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LooKING BACK, SUCCeSSFUL CoMMUNITY 

college students often cite the financial and 

personal challenges they faced while attending 

college. each year, college administrators help 

hundreds of students who might otherwise fall 

through the cracks, but the sad reality is that 

often the opportunity to make a difference 

for a student is lost because the business 

of higher education gets in the way. In an 

effort to improve operating efficiency, reduce 

staff burdens, and improve student success, 

many colleges are outsourcing financial and 

administrative functions. 

OUTSOURCinG SElECTEd 

FinAnCiAl And AdMiniSTRATiVE 

FUnCTiOnS CAn iMPROVE STAFF 

MORAlE And STUdEnT SUCCESS.

B y  J u d I T h  w I T h e r s P o o n

Building
Capacity  
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The decision to outsource these critical operating areas is 
often spurred by staffing challenges. It is almost impossible 
for a college to maintain the staffing necessary to seamlessly 
accommodate the peaks of the enrollment cycle. And under 
regular staffing levels, opportunities to help individual students 
may be lost due to the sheer volume of work. 

outsourcing call centers or burdensome administrative 
activities can help schools improve operating efficiencies 
while making an impact on student retention and success. 
At Chattanooga State Community College in Tennessee, 
administrators reported a significant reduction in the number 
of students purged for non-payment, attributing the reduction 
to the support provided by their outsourced financial aid call 
center, which freed aid office staff to focus on at-risk students. 
“As a service to our students each semester, notification is sent 
indicating their schedule will be deleted for non-payment by a 
specific date,” explains Debbie Adams, vice president of student 
affairs. “This message always generates an increase in call 
volume that cannot be handled by current staff. outsourcing 
calls during this time period allows an opportunity for students 
to get their questions answered quickly and frees the staff to 
process their awards, avoiding deletion of their schedule.” 

The trend of call center outsourcing began around 2000 
and has expanded over the last 12 years. Some of the first 
institutions to outsource were four-year public and private 
colleges and universities. College financial aid and business 
offices have also embraced the concept of outsourcing due 
to the seasonality of their work and the depth of knowledge 
required to successfully manage student inquiries. Third-party 
call center providers not only support inbound calls from 
students to administrative offices, but can also collaborate 
with campus officials to implement strategic outbound calls 
to students. outbound campaigns can effectively target 
students who are considered to be at-risk, giving colleges 
more horsepower for proactive outreach to improve retention 
and completion.

More recently, colleges have turned to third-party service 
providers for operational and compliance support. At 
Tallahassee Community College in Florida, “outsourcing 
presented an opportunity to enhance and expand services 
while maintaining or, in most cases, improving quality of 
service and fiscal integrity,” said Bill Spiers, director of 
financial aid. “By outsourcing direct lending reconciliation, 
we decreased the burden on internal staff and ensured every 
student’s account was accurate.” 

From a regulatory perspective, colleges can enter into 
outsourcing contracts with vendors (referred to as third-
party servicers in the regulation) to perform any aspect of 
the institution’s participation in any Title IV HeA program. 
The college should make sure that the vendor’s eligibility 
to provide the service has not been limited, suspended, or 
terminated by the U.S. Department of education (See 34  
CFr § 668.25(a) and (b); 34 CFr § 668, Subpart G), and  
other obligations also apply. 

outsourcing can have a positive impact on student 
completion and improve morale for overburdened 
administrative staff. The likelihood of positive results 
increases when the chosen vendor has significant  
experience in higher education. outsourcing works through 
partnerships, strong communication, and adherence to a 
common goal — in other words, in the same way that a 
board works. When all eyes are focused on making sure 
students receive the best service possible, everyone wins. 

Judith Witherspoon is senior vice president at 
Edfinancial Services. She can be reached at 
Jwitherspoon@edfinancial.com or 865-342-5200. 
This article provides general information only 
and should not be construed as legal advice 
or a legal opinion and should not be used as a 
substitute for legal counsel. 

OuTsOurCing wOrks ThrOugh pArTnerships,  

sTrOng COmmuniCATiOn, And AdherenCe TO A COmmOn gOAL —  

in OTher wOrds, in The sAme wAy ThAT A bOArd wOrks. 
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