
Crafting a Social Media 
Strategy for Your 

Financial Aid Office 
 



Learning Outcome 

  

You will be able to craft a social media 
strategy for your financial aid office 
to improve customer service and 
communication with students  



Let’s Hear from You 

How many of your aid offices currently use: 

Or are you not there yet? 

• Facebook? 

• Twitter? 

• YouTube? 

• Other? 



Why Are You Not There Yet? 

• Time and resources? 

• Open forum? 

• FERPA? 

• Value - is it worth it?  



Reasons You Should Be There 

Social media allows you to: 
• Improve customer service with minimal resources 
• Improve communications without loss of privacy 
• Enhance your reputation  

– Change perception from being too rigid to being proactive 
and student oriented 

• Improve student outcomes by communicating with 
students “where they are” and at critical times 

 



Young Adults and Social Media 

According to a 2012 PEW Research Center study, 
among internet users ages 18-29: 

 

86% use Facebook 

28% use Instagram 

27% use Twitter 

19% use Pinterest 

13% use Tumblr  



Opportunities (and a few challenges)  
for Using Social Media  

in the Aid Office 
 



Opportunities – Customer Service 

 

Meet your students where they are 
most comfortable and decrease lines 
and phone calls 



Opportunities – Customer Service 



Opportunities – Social Proof 

 

Help your students in a public setting  



Opportunities – Social Proof 



Opportunities – Timely Content 

 

Provide instant communications 
and meaningful topics 



Opportunities – Timely Content  



Opportunities – Credibility and Loyalty  

 

 

Prove you are not just that 
“regulatory” person behind a desk  



Opportunities – Credibility and Loyalty  

 

 



Opportunities – Transparency and Access  

 

Communicate early and often  
in a public setting  



Opportunities – Transparency and Access 



Opportunities – Financial Literacy 

 

 

Use it as an educational tool 



Opportunities – Financial Literacy 



A Few Challenges 



Challenges 

• Resources 

 

 

 

 • Reality of public discourse 

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

• Inform but do not control  

 

 

 

 



Challenges  

FERPA 

• FERPA still matters on social media 

– 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 

– FERPA issues should be addressed in your  
profile description 



Challenges 

FERPA 



Challenges 

FERPA 



Challenges 

• Fan acquisition and building the momentum 

– Invite fans 

– Build momentum by posting useful, shareable 
content frequently and consistently 

– Once you build it, you have to 
work it – fans don’t just show up 

 

 



Challenges 

• Content filtering and having a non-biased 
voice for the office 

– Public space 

– Not everything should be posted (even if it’s 
interesting) 

– Posting policy should mirror your standard 
communications policy 

– Loans 

– Other school aid policies 

– Etc.  



Strategy 



Start With Your Goals  

• Revert to your department’s mission and vision 

• Consider how social media can support             
the work you’re already doing 

• Remember, this is just a new tool to reach your 
customers, not a new departmental objective 



Choose Your Platforms  

Three questions 

1. Why social media and  
what are the goals? 

2. Who is the target demographic? 

3. How will your customer service and interaction 
change as result of social media use? 



Consider Your Editorial Policy  

• Who will have administration rights 
to your accounts? 

• Who creates content? 

• Is there an approval process? 

• Who monitors the conversation? 

 

 



Content 



Finding and Writing Effective Content 

• Remember, you don’t have to write everything 
from scratch! 

• Repurpose what you can from other sources 

• Think about how the audience receives your 
social media content 

– Short 

– Conversational voice 

 



Finding Content  

• Potential third party sources 

– Federal Student Aid (FSA) 

– Scholarship announcements 

– News outlets 

– Other aid offices and servicers on social media 

• Curation is key! 

– Google Alerts  

– Google Reader 

 



Effective Content 

Content forms 

• Blogs 

• Facebook posts – standalone  

• Facebook posts to introduce link  

• Facebook photo captions 

• Videos  

• Tweets 



Effective Content – Research 

 

What is your audience looking for and 
when do they want to know about it? 



Effective Content – Research 



Effective Content – Research 



Effective Content – Headlines and Killer Openings  

• Headlines  

– Make them want to click on it! 

• Killer Openings  

– Be exciting  
(Yes, even when the topic is financial aid)  

 



Effective Content – Headlines 



Effective Content – Killer Openings 



Effective Content – Tone 

Use conversational tone 



Effective Content – Resource 



Effective Content – Short and to  the Point 

• Make your point quickly 

– Facebook cuts off posts and adds a “see more” 
link after five lines 

• Use lists, bullets, numbers, and visuals 

• Remove URLs or unrelated link descriptions 

• Break up content over multiple posts 



Effective Content – Multiple Posts 



Effective Content – Multiple Posts 



Content Tips 

• Learn how to write picture captions 

• Give a quick synopsis 

• Sound personal 

• Avoid jargon 



Content Tips 

• Build the momentum 

– Create word of mouth 

– Use student employees to spread the word 

– Link to your page whenever you can 

– Connect all your online vehicles 

 

 

  

 

 

 

 

 

Sincerely, 

Anya Morozkina MBA, MS 

Assistant Director, Communications and Administration 

Northeastern University 

354 Richards Hall 

360 Huntington Avenue 

Boston, MA 02115 

   



Content Creation  

 

Let’s practice! 



You Want to Say:  

“The Financial Aid Office will notify students 
who are coded non-compliant with the SAP 
Policy after grades are posted for the spring 
2014 semester.” 



