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FROM THE PRESIDENT

Last month I had the opportunity to represent
GLACUHO with President-Elect Michelle Sujka
during the Regional Leadership Meeting at the
2016 ACUHO-I Annual Conference and
Exposition. It was interesting to see how the
regions are working through very similar and
sometimes very different issues.
One thread of conversation was the role of
regional associations, as well as the role of
ACUHO-I, within a relationship that is best
described as that of siblings. The Regional
Affiliation Task Force continues to seek to define
how the regional associations and ACUHO-I will
complement each other, find synergy, and
work together as we move into the future. PastPresident Stacy Oliver-Sikorski (Lake Forest
College) and Matt Kovach (Ball State University)
have been representing our region well and will
continue working with this group through the
time their report is due in the fall. This is an
exciting opportunity for all of the regional
associations and ACUHO-I to produce even
better resources for our members.
One area that represents complementary work
between the regional associations and ACUHOI is that of advocacy that ACUHO-I has taken
the lead on. I know that many people have
found the webinars and other resources on FLSA
very helpful. Another area that ACUHO-I has
taken the lead on is that of research in our field.
This theme was prevalent throughout the
conference as a renewed focus area.
Colleagues in many sessions were sharing how
they have implemented evidence-based
solutions to common housing functions (such as
student staff selection). How can we challenge
our staff to continue or being to apply research
to our everyday work? GLACUHO will continue
to provide avenues for individuals to share their
work through TRENDS, webinars, and annual
conference presentations.
As we bring on new staff and prepare for the
upcoming academic term, I am reminded of
some unique opportunities and challenges we
will face in Fall 2016. Last year ended in the
midst of student activism around topics such as
systemic racism and campus climate. These
issues remain raw for many. As we bring on new

staff and prepare for the upcoming academic
term, I am reminded of some unique
opportunities and challenges we will face in Fall
2016. Last year ended in the midst of student
activism around topics such as systemic racism
and campus climate. These issues remain raw
for many. The presidential election has the
potential to bring a level of dialogue and
divisiveness to our campuses that has not been
seen in some time. Implementation of the new
FLSA rules may substantially shift how our
departments operate. Budget and enrollment
concerns also impact many campuses. For staff
beginning new positions, these issues will
compound the already daunting task of
learning to navigate a new place. How are we
assisting our student (as well as our staff) in these
unique times? What training, conversations,
programs, or procedures should be revisited or
created to help with this?
Time and again, our field has adapted,
advocated and supported our residents, and
came out even stronger on the other side. I wish
you and your team much success, learning,
and joy as you enter the new year and create a
transformational environment for your residents.
Sincerely,

Paul Hubinsky
GLACUHO President
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The Blind Spot in Student Affairs:
How the Driving Force of Customer Service Creates
Inequity for Marginalized Student Populations
Jazmine Williams
When learning to drive we are
taught to not just check our mirrors, but to also turn and check our
blind spot before changing lanes.
We do this so we can be sure that
things are actually as they appear in
our mirror, that we haven’t overlooked or missed something before
we make a change. Of course, there
are people who fail to do this from
time to time and the run the risk of
hurting themselves and the people
they overlooked who were driving
beside them. Applying this analogy to the field of Student Affairs,
our institutions are the cars, we
are the drivers, and unfortunately,
our marginalized and oppressed
students are often positioned in our
blind spot. Despite our best intentions, we may check our mirrors
and think we have made a good
decision to change lanes, but we
forget that mirrors only reflect our
perspective. Sometimes we need to
actually turn our heads and double
check.

I recently presented at an inclusion and equity summit on a topic
I have been mulling over for over
five years now. My presentation,
The Customer is Always White:
How the Customer service Model
Overlooks Inclusive Equity in Favor of Financial Equity focused on
the gaps in the use of the customer
service philosophy in Student Affairs. Higher education has slowly
began to merge into the customer
service lane. There is no deficit in
opinion pieces citing a response
to millennial desires or competiveness between institutions.
However, having spent most of my
professional career in housing and
residence life, I began to notice
a pattern, even across multiple
institutions, in the demographic of
those who were able to fully utilize
customer service. Moreover, I
noticed that certain students, those
who were white, middle/ upper
class, 2nd or 3rd generation, were
more likely to utilize loopholes that
using a business model or philosophy, such as customer service, in
education inevitably creates. In all
of those opinion pieces and arti-

