Communication That Prevents
Escalation

e Supporting Students & Families with Clarity,
Calm, and Confidence

e Tailored for NCASFAA



Why This Matters in Financial Aid

e Financial aid is complex a
families

e Clear communication lowe
contacts

e Professional tone protects trust and staff
well-being
e Prevention beats damage control



Explaining Complex Issues Clearly

Techniques:
e Use plain language; avoid

e Limit to 2—3 steps at a tim
e Give a concrete example
e End with ‘what this means for you’



A 5-Point Structure That Calms

1) What you asked

2) The short answer

3) Why

4) Next steps + timeline

5) What to do if something changes



Documentation Requests That

Prevent Back-a

e Name the exact documen
e Provide a correct example
e Explain why it’s needed
e How to submit + file format
e Clarify what NOT to send




Document Request Template
(Copy/Paste)

e We need: [document name]
[where/how to obtain], [hoy

e We do NOT need: [common L
photos], [screens missing names/dates]

 Deadline: [date]. Reply here with questions.



Handling Emotionally Charged
Conversati

e Listen first; acknowledge f

e Don’t match volume or pa

e Use grounding phrases: ‘H
do...

e Shift to steps and timelines



Phrases That Help vs. Phrases That
Harm

 Helpful: ‘Let’s look at this together.” ‘Il can help
with the next step.” ‘| hear how frustrating this
feels.” ‘Here’s what we can do right now.”’

e Harmful: ‘l already told you...” ‘That’s just the
policy.” “You should have...” ‘There’s nothing |
can do.



When Parents Dominate or
Interrupt

e Redirect kindly to the student when
appropriate

e Set boundaries; use strategic pauses
e Bring back to steps, not emotions

e FERPA: explain why a release/student
present may be required



Email That Prevents Escalation

e Short paragraphs; bullet p
e Answer all questions the fi
e Repeat documents and deauiiiics

e Positive language: ‘To move forward, please
upload...’



Case Study — Maya: ‘Missing
Documents’ Alerts

Issue: Repeat alerts despite student uploading
files

Approach: Clarify exactly what’s missing and
why

Fixes: Provide upload link and correct
example; check for misfiled/duplicate uploads

Outcome: One email + one call resolved; no
escalation



Case Study — Mr. Wilson: Angry
About Verification

Issue: Parent upset about tax docs request

Approach: Acknowledge burden; explain
requirement plainly

Fixes: Short list of exact items + how to obtain;
send recap email

Outcome: De-escalated; documents submitted
within 24—-48 hours



Case Study — Brianna: In Tears
Over Balance

e |ssue: Overwhelmed and hopeless

 Approach: Slow pace; split into two steps
(what’s confirmed vs. the gap)

e Fixes: Give a written next-steps plan before
ending

e Outcome: Calmer student; fewer follow-ups;
plan executed



Facilitated Discussion (Small
Groups)

e Pick one scenario: (1) Paren
exceptions (2) Student over
(3) Repeat doc errors (4) E

Discuss

* Discuss: Trigger, prevention strategy, and a
usable script for your office.



Build a Communication Culture
That Prevents Escalation

e Consistent staff messaging

e Unified templates and checklists

e Brief role-plays in staff meetings

e Share wins and hard cases to learn fast



Questions & Open Conversation

 What patterns do you see most? What
templates or scripts should we create next?
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