You Could Say:  

“Did you know that federal rules require you to 
complete 67% of your attempted credits and 
maintain a satisfactory GPA to remain eligible for 
financial aid? If you’re struggling to pass a 
course, here are some campus resources you  
can use to get help:” 



You Want to Say:  

“The Office of Student Financial Services is 
required by federal statute to recalculate federal 
financial aid eligibility for students who 
withdraw, drop out, are dismissed, or take a 
leave of absence prior to completing 60 percent 
of the term. Recalculation is based on the 
percentage of earned aid using the Federal 
Return of Title IV funds formula.” 



What are some better ways to  

communicate about R2T4 regulations  

in the social media space? 

 

Suggestions from the Audience:   

 

Please use the chat box  
to post your responses  

 



You Want to Say:  

“If an applicant selected for verification has not 
successfully transferred information from the 
IRS, or did transfer the information but then 
changed it, the Department expects the 
institution to require the applicant, and if 
necessary the applicant's parents, to provide 
an official IRS transcript of their Federal income 
tax information.” 

 



What are some better ways to  

communicate verification requirements 

in the social media space? 

 

Suggestions from the Audience:   

 

Please use the chat box  
to post your responses  

 



How Often Should You Post and When?   

As a general rule: 

• Facebook: three to five times a week (two times a 
day is fine if you have an important announcement) 

• Twitter: one to three times a day 

• Blog: once a week 

 



Planning Your Communications Calendar 

• Look at current communication pieces 
(newsletters, handouts, presentations) 

• Know what MUST be posted during certain  
time periods 

• Plan for some “filler” to encourage  
student interaction 

• Start searching now for third party content  
you can use at a later date  



Monitoring the Conversation 

• Make use of notifications 

– Email 

– Mobile Apps 

• Respond timely 

• Know that sometimes, a “like” is enough  

 

 



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? 



What About Negative Comments? 



A Note About Assessment 

You’ll be asked to provide data about 
your progress 

– Facebook Insights 

– Analytics 

– Anecdotes 



Assessment – Facebook Insights 



In Summary 

• Align your strategy with your mission 

• Choose your platforms wisely 

• Embrace the "rules of the road" 

• Have a plan 

• Learn how to create and curate content  
for social media 

• Assess your results using both hard data                 
and anecdotes 

• Don't be afraid to experiment! 



Additional Social Media Resources 

Basic How-To 
• Facebook Timeline Page Layout Guide 

• Social Media Sizing Cheat Sheet 

• A Student Affairs Social Media Plan 

• One Simple Way To Improve Your Content  

• Sharing on Facebook 

• Set Up Your YouTube Videos for Success 

• Guidelines for Facebook Cover Images & Text 

Developing Content 
• Resources from FSA 

• 3 Easy Steps to Finding Great Content 

• Set a Posting Schedule That Encourages  

• Shares & Pageviews 

 

For Review & Discussion 
• Stop Using FERPA as a Social Media Banhammer 

• Student Affairs Live: Legal Perspective of Social 
Media Use on College Campuses 

• Missouri Baptist University FAFSA Video 

• Utah Higher Education Authority’s High School 
Film Festival Submissions 

• Customer Service Is Going Social 

• Leveraging Social Media to Drive Awareness & 
Increase Engagement with Students – 
presentation from the FSA new media team at 
the 2012 FSA Conference. 

 

Great Lakes is including this third-party content related to 
social media planning and implementation to provide some 
follow-up resources for you. Inclusion in this list does not 
imply endorsement of the material or guarantee the accuracy 
of information presented. 

http://clients.mstoner.com/socialmedia/Facebookcheatsheet.pdf
http://www.lunametrics.com/blog/2012/11/12/final-social-media-sizing-cheat-sheet
http://edcabellon.com/tech/socialmediaplan/
http://lizgross.wordpress.com/2012/10/09/one-simple-way-to-improve-your-content-sharing-on-facebook/
http://lizgross.wordpress.com/2012/10/09/one-simple-way-to-improve-your-content-sharing-on-facebook/
http://lizgross.wordpress.com/2012/10/09/one-simple-way-to-improve-your-content-sharing-on-facebook/
http://meetcontent.com/blog/setup-your-youtube-videos-for-success/
http://socialfresh.com/facebook-cover-images-and-ads-can-now-only-be-20-text/
http://studentaid.ed.gov/resources
http://socialmediatoday.com/marisa-smith/1072971/3-easy-steps-finding-great-content
http://www.problogger.net/archives/2012/11/17/set-a-posting-schedule-that-encourages-shares-and-pageviews/
http://www.problogger.net/archives/2012/11/17/set-a-posting-schedule-that-encourages-shares-and-pageviews/
http://www.problogger.net/archives/2012/11/17/set-a-posting-schedule-that-encourages-shares-and-pageviews/
http://www.problogger.net/archives/2012/11/17/set-a-posting-schedule-that-encourages-shares-and-pageviews/
http://www.insidehighered.com/blogs/student-affairs-and-technology/stop-using-ferpa-social-media-banhammer
http://www.insidehighered.com/blogs/student-affairs-and-technology/stop-using-ferpa-social-media-banhammer
http://higheredlive.com/felperandtowle/
http://higheredlive.com/felperandtowle/
http://www.youtube.com/watch?v=tUbFTF-YQp8
http://www.youtube.com/playlist?list=PLBCACE42735DFAEBA
http://www.youtube.com/playlist?list=PLBCACE42735DFAEBA
http://socialmediatoday.com/nowsourcing/1099076/customer-service-going-social
https://client.blueskybroadcast.com/fsa/2012/presentations/fsa12_44/index.html
https://client.blueskybroadcast.com/fsa/2012/presentations/fsa12_44/index.html


Thanks for Attending 