cles on the merits of using a customer
service philosophy in higher education,
there is no conversation on who exactly
our customers are or if our practices are
equitable. Initially, I did look to see if
there was anything addressing the trend
I was seeing, but was unable to find
anything substantial. Therefore, I pulled
from business, sociology, psychology,
and student affairs to support my theory: that the customer service model
is not accessible to low income, first
generation, or students of color due to a
cultural mismatch.
Without getting too deep into theory and
research, what I am theorizing is best
explained in an example that may seem
familiar to many other student affairs
professionals:
Two students: Student A is a white, middle class, third generation, freshman.
Student B is a Latino son of migrate
workers, first generation, freshman.
They both receive a bill from the university they believe is incorrect, both
appeal and both are denied.
Now, this is the place were identity and
privilege effect the outcome; Student A’s

father calls the director of the department, requests a refund, and despite
missteps by student A that created the
charge, they are granted a refund.
Most of us in student affairs have
seen this happen before. This is an
example of what articles condemning
the customer service philosophy are
referring to; giving a student what
they want simply because they demand it. On the surface, this does not
seem like a discriminatory practice,
more like an unethical one. However,
I argue that exclusion is not simply
closing doors, but hiding them so
others do not know they exist. That is
how we fail student B.
Student B cannot afford the charge,
does not pay, and his account is
delinquent.
This fine, depending on the policy
at the university, could keep Student
B from returning the follow year or
even obtaining transcripts to transfer. Students B’s education has been
halted on all points. The question
may remain why student B didn't
follow Student A’s steps to have the
charge removed. There are several
possible reasons I cover in the presentation, but in terms of a culture
mismatch, the greatest barrier is
student B isn’t even aware something
as easy as a parent phone call or call
to the president is all it would take to

resolve this. He is operating in a
culture very different from his own.
A culture based on white, middle
class, college educated norms. The
loopholes in higher education’s
customer service are cultural capital. They are passed on from parents who attended college, know
the system, and know the power of
their own influence. This applies to
many other parts of student success
as well: knowing you can appeal a
grade, request accommodations in
class or in the residence halls, even
knowing the difference between a
W or an F. We could say things in
the mirror are closer than they
appear and take a positive spin on
this. We could say that because our
students of color, 1st generation,
and low-income students are playing by the rules, often against other
students who are not, and are still
successful, they should be
celebrated. However, in reality we
lose many students from our most
margin-alized populations along
the way, sometimes over something
as small as a $50 charge.
Our first generation, low income,
and students of color come in the
university system facing many
disadvantages most universities
predict and attempt to address. We

create bridge programs, peer mentor
groups, and encourage participation in
multicultural student groups. However,
there are barriers embedded into many of
our systems and practices that sit in the
same blind spot as our disenfranchised
students, they are invisible to us. The
route becomes so familiar, even to those
of us who identify as part of a disadvantaged group, we do not think about
the turns and short cuts. Because of our
viewpoint, as the driver who has been
down this road often many times before,
both the route and the destination seem
obvious. As student affairs professionals
and change agents, it is our responsibility to pay attention and recognize roadblocks that even our students don’t see.
This means we have to stop to ask why
we take the path we do, sometimes take
a new route, and make sure to turn our
heads to check our blind spot.

MOVE-IN DAY
WE CAN HELP WITH THAT!
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Building Inclusive
Mentoring Communities
Peer Mentoring High Risk Student Populations
Chaitanya Ejner IUPUI 21st Century Scholars Office Assistant
Brooke Moreland-Williams IUPUI 21st Century Scholars Scholarship Coordinator

Building Inclusive Communities
Students are going through many changes as
they experience college. It is the responsibility of
leaders to build inclusive communities that allow
students to learn about themselves and the diverse
people around them (Hollander, 2012). An inclusive
community is an organizational culture that allows
students to reflect on who they are as individuals,
how to critically think of solutions to issues that
they may face, and how to maintain quality
interactions with their peers and professionals in
the field (Hollander, 2012). Leaders can steward
organizations through nurturing relationships
within their organization (McCuddy & Pirie, 2007).
Regarding mentorship, paraprofessionals and
professionals in student affairs can interact with
students, communicating to them that they are
available allies, advocates, guides, or even sounding
boards if students need individuals to give advice
and knowledge (McCuddy & Pirie, 2007).
Mentorship can be informal or formal. Formal
mentorship is highlighted in this article, in the form
of programs implemented by universities. At Indiana
University Purdue University Indianapolis (IUPUI),
there are almost 2,000 21st Century Scholars, many
of whom are first-generation, students of color, or
are from lower income households. These students
may not have the social capital to ask the questions
that need to be asked in order for them to be
successful while in college. The professionals
working in the 21st Century Scholars Success
Program (TFCSSP) at IUPUI have a mission to
provide programming like career development,
financial literacy, and diversity education in order to
inform students of how to not only maximize their
scholarship award, but how to use the resources
around them as they experience college. The 21st
Century Scholarship began in 1990 with a mission
to graduate more individuals from college and to
empower the Indiana workforce. Students can sign

