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About the Beta Test 
Thank you for participating in Blue Icon’s beta test project, The Collection of Student Satisfaction Data and Quantitative Comparison. In fall 2019, 
Blue Icon Advisors offered NASFAA member institutions the opportunity to participate in a beta test with the goal of gathering enough student 
satisfaction survey data to create a master dataset that could be used by institutions to compare their student satisfaction rates. There has always 
been a strong demand from schools to measure student satisfaction in financial aid delivery and to compare that data against other institutions, 
but a compiled dataset did not exist. As of January 2020, Blue Icon’s master dataset houses over 11,000 student responses across multiple school 
types, sectors, and regions. This master dataset will continue to grow as additional schools participate in projects with Blue Icon Advisors and the 
NASFAA Standards of Excellence (SOE) Review Program.  
 

About Blue Icon Advisors 
Blue Icon Advisors is NASFAA’s new financial aid consulting service for colleges, universities, and career schools. For over 50 years, NASFAA has 
served as a trusted resource for financial aid administrators. That legacy of support and commitment to excellence continues with Blue Icon 
Advisors. Blue Icon’s team of experienced consultants are ready to help schools with a range of services, including compliance and operational 
evaluations and improvement plans, writing and reviewing policies and procedures, developing and delivering customized staff training, providing 
interim leadership, coaching and support, and consulting on financial aid and enrollment management issues. 
 

About NASFAA  
The National Association of Student Financial Aid Administrators (NASFAA) is the primary professional association representing the student 
financial aid interests of institutions of postsecondary education in the United States. NASFAA’s vision is shaping the future by promoting student 
access and success in higher education. NASFAA provides professional development and services for financial aid administrators; advocates for 
public policies that increase student access and success; serves as a forum on student financial aid issues; and is committed to diversity 
throughout all activities. 
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Methodology 
At the time of publication, the master dataset used in this report included 11,465 student responses from 31 institutions. These data were 
collected from three sources: institutions that were reviewed by NASFAA’s Standards of Excellence Program during the 2018-19 or 2019-20 award 
years, institutions that volunteered to participate in Blue Icon Advisor’s Student Satisfaction beta test project, and select Blue Icon clients. All 
schools received the same survey questions regardless of school type, sector, or region. 
 
Each participating institution distributed the survey to their entire student body or to their financial aid recipients via email, giving students the 
option to self-select into completion. All responses were collected anonymously, and no completion incentives were offered to students for 
participating. Responses to the survey were merged into this master dataset if a respondent answered at least one question on the survey. A copy 
of the survey instrument is available by emailing blueicon@nasfaa.org.  
 
As additional schools participate in this student satisfaction survey, the master dataset will be updated annually to reflect the additional 
respondents.  
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Executive Summary 
Students at White Earth Tribal and Community College had the opportunity to respond to the financial aid student satisfaction survey from 
October 21 to November 21, 2019; 11 responses were received. The responses were divergent from the master data set in the following areas:  
 

• By frequency, only 13% of the respondents in the master dataset indicated a personal visit to the financial aid office as a primary source of 
information, compared to 33% of your respondents.   

• On the quality and accuracy of the information provided by the financial aid office, 30% of the respondents from your institution selected 
average compared to the master dataset of 17%. “Average” was the lowest ranking your financial aid office received; no one responded 
with “Poor.” 

• Across all communications methods, 55% of the respondents from your institution indicated that communication from the financial aid 
office is adequate, compared to the master dataset of 26%. No one responded with “Ineffective” or “Not applicable.” 

• Your respondents placed higher importance in all service areas presented in the surveys than the respondents in the master dataset. The 
largest difference was for “financial aid workshops” with 82% of your students indicating this is important compared to 64% in the master 
dataset.  

• Your respondents also ranked your ability to perform the services well higher in all areas when compared to the master data set. Again, the 
largest difference was for “financial aid workshops,” which your students ranked 25% higher than respondents in the master data set (73% 
from your students versus 48%).  

• The helpfulness of the student self-service website is rated as excellent or good by 36% of the respondents from your institution, 
compared to the master dataset of 58%. 36% of your respondents indicated not using the website, which is higher than the master dataset 
of 15%. 

