GLASS Q&A Wednesday, 12/03/2025

Regarding anything on the live Teams Q&A sessions, read.ai is not allowed.

We have updated our refund policy. Everyone should’ve received this. We understand that holding
checks has been an issue.

- Without having the digital list being received when the check comes in, that delays our process
severely.

- Another factor is students having multiple changes resulting in multiple partial refunds. When a
second or third comes in before the first is processed, Barb cannot process the first, as it no
longer aligns with what is shown in GLASS.

We batch weekly, if there’s an error for one student, that school’s check could be pulled from the process
entirely (refunding & deposit) until that issue is resolved. This way we are not holding everyone else back
from getting processed.

FAFSA changes are filed daily. As a result, many of the students who were ineligible at the time of
the waitlist may have now become eligible. When we release funds, those changed students get added
to the list still within FAFSA filing date order.

When you get the email from Jody indicating WG-TC funds have been released, here’s where you
can go to check if your school has any new students:
- go to “Rosters”

- specify your program and term
- click “All Students” at the bottom and download that report

- filter the ‘program status’ and then by ‘awarded’

We have aticket in for the random booting-off of GLASS. It has been happening to everyone using it.

Q: To clarify what was said above, let’s say the school first reduces someone’s award and needs to send it
back to HEAB, $1,000 for example. And then the week after that the school needs to send back $1,000
more. Are you saying do that in order, in the chunks they happen in?

A: If HEAB receives a refund for that first $1,000, and before we can process it, the second refund
of $1,000 is sent before the first one can be applied, the system will reflect both changes, and we cannot
override that number.
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Q: Can the school(s) be notified when a refund check has been processed to avoid any extra confusion?

A: HEAB will take it into consideration, something like a push-notification is a good idea and we
will be looking into it.

Also, the ‘financial summary report’ under the ‘standard reports’ tab should provide information
per program about refunds pending or paid if you ever need to know.

Q: What does qualified mean again?

A: Qualified is the same is eligible. The student meets all the criteria to have an award calculated
once there are funds available.

HEAB does have a ticket in to have all the ‘qualified’ references changed to ‘eligible’ in GLASS
since they mean the same thing, to avoid further confusion, for both schools and HEAB.

Q: Are you reaching out to these schools, so they know the refund list is missing, or that something needs
to be resolved?

A: Effective January 26, 2026, compliance by the schools is going to be expected with being timely
on sending out the digital refund list at the same time it is sent to the business or bursar’s office, so that
they arrive at HEAB prior to HEAB receiving the check. If the digital list doesn’t match the check, the
check will be securely shredded.

(Going forward, we are just asking for the digital list, no physical copy anymore!!)
Reminder to send the digital list to HEABmail@wisconsin.gov.

Q: Rather than shredding the check if no digital list, why not give the school a chance to submit the digital
list?

A: Past practice was to allow this, and it did not work because HEAB was frequently waiting for 30+
days for the list.

Q: Are schools notified when a check is shredded or sent back so a new one can be issued?

A: Yes, the school will be notified that there was no list received by the time we have the check,
and that the check has been securely shredded.

We believe shredding the check vs mailing the check back when there is an issue is the safer and more
secure option.
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Q: When notifying a school of a missing digital list, are you contacting more than one
individual? Sometimes emails get buried or they’re out of office, etc.

A: HEAB will not be contacting schools regarding missing lists. The digital list should be sent to
HEAB before the check is sent to HEAB from now on.

Q: Award amounts are in flux all semester, especially with enrollment changes, other funding that comes
in, etc. Processing one refund for a student and a second one at a later date is common. Can HEAB’s
processing of partial refunds be an upgrade to GLASS in the future?

A: Thatis a good question and HEAB is working on refining this process. The issue has been when
they come in rapid succession, and we can’t process the first one before the second one is submitted.

Q: Are there any future plans for HEAB to utilize ACH deposits for refunds (having schools electronically
send money to HEAB)? It seems like a lot of the delay in the process is that updates made in GLASS are
immediate, but mailing a check takes days/weeks.

A: We looked into this during the early stages of building GLASS, but it is not feasible at this time.
Q: Is there an ETA on the refund process going through GLASS? Spring disbursements or later than that?

A: Regarding the check policy, it will be on January 26, 2026. Regarding updates to the ‘Refunds
Due’ Standard Report, the updates are anticipated to be complete by January 31, 2026.

Q: Can we be notified when a refund check has been processed?

A: HEAB will take it into consideration.
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Q: Is it possible to give examples of when to use specific certification codes? Some of them could mean
different things to you than us.

A: As far as HEAB definitions of certification codes, these codes were provided as part of the new
system, and we are taking them at face value. Barb has done extensive testing on the results of each
code, and they are divided into two basic categories: CAN’T adjust term amount and CAN adjust term
amount.

CAN'T ADJUST TERM AMOUNT:

E-FULLY FUNDED= zero award, eligible

Y-CANCELLED= zero award, ineligible

H-PROGRAM NOT ELIGIBLE= zero award, ineligible
I-NON-MATRICULATED= zero award, ineligible

O-LOAN DEFAULT= zero award, ineligible

P-REFUND OWED= zero award, ineligible

W-WITHDRAWN= zero award, ineligible

X-DECEASED= zero award, ineligible, should apply to future terms
T-COLLEGE PLACEMENT TEST SCORE-= zero award, ineligible
N-ABOVE INCOME LIMIT= zero award, ineligible

Z-STUDENT DECLINED AWARD= zero award, ineligible

CAN ADJUST TERM AMOUNT:

A-CERTIFIED=awarded, can request funds

L-LEAVE OF ABSENCE-= zero award, ineligible

D-REVIEW PENDING= no change to award or eligibility, does not zero out awards at other schools

V-SELECTED FOR VERIFICATION= no change to award or eligibility, does not zero out awards at other schools

Q: If achange was made by accident in GLASS and a student now shows ineligible but is eligible, how
could we re-certify and award the student?

A: Ifit's enrollment level, go back and change the enrollment level. If it's a certification code
change, you must first remove the existing code and save. Now the new certification code can be added
and saved.