up for the award during their 7th or 8th grade year
in middle school, and work with their guidance
counselors throughout middle and high school to
enter college with an understanding of maintaining
a specific grade point average to maintain their
scholarship. The award pays for 100% tuition at
Indiana public universities, and pays for mandatory
fees. Some institutions that may have additional
funding could offer supplemental dollars to their
scholars, helping them to pay for elements of the
student’s account like housing, books, or even
other fees.
Leaders can educate students about how to best
achieve their degree maps, communicate how to
best avoid pitfalls related to coursework, guide
students on how to become productive residential
citizens and even encourage students to take
advantage of student leadership opportunities.
Cogner & Fulmer (2003) discussed the leadership
pipeline approach, where leaders can prepare their
followers for future opportunities that they may
embark upon as they grow as scholars, and later
enter into the workforce beyond college.

peer mentoring
The 21st Century Scholars Success Program
(TFCSSP) at IUPUI is a nationally recognized peer
mentoring based program, and its mission is to aid
incoming freshman students with complex college
transitions. Students in the program are assigned
a peer mentor who they meet with throughout their
first year at the school. The peer mentors help
students by sharing the experiences they have
encountered during college, ensuring that students
are conscious of the numerous resources the IUPUI
campus has to offer. These mentors help keep
the students who are being mentored on track
with their academics. Students in the TFCSSP

also attend group sessions with other 21st Century
Scholars. Group topics vary from session to session
and can range from diversity training to financial
literacy. The peer mentors of this program strive to
be leaders on and off-campus; role modeling how
being a successful college student can be fun and
rewarding.
Students who are a part of mentoring communities
feel more connected to their college experience
(Institute for Higher Education Policy, 2011).They
are more likely to reach out to their peers when
they have questions or concerns. Students who feel
like they are a part of a caring community may
think twice before dropping out of college, and may
seek their mentoring community for solutions before
making the final decision to leave (Institute for
Higher Education Policy, 2011). IUPUI is considered
a commuter campus, a campus where many of
its students live within the city of Indianapolis, but
not on the actual campus. Not having students
who primarily live on campus can make building
mentoring communities complex. Professionals
and paraprofessionals who work for formal
mentor programs have to be creative in how they
implement programming and incentivize students
in coming to their offices. At IUPUI, students in
the peer mentor program meet individually with
their mentors and in groups with other peer 21st
Century Scholars students, building relationships
with those individuals (Rhodes, Grossman, & Resch,
2000). Those relationships are filled with positive
leadership development activities, time for reflection,
and moments when students can get to know
each other on a level that promotes team learning
and communal values (Hernandez, 2008; Rhodes
et al., 2000; Von Krogh, 2011). Though students
may live off campus, hold jobs, or may even have
children, students of the peer mentoring program
feel compelled to spend time with their peers, and
come to the office seeking answers that assist them
in graduating on time.

understanding the student experience
Understanding the student experience is important
for professionals and paraprofessionals working
in students affairs. Even working in housing, leaders
have a normative goal of developing high quality
communities within their residence center and living
learning communities (Hernandez, 2008). The student
experience is important in assisting staff to improve
upon systems that may oppress specific student
populations. It can also help leaders to innovate new
services to assist students in building connections

with their peers. At IUPUI, programs are now
offered in the form of distance education
workshops. These distance education options are
delivered via conference call and allow more
students to attend programs, allowing students to
hear the perspectives of their peers regarding their
experiences and their scholarship award.