• All respondents indicated contacting the financial aid office at least two times in the last six months, compared to 64% in the master 
dataset.  

• When compared to the master dataset, your students prefer receiving communication via paper letter more and email less.  
 
We hope this comparative analysis of your student satisfaction survey results against the master dataset serves as one element of your continued 
efforts to improve service to students. If you have any questions about this report, please contact us at blueicon@nasfaa.org.  
 
  

mailto:blueicon@nasfaa.org
mailto:blueicon@nasfaa.org
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Responses to Quantitative Survey Questions 
What are your primary sources of financial aid information?  
(Please select all that apply.) 
 

Master Data Set Your Institution 

  
 

 Master Data Set Your Institution 
Email 35% 33% 
Internet 17% 7% 
Phone 10% 11% 
Personal visit to the office 13% 33% 
Social media (such as Twitter or Facebook) 1% 0% 
Student web portal 19% 7% 
Financial aid presentations or workshops (in-person or online) 3% 7% 
Source not listed 1% 0% 
Not applicable 1% 0% 
n 24,847 27 
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Please rate the quality and accuracy of the information you received via email, phone, or by visiting the office. 
 

Master Data Set Your Institution 

  

 
 
 

 Master Data Set Your Institution 
Excellent 36% 50% 
Good 39% 20% 
Average 17% 30% 
Poor 7% 0% 
n 9,715 10 
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Please rate the effectiveness of communication from the financial aid office. 
 

Master Data Set Your Institution 

  

 
          

  
 Master Data Set Your Institution 
Very effective 25% 36% 
Effective 34% 9% 
Adequate 26% 55% 
Ineffective 13% 0% 
Not applicable 2% 0% 
n 11,046 11 
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Please provide feedback on the following areas of financial aid. “This area is important to me.” 
(Master Data Set n = 8,902, Your Institution n = 11) 
 

Master Data Set Your Institution 

  
    

 Master Data Set Your Institution 
 Yes No No Opinion Yes No No Opinion 

Timely processing of submitted documents 93% 2% 5% 100% 0% 0% 
Timely response to email 88% 3% 9% 100% 0% 0% 
Timely notification of aid eligibility 92% 3% 6% 91% 9% 0% 
Availability to schedule an appointment with an advisor 75% 5% 20% 100% 0% 0% 
Advisor is knowledgeable and understands my questions 84% 2% 13% 91% 0% 9% 
Availability of scholarship search services 75% 6% 19% 73% 18% 9% 
Financial aid workshops (financial literacy, completing the FAFSA, general financial aid, etc.) 64% 11% 25% 82% 9% 9% 
Financial aid website usefulness 82% 5% 13% 82% 9% 9% 
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Please provide feedback on the following areas of financial aid. “The financial aid office does this well.” 
(Master Data Set n = 8,902, Your Institution n = 11) 
 

Master Data Set Your Institution 

  
    

 Master Data Set Your Institution 
 Agree Disagree No Opinion Agree Disagree No Opinion 
Timely processing of submitted documents 70% 18% 12% 82% 9% 9% 
Timely response to email 65% 16% 19% 91% 9% 0% 
Timely notification of aid eligibility 69% 19% 12% 82% 9% 9% 
Availability to schedule an appointment with an advisor 54% 12% 34% 91% 0% 9% 
Advisor is knowledgeable and understands my questions 64% 13% 24% 73% 9% 18% 
Availability of scholarship search services 44% 26% 29% 64% 27% 9% 
Financial aid workshops (financial literacy, completing the FAFSA, general financial aid, etc.) 48% 16% 36% 73% 18% 9% 
Financial aid website usefulness 57% 21% 23% 64% 27% 9% 



  

© 2020 Blue Icon Advisors                      Confidential - Page 12 

If your school has a student self-service website, please rate the helpfulness of the financial aid section.  
 

Master Data Set Your Institution 

  

 
 
 
 

 Master Data Set Your Institution 
Excellent 26% 18% 
Good 32% 18% 
Average 18% 27% 
Poor 5% 0% 
Terrible 3% 0% 
Not applicable - didn't use it 15% 36% 
n 8,861 11 
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In the past 6 months, how many times have you contacted the financial aid office (for example, via phone,  
email, or in-person)? 
 

