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DISCLAIMER

Members of the Association recognize that one of the purposes of the 
Association is to provide training and informational services to its members 
through training conferences and periodic written material.  While the 
Association shall utilize its best efforts to provide its members with the most 
current information available, there can be no assurances or warranty that its 
interpretation of any rule, regulation or statue will be in conformance with any 
present or future interpretation of such rule, regulation or statute by any 
appropriate governmental authority.  Accordingly, each member shall hold the 
Association harmless from any claims, damages, or liability resulting from such 
member’s use of any information, data, or interpretations as provided to such 
members by the Association.



AGENDA

• Document Types: Layering Documentation

• Evergreen Documentation

• Technical Resources for Organization

• Know Your Audience: Accommodating New Staff to Emerging Leaders

• What Makes a Good Document

• When Auditors Come

• Things to Take Back Home

• Q&A



A PILE OF PAPERS THAT’S BEEN THERE 27 YEARS

• Sorting through binders and old handbooks and notepads: what is important and what 

isn’t?

• Regulatory whirlwinds: manuals that are out of date the moment they are printed

• Anything stored on paper older than 7 years is a liability

• Lean into the digital age: scan and index!

• Single Point of Failure

• Knowledge trapped in one person’s head can cause an entire process to bottleneck if 

that person left



“LOOKING FOR ANSWERS TO QUESTIONS THAT BOTHERED THEM SO”: 
THE LAYERS OF COMPLIANCE

Singular

Policy

Standards

Processes & Procedures 
(P&Ps/SOPs)

Quick References/Cheat Sheets
Many

Reviewed as needed (at 
least semesterly)
Approved by middle 
managers

Reviewed yearly
Approved by process owners

Reviewed every 2-3 years
Approved by senior leadership or 
director

Reviewed every 3-5 years (or with 
major regulatory changes)
Approved by director

Quantity of Articles



“I LOVE THE NOW”

• Living documents

• Changing the philosophy of documentation

• Empowering staff: senior leadership does not have to carry the load

• Dynamic: Updated in real-time, not annually

• Accessible: Cloud-based and searchable (no more "Where is that saved?")

• Collaborative: A shared responsibility, not a solo burden



“LIVING LIKE THE JETSONS IN A WACKY WIRELESS FOG”

Using technology as an ally

Tools for the modern office:
• Internal wikis/SharePoint/OneNote/intranet: easy searchability
• Project management/data visualization tools (i.e.: Power BI): who is doing 

what?
• Recording meetings: easy to do on Teams and Zoom. Show AND tell!

Bridge the gap between static storage and collaborative workspaces



“SEARCHING FOR MY LOST SHAKER OF SALT”

Documentation ecosystems
• SharePoint: The “Office Bible” (Policy manuals, federal guides, and audit-ready archives).

• Version History: ability to revert back to specific days – helpful for audits/compliance 
checks

• OneNote: The "Daily Driver" (Standard Operating Procedures (SOPs), “Quickies” (process 
guides), and staff-level collaboration).
• Searchability inside images – helpful for new staff to familiarize themselves with your SIS

• Secured Intranet/Knowledge Base: “Home Base”
• A centralized landing page to ensure staff never have to ask, “where is that saved?"

Why These Work: Searchability, Version History (Audit-readiness), and Real-time Syncing



FINDING YOUR “ONE PARTICULAR HARBOUR”

• User experience (UX) should accommodate to all users

• 3 click rule: if a staff member can’t find a document in 3 clicks, they will stop looking and just 

ask their supervisor

• Every “daily document” (technical references, SOPs, quick process guides) should be 

accessible within 30 seconds from your “one particular harbour,” whether that be internal drive, 

Intranet, or SharePoint

• Questions to consider:

• Do you have a singular home base?

• Is that landing area clear on which tools hold what information?



“A COWBOY IN THE JUNGLE”: NEW STAFF INTEGRATION

• Ease of access is everything, especially for new staff

• In the first 30 days, use curated reading lists so to not overwhelm

• Challenge them with knowledge checks: encourage them to find 

typos/mistakes/inconsistencies

• Make searchability a propriety: keywords on knowledge bases, table of 

contents, etc.



SON OF A SON OF A DIRECTOR: SUCCESSION PLANNING

• Thorough, cohesive documentation builds resilience

• If a key lead leaves tomorrow, can the office function?

• Cross-training through documentation

• Standardized templates for "Standard Operating Procedures" (SOPs).

When a staff member leaves, their "Knowledge Legacy" stays in the Shared OneNote, 

rather than being buried in their personal Outlook "Sent" folder or a private "My 

Documents" drive

• Two-week test: can your ship stay on course?



“GYPSIES IN THE PALACE”: DEMOCRATIC OWNERSHIP

• Democratize your documentation process

• Everyone is an author: staff who do the work should document the work

• See a gap, fill a gap

• Peer review: have staff review each other’s guides to test for clarity and 

understanding

• If the staff member that did this job left tomorrow, could I do the job?



MAKING YOUR DOCUMENT A 
“CHEESEBURGER IN PARADISE”

A C C E S S I B I L I T Y

P L A I N  L A N G U A G E

C O N S I S T E N T  L A Y O U T

V I S U A L S

C I T AT I O N S

Keywords throughout, and references to where to find related 
documents. Is the document accessible and editable for staff in 
hybrid/remote environments?

Standardized template to ensure familiarity. Table of 
contents and listing of process owners if documentation 
is unclear

5 Ws (who, what, when, where, why) are all important, but staff want 
to know  WHY they are taking these steps. Map direct links to the 
relevant volume/chapter of FSA Handbook.

For complex system workflows, include annotated 
screenshots to properly chart navigation

Simple is best: industry jargon or excessive acronyms can 
confuse staff new to a process or to financial aid as a whole. 
Write for the person doing the job.



“FINS TO THE LEFT, FINS TO THE RIGHT”: WHEN AUDITORS COME

• If you stay ready you don’t have to get ready: always assume an audit is 

tomorrow

• Compliance at your core: link FSA handbook sections/CFR statutes within 

your SOPs

• Notate version changes: what changed and when/why?

• Get together with subject matter experts regularly to audit documentation



“EQUAL STRAIN ON ALL PARTS”: WHAT’S NEXT

• Pick one process, build one template, sail one mile at a time
• Pick one process that currently lives in someone's head.
• Choose a central location (SharePoint, etc.).
• Draft a simple template.

• Culture shift: when staff ask a “how-to” question, respond with link to 
document(s) first.

Iterate: It doesn't have to be perfect, it just has to be present

The Goal:
Documentation that works so well, you can actually leave on time.



THANK YOU!

May 26-29, 2026



QUESTIONS?

My playlist: 
https://open.spotify.com/playlist/386zbhB6Db

XQyFuf6je9gI?si=124ef110fc25435e
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