In the eyes of an experienced mentor who
worked at the IUPUI 21st Century Scholars
Success Program, he felt that getting to work
with a diverse group of students and fellow
mentors benefited his personal development.
Actual Peer Mentor Perspective: “As a mentor
for the success program, I had the opportunity to
work with mentees who came from all kinds of
backgrounds. This has allowed me to become more
relatable with the people I have interacted with and
will interact with in the future. Having the asset of
being able to understand people who have come
from all kinds of background is a valuable skill to
possess in all job fields. Many aspects of being
a mentor were gratifying. Being able to witness
the mentees successfully go through the college
transition and seeing the mentees overcome the
challenges of coming to college are just a few
examples. I am grateful I had the opportunity of
watching the mentees accomplish the goals we set
for them during their individual meetings.”
Students have the opportunity to learn how to
work across diversity groups. No one is perfect in
working with others, but at least students gain some
skills in how to communicate with people who look
and think differently than they do. Students get to
role model positive values like honesty, integrity,

and understanding as they are exposed to peers
who deal with issues like failure, rejection, and
homesickness. Peer mentors, the student leaders of
the program, learn how to balance what it means
to advise their peers. The student leaders get an
understanding of the difference between appropriate
and inappropriate forms of communication to
demonstrate in front of their mentees.

fighting toxic leadership
In a program such as the TFCSSP, where incoming
students are experiencing complex transitions from
high school to college, leaders need to be impactful
in a positive manner. Incoming students do not need
student affairs professionals and paraprofessionals
who are unable to exhibit emotional intelligence,
and individuals who do not appreciate the diversity
of others. For many students, their first time working
with a professional staff member will be during their
time in higher education. Some students are also
learning how to communicate their perspective for
the very first time. A leader who is brash,
aggressive, and unaware of their leadership behavior
or speech could cause students to shut down,
stopping them from asking questions that they need
to ask in order to be successful (Johnson, 2016;
Riabacke, 2006).
Actual Student Perspective (1): “The toxic leaders I
have experienced mainly have been professors. A
pattern I noticed across these leaders is that, the
more experienced they are or more time that they
have been at the institution, they have a tendency
to become less ambitious towards the students. This
comes off as if they are not even trying or care for
the students they work with. They feel their jobs are
secured due to the amount of time they have
worked with the institution. Toxic leadership comes
with a waterfall effect. Individuals who have
experienced toxic leaders seem to eventually pick
up on those traits and become dysfunctional leaders
themselves. “Some toxic leaders have had poor role
models. Since they were mentored by toxic leaders,
they operate under a faulty definition of leadership.
Often they are vocal advocates of “strong
leadership,” but they have a distorted definition of
strength. They think they have to control everything,
not realizing that over-controlling produces toxic
effects like those I highlighted in my example.”
(Wilson-Starks, 2003, p. 3).
Actual Peer Mentor Perspective (2): “There are also
the leaders that are unaware that they are being
toxic. I believe these leaders are the ones who may

believe they are helping others but in reality are
degrading them. For example, I had a professor
who was very critical, even about the smallest of
mistakes. I understand that the professor was in the
right when it comes to correcting mistakes but, the
way they presented the mistakes came off as if they
were telling the students that they were not cut out
for their major.”
As professionals and paraprofessionals read these
student perspectives, it is important for leaders
to see the importance of being aware of the
organizational culture that they build (Cameron
& Quinn, 2011; Hernandez, 2008). Mentoring
communities are supposed to be composed of
trust, understanding, and inclusivity. If leaders
cannot show concern and care for students in
their communities, those followers may not be
willing to share who they are and may not have
the opportunity to explicitly communicate their
perspective (Hernandez, 2008). “Leaders and
followers often share a folie a` deux, a collective
madness that allows each side to accept uncritically
common goals and behavior.” (Allio, 2005, p. 15).
Leaders must know who they are in order to assist
students in understanding who they are as growing
scholars (King, Altman, & Lee, 2011; Komives et
al., 2015) and to successfully build and maintain
effective inclusive mentoring communities.
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The ACUHO-I Internship
A Summer to Remember
Ashley Holthaus | Intern at the University of Cincinnati
Introduction
“If you could live anywhere in the country
for a few weeks, where would you want to
go?”
My mind raced thinking about the opportunity to work in a new environment over
the summer. Born and raised in a small
farming community in Ohio, I attended
Bowling Green State University for my
bachelor’s education. Trying to spread my
wings, I crossed the state line for my graduate education at Ball State University.
So where would I go now? I was interested in several institutions in a variety of
locations across the United States. The
opportunities were endless. After multiple
phone and Skype interviews and weeks of
anxious waiting, the time came for me to
make a decision on where I would spend
my summer. Most importantly, I had to
decide what opportunity would challenge
me to grow as an aspiring student affairs
professional and provide me with valuable
new experiences.
The where became
less important to the
what, or the experience I wanted to
have. At the end of
the ACUHO-I internship process, I
made the decision to
intern with Resident
Education and Development (RED) at the
University of Cincinnati in Cincinnati,
OH. I was beyond
excited to be a part
of a growing department in exciting time
at the University of
Cincinnati. UC was
experiencing a time
of increased student
enrollment and RED
was in the beginning
stages of creating a
Residential Curric-