Master Data Set Your Institution 

  

 
           

 
 

 Master Data Set Your Institution 
Never 14% 0% 
One time 22% 0% 
A few times (2-4) 46% 73% 
Multiple times (more than 4) 18% 27% 
n 8,767 11 
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Drag and drop to rank your communication preference in receiving financial aid information/notifications 
about your personal account, with the top space (#1) being the most preferred way to contact you.  
(Master Data Set n = 8,767, Your Institution n = 11) 
 

Master Data Set Your Institution 

  
 

Master Data Set 1  2 3 4 5 
Email 74% 19% 5% 2% 0% 
Paper letter 3% 14% 19% 21% 42% 
Text 5% 19% 31% 28% 17% 
Phone 9% 16% 24% 31% 19% 
Student web-portal 9% 32% 20% 18% 21% 

 
Your Institution 1 2 3 4 5 
Email 64% 27% 9% 0% 0% 
Paper letter 18% 0% 36% 27% 18% 
Text 9% 9% 27% 36% 18% 
Phone 9% 27% 9% 18% 36% 
Student web-portal 0% 36% 18% 18% 27% 
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Conclusion 
When comparing the master dataset from Blue Icon Advisors to White Earth Tribal and Community College results, the responses were different 
across all areas measured. Your students not only placed higher importance on financial aid services than the master dataset, but also ranked your 
ability to do them well higher. Responses regarding communication generally ranked lower than the master dataset, and communication 
preferences were different than the master dataset. 
  
Blue Icon wishes to express its appreciation to White Earth Tribal and Community College for its participation in Blue Icon’s beta test project and 
hope this report provides the data you need to support your continued efforts to improve service to students. Blue Icon commends the Institution 
for its willingness to undertake this self-assessment and work toward continued quality improvement, and we look forward to the opportunity to 
work together again. 
 
Blue Icon Advisors and the NASFAA’s Standards of Excellence (SOE) Review Program can provide additional customized consulting and evaluation 
services to your institution that can further identify opportunities to help you improve student services. To learn more, visit 
nasfaa.org/business_services.  
  

https://www.nasfaa.org/business_services
https://www.nasfaa.org/business_services
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Appendix A: Master Dataset Demographics  
Institutional Type 

Private 4-year & above 37% 
Public 2-year 31% 
Public 4-year & above 30% 
Public 4-year only 3% 
Private 2-year 0% 
n 11,465 

Institutional Sector 
Nonprofit 37% 
Public 4-Year 33% 
Community College 31% 
n 11,465 

REGION 
SASFAA 32% 
WASFAA 18% 
MASFAA 16% 
SWASFAA 12% 
EASFAA 12% 
RMASFAA 9% 
n 11,465 

Full-Time-Equivalent of Students1 
Under 1,000 0% 
1,000-4,999 24% 
5,000-9,999 34% 
10,000-19,999 9% 
20,000 and above 33% 
n 11,465 

 
 

  

                                                       
1 The number of FTE students is calculated based on fall student headcounts as reported by the institution on the IPEDS Enrollment (EF) component (Part A). More information may be found here: 
https://surveys.nces.ed.gov/ipeds/VisGlossaryAll.aspx.  

https://surveys.nces.ed.gov/ipeds/VisGlossaryAll.aspx
https://surveys.nces.ed.gov/ipeds/VisGlossaryAll.aspx
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Appendix B: Answers to Open-Ended Questions 
Please note: Appraisal responses were not edited for spelling or grammar, but personally identifiable information was redacted to retain 
confidentiality. 
 

Optional: List the one thing the financial aid office does best.  (300-character maximum length.) 

Communicates effectively 

Availability 

sends out reminders of deadlines for scholarships 

Responds to email, phone calls in a timely manner. 

Informing the students about scholarships out there to apply for. 

Getting the applications in. 

good to the students 

Helps students to get everything in that is necessary 
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Optional: List the one thing the financial aid office needs to improve the most.  (300-character maximum length.) 

Documenting why students receive the same scholarship at different times instead of one mass disbursement. 

faster disbursements 

Other options for students who don't have financial aid.  Scholarships that aren't just for Natives. 

Nothing 

Getting overages to the serious students in on time. 

I don't like the way our scholarships come out so spread out 
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