 2, 2005February 2, 2005February 2, 2005February 2, 2005February 2, 2005

University of California, Santa CruzUniversity of California, Santa CruzUniversity of California, Santa CruzUniversity of California, Santa CruzUniversity of California, Santa Cruz
March 16, 2005March 16, 2005March 16, 2005March 16, 2005March 16, 2005

University  of California, Merced Center forUniversity  of California, Merced Center forUniversity  of California, Merced Center forUniversity  of California, Merced Center forUniversity  of California, Merced Center for
Educational Partnerships - FresnoEducational Partnerships - FresnoEducational Partnerships - FresnoEducational Partnerships - FresnoEducational Partnerships - Fresno
February 14, 2005February 14, 2005February 14, 2005February 14, 2005February 14, 2005

FFFFFashion Institute Design and Merashion Institute Design and Merashion Institute Design and Merashion Institute Design and Merashion Institute Design and Merchandising - Los Angchandising - Los Angchandising - Los Angchandising - Los Angchandising - Los Angeleseleseleseleseles
February 22, 2005February 22, 2005February 22, 2005February 22, 2005February 22, 2005

University of California, Merced Bakersfield CenterUniversity of California, Merced Bakersfield CenterUniversity of California, Merced Bakersfield CenterUniversity of California, Merced Bakersfield CenterUniversity of California, Merced Bakersfield Center
February 4, 2005February 4, 2005February 4, 2005February 4, 2005February 4, 2005

University of California, RiversideUniversity of California, RiversideUniversity of California, RiversideUniversity of California, RiversideUniversity of California, Riverside
March 18, 2005March 18, 2005March 18, 2005March 18, 2005March 18, 2005

University of San DiegoUniversity of San DiegoUniversity of San DiegoUniversity of San DiegoUniversity of San Diego
January 20, 2005January 20, 2005January 20, 2005January 20, 2005January 20, 2005
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Overview of Web Access for 
Students
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What is it?

“WebGrants for Students” is a web-based 
application for students that will:

provide a secure, convenient and student friendly 
method for students to access information regarding 
their Chafee and Cal Grant award. 
empower students with critical information to ensure 
successful processing of grant application & 
maintenance of their award status.
provide links to other related financial aid sites.
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Why is it needed?

Among other things, WebGrants for Students will:
Greatly enhance communication by providing 
students with the ability to access their Chafee and 
Cal Grant application data on-line.

Currently the only methods available to students is through 
phone or written communication with the Commission or 
through their school.

Help reduce the abandon rate by reducing the 
number of basic calls received by the Commission 
Call Center, allowing staff to spend time on more 
difficult cases.
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How will it help Students?

Determine if their application data has been received 
by the Commission.  
Checking their award status and viewing their 
payment history.
Checking the address on file with the Commission 
and making changes to their address on-line.
Making school change decisions, students will be 
able to access a list of Cal Grant eligible schools, 
simulate a school change and submit the school 
change on-line.
Provide links to other financial aid web sites.
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Example:  Log On for Students 

View of Log On Page

Your name here
Your password
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Example Application Status
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Example Cal Grant Award Detail
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Limitations

Current project is the first phase of a 
multiphase phase project.
– Shares server resources with WebGrants and 

requires more robust scalability.
– Not real time, Entitlement awards are weekly and 

recent school changes and payments will only be 
posted weekly.

– More features or refinements will implemented in 
the next phase. 
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Phase I Implementation Schedule

Design and Code Complete:  April 19

Testing Complete:  Mid May

Implementation Date:  Mid - Late Spring
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Some of the Future Phase Refinements

Increasing capacity to deal with peak periods.
Notifying students of changes that have occurred in their award 
status via email
Providing students capability to request GPA from high school 
and obtaining GPA from high school
Provide more “user-friendly” Web application screens
Electronic corrections to applications
Leave of absence requests
Automate C supplements
TCP/5th Year request form
Solicit additional recommended improvements from financial 
aid community and students
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Hopes for the Future – Real Time 
Database and Web Services

Provide real time WebGrants status to 
students.   
Allow students to post real time changes.
Provide flexible, scalable and secure web 
services to furnish a composite view of a 
student’s financial aid information in a portal 
environment. (Pell Grant Eligibility, Loan 
amounts, Specialized programs)
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Call Center Improvement Projects 
 
Background
 
Due to a number of factors including the increased number of students accessing the 
Cal Grant program, the Commission’s successful outreach effort and the staffing 
shortages in the Commission’s Call Center, the Commission had an over twenty (20) 
percent average abandon rate for student phones calls in 2004. 
 
There are currently several efforts under way to reduce the abandon rate to below five 
(5) percent.  These efforts include the implementation of an Interactive Voice Response 
(IVR) System, WebGrants for Students, a request to the Department of Finance for 
additional staff and temporary hiring within the Call Center. 
 
Improvement Projects 
 
Increase Staffing Levels – The Commission is attempting to address the staffing 
shortage in a number of ways, including the following: 
 
• Student Employees – Management has increased student employees from 10 to 15 

students in the Call Center through the Hornet Foundation.  Students staff the Call 
Center as their class schedule permits and are an invaluable part of the 
Commission’s staff. 

 
• Budget Change Proposal (BCP) – Managements has submitted a BCP to the 

Department of Finance requesting five additional permanent positions. 
 
Staggered Mailings – One reason for increased call volume is the release of notification 
letters.  In an effort to even out the number of calls received due to these mailings, the 
Commission has begun to release letters on a staggered basis.  For instance, over 
117,000 denial letters were generated during the March 2nd cycle.  Rather than release 
all of the letters at one time, the letters were released at a rate of approximately 30,000 
per week.  The Commission began this practice last year with the release of Renewal 
Letters.  This staggered release of letters allows the Commission to manage the call 
volume and provide better customer service to students. 
 
WebGrants for Students – The Commission is working on a web based application for 
students which will provide a secure, convenient and student friendly method for 
students to access information regarding their Chafee and Cal Grant awards. 
 
(IVR) System - The Commission is working with EDFUND to Implement an IVR system to 
help students access basic information by phone.  We hope to launch this project in the 
summer. 
 
“Real-Time” Database Conversion – The Commission hopes to convert our system to 
real-time which will compliment all the projects already mentioned to provide students 
with more up to date information in a manner that is more user friendly. 
 
External Review of Letters – The Commission is convening an external  team of 
segmental and stakeholder representatives to recommend refinements to system 
generated Cal Grant  letters.  The goal of this group is to ensure that students are 
receiving the information on Cal Grants in the most efficient and effective way possible. 



 
 
 
 
 
 

 
 
 

Cal Grant 
 System Generated Letters 

Review 
 



CSAC 
System Generated Letter Review

Timeline

May 16th,
Submittal of 

Representatives 
Names

May 17th -23rd

Contact 
Representatives,

Schedule Meetings

June 
First Meeting

Evaluate 
Meeting 

Schedule

July
Meeting

August 
Meeting

September
 Meeting

(if needed) September
Continue Writing 

Defects 
(new letters)

Begin Testing

October-December
TestingJanuary 2006

Implementation

TAB 5G

Initiate Letter 
Change 

Process with 
IT
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