ulum. Attending all the Reds games I could,
and eating as many Skyline cheese coneys
as possible were added bonuses to my
decision! I may not have traveled thousands
of miles from home or my current institution,
but what I found was a love for the city, skills
for my future career, unforgettable memories,
and a new family of professionals who would
teach me more than I could have imagined.

Projects

Over the course of the summer, I completed
a variety of projects for RED. By sitting on
the Education and Recruitment Committees,
I was able to develop a list of data points to
ask UC peer institutions. When asking UC’s
peer institutions for information surrounding best practices for front desk operations,
offering of an RA class, and lockout policies, I
carefully considered the clarity of my questions and was overwhelmed by the response
rate. In addition, I attended an assessment
conference hosted by the UC Division of
Student Affairs where I learned a great deal
about collecting data and using findings to
guide our work.

As previously mentioned, RED is in
the beginning stages of transitioning
to a Residential Curriculum. As a
department focused on enhancing
student learning outside of the classroom, this was an exciting initiative
and a great learning opportunity
for me. I was able to be a part of a
departmental workshop, analyzing
the vision and mission of RED and
creating goals for the on-campus living and learning experience. Being
a part of conversations surrounding
a Residential Curriculum allowed
me to reflect on ways in which I can
better serve in the residence halls
throughout my career.
What I appreciate most about my
internship was the opportunity to
make it my own. While the department had predetermined projects for
me to complete during the summer,
I was also encouraged to take on
my own unique project. When I had
completed a couple of weeks of the
internship, I met with my supervisor

Experience:
for our weekly 1:1 and decided what my
unique project would be. I thought about
my professional development experiences and came to the realization that I was
lacking experience with advising. Having
very little advising experience or knowledge about advising, my supervisor and
I decided I would develop an “Advising
Handbook.” The handbook could be used
by RED advisors for RHA and hall governments. In the creation of the handbook, I
read a variety of publications surrounding
best practices for advisors and learned
ways to be successful in this role. I am
hoping to put my knowledge into action
this coming academic year by advising a
student group/organization on campus.

Relationships

As a part of my internship with RED, I had
the opportunity to develop relationships
with the staff. I enjoyed grabbing meals
with Residence Hall Directors, learning
about their professional journeys and getting to know them on a personal level. On
Fridays, the “Lunch Bunch” (RED staff)
enjoyed lunch at various locations around
the city. Getting to know these amazing
people was a major highlight of my experience! Additionally, I was introduced to a

variety student affairs professionals outside of RED. I was able to meet with these
professionals to learn about their work at
UC and their professional journeys.
The University of Cincinnati’s Housing
Operations department selected two
ACUHO-I interns to join them this summer
as well. The three of us lived next door to
each other in one of the campus apartment complexes.

Recommendations

For any graduate student considering an
ACUHO-I internship, my advice: absolutely do it! The experience is one you
will never forget. To truly make meaning
of your ACUHO-I experience, I challenge
you to be open to any and all opportunities. Get to know the department. Get to
know the people. It may just be your best
summer ever!

Every Thursday, the interns went out
exploring the city. We ate at The Eagle, an
infamous fried chicken hotspot located in
Over the Rhine, a developing region of the
city. One week, we ventured to Fountain
Square and learned how to Salsa dance
with community members. On another
occasion, we crossed the Ohio River
and went for a run through Newport and
Covington, Kentucky. Although one of the
interns was a St. Louis Cardinals fan, I
convinced her to experience a night at
Great American Ballpark as we watched
the Cardinals and Reds (the Cardinals
won - let’s just say it’s been a rebuilding
year for my Redlegs). I gained two awesome friends as a result of my ACUHO-I
experience and can’t wait to meet up as
our paths cross in the future!

Left: Ashley with her fellow ACUHOI Interns Samia Ahmad and Colton Janes. Middle: Ashley poses with
the UC Bearcat mascot. Right: Ashley poses with the iconic Queen City sign in Cincinnati.
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Spotlight
Meet Danielle Merrill!
Michigan State Delegate
Why did you enter the housing profession and what
keeps you in it?
When I first entered college we were all required to
complete four-year plans during our first semester. I
ended up helping all of many friends in the program
complete theirs as well, and for me it was a lot of fun. I
didn’t realize it then, but I also enjoyed being able to help
my classmates understand the college requirements and
create their plan to ultimately be successful in college.
Today, it is a lot of the same thing, just a different
population. Being able to help a student, or more often
someone I supervise grow and develop and be
successful in whatever they are doing is what keeps me
working in housing.
What accomplishment in the past year are you most
proud of?
Something I am very proud of in the past year is
definitely becoming the Michigan Delegate for
GLACUHO. While it wasn’t the most conventional path, I
am still very proud and excited to serve Michigan in this
capacity. I am looking forward to having the opportunity
to connect with so many more individuals and hopefully
help grow their involvement in the organization.
Outside of housing what is a passion area of yours,
and how do you find ways to bring it into the work
that you do?
Unfortunately (or fortunately, depending on who you
ask), the work I do and the relationships I build within my
role is one of my major passion areas. However, while I
don’t know if I would classify them as passions, the
things that I enjoy doing outside of my role that show up
in my work are definitely creativity and reading. I love
opportunities to be creative and have recently
rediscovered how much I enjoy crafting, however, the
jury is still out on adult coloring. In my work I like to be
creative, I believe creativity can make what we do that
much more efficient, and in return enjoyable, and

potentially better for someone else. My love for reading
is super evident in my ever growing bookshelf (and my
amazon account). Many of the books I read directly
relate back to the work we do and being able to apply
that knowledge makes me a better practitioner.
Can you tell us about a moment that you believe was
really impactful in your career?
One of the most impactful moments in my career was the
graduation of one of my RAs. During my first semester
as a full time professional I had to release an RA from
the position because their GPA fell below the
requirement. Not only was this the first person I ever had
to let go, but they were a good RA and very passionate
about the role. I made them a promise that if they got
their grades back up I would do everything I could to hire
them back. We met often and after two years and a lot of
hard work, they got their grades up high enough to be
able to return to the RA role. A year and half later on
their graduation day, and their last day as RA, they
handed me their graduation cap; on it was written
“Without you this would not be possible.” That was the
moment that everything came full circle and reminded
me that what we do every day matters.
What is a fun fact about you that you would like to
share with GLACUHO?
Oh geez! In true student affairs fashion I am horrible with
fun facts, so I will go with an embarrassing/guilty
pleasure and a random fact! I have watched the entire
series of Dawson’s Creek multiple times, to the point
where I recognize when they use the shooting locations
on other shows. I know, it’s a problem. And a random
fact is that I don’t like cilantro, actually I hate it. I wish I
could experience what it tastes like to people that enjoy
it, because Chipotle seems like a good time but they
infuse their air with cilantro, so it just doesn’t work for me.
Twitter handle: @DanielleElyse8

Fake it ‘til you
make itExamining Burnout in Live-on Housing & Residence Life Professionals
Matthieu Hertilus

INTRODUCTION:
“Here we are in a field of residence hall managers,
student activities coordinators, Greek life directors and
other assorted student affairs specialists, all trained
extensively on exactly what to do should a student
display suicidal ideations, and yet we are ill-equipped
to talk about our own fragile place in this college
landscape” (Schneck, 2013).

dimensions: emotional exhaustion, depersonalization
of others, and a feeling of reduced personal
accomplishment. This definition is consistent with the
response of survey participants who were asked to
define burnout for this study. Burnout is an individual
experience that is specific to the work context; thus,
research maintained a consistent focus on the situational
factors that are the prime correlates of this phenomenon
(Maslach, Schaufeli, & Leiter, 2001).
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For many housing and residence life professionals,
living on the campus where we reside is a unique
challenge. For those of us who struggle with the worklife continuum, one significant outcome is burnout.
The term has been used casually to describe a very
serious and real threat to working professionals. There is
precedence for studying burnout in those who work in
housing and residence life (HRL): Nowak, K. M., Gibbons,
J. M., & Hanson, A. L. (1985), Deluga, R. J., & Winters, J.
J. (1991), Paladino, D. A., Murray Jr., T. L., Newgent, R.
A., & Gohn, L. A. (2005). These are examples of studies
that have focused specifically on resident assistants.
Unfortunately, there is a lack of research covering
the experiences of housing and residence life live-on
professionals (LOPs). This article will discuss a recent
GLACUHO Health and Wellness Committee survey
focused on the experiences of LOPs, specifically how
they define, experience, and combat burnout.
Over 30 years of research has analyzed and defined
burnout. In terms of defining the construct, extensive
research - Schaufeli, W. B., Leiter, M. P., & Maslach,
C. (2009), Gorgievski, M. J., & Hobfoll, S. E. (2008),
Langelaan, S., Bakker, A. B., J.P., L. v., & Schaufeli,
W. B. (2006) - summarizes burnout based on three

In examining situational factors of LOPs, their work
includes, but is not limited to: maintaining regular
business hours, evening meetings with staff members
and student groups, attendance at department and/or
division events, and emergency response after hours.
As seen in the survey results below, these are factors
that have a direct correlation to burnout as defined by
LOPs themselves. If not balanced with personal and
organizational resources to combat the negative effects
on one’s mental and emotional health, these, along with
factors reported by LOPs in the study below, can lead
to more instances of burnout, and possible attrition in
the field. Reflecting on preceding research, a number of
questions come to mind:
• Are LOPs aware of the threat of burnout?
• How do LOPs make sense of the cumulative
effects of their daily work?
• For those on the verge of burnout, what can be
done on an individual and departmental level to
combat it?
These are the central questions which inspired this study.

SURVEY DESIGN:
The primary purpose of the study is to analyze the
perceptions of LOPs in relation to burnout. The
secondary purpose of the study was to elicit different
solutions from the participants on how LOPs and
housing and residence life departments can decrease
the likelihood and onset of burnout. A survey containing
a combination of open and closed-ended questions
was created and distributed to LOPs in the GLACUHO
region for a thirty-day period. Responses were collected
and coded, resulting in several findings for how LOPs
experience burnout, as well as solutions on personal
and departmental levels. The survey had 51 participants
that responded to at least one-third of the survey.
Participants were split relatively evenly in regards to size
of institution. The average respondent was from a public
institution with 1-3 years of experience in the field

RESULTS - “Time spent over
output”

•

first before the on-call person is added stress,
because I feel guilty if I leave for a weekend and
something occurs. I think some higher-up people
in the office are workaholics and that leads to us
working nights & weekends all the time and the
feeling of having to respond ASAP.
Departmental struggles/hierarchy/locus of
control; Unreasonable deadlines; Dependence on
e-mail; Being a large department; and being in a
silo.

What do you believe are the biggest contributors to
burnout among hall directors?
•

•
•

The number of responsibilities we have
contrasting with the number of hours in a day. It’s
not enough to say that we should prioritize and
manage time when there are only so many hours
in a day.
Staff calling at all hours of the day.
Not having flex time - expectations of late
obligations in conjunction with still working
regular business hours.
Throwing new things at [LOPs] that the
department needs .
Too many responsibilities, especially when it
involves additional night meetings and weekend
commitments.
High expectations (i.e. working 24/7, especially
with emails - whether it’s written into the job
description or moreover, part of the culture),
politics/ambiguity from leadership, lack of
support.
Poor supervision and mentoring, lack of
professional development, and meddling higherups who do not participate or understand the
front line pressures and stress.
A culture in Residence Life that values time
spent over output. There is a “one upping” with
bragging about how busy one is, instead of
focusing on what we are accomplishing. The
field also seems to cater more to extroverts in
training…instead of considering how introverts
need a bit of a time out to regain some energy.
…When you break down the “hours worked” or
“expected” during business hours, 20 hrs a week
looks like a joke! But then the 24/7 duty weeks,
internal expectations to be at campus and Res
Life events, it all adds up! We are accessible to our
RAs 24/7 as well, and even on non-duty days, are
often still feeling on-call.

N
|
|
|
|
|
|NNN
|
NN
What, if anything, causes LOPs to feel “stressed,” “tired,” or
“frustrated” in the position?
The responses below are direct quotes from respondents.
All participants are anonymous and there is no reference
to individuals or institutions.

•
•
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•

The amount of time I spend working, walking
in the building to go home at 11pm and being
stopped by students or staff, feeling like I never
leave work.
Having multiple, competing responsibilities and
no clear priority.
Active duty until midnight and then turning
around to be at the office at 8 a.m; [fun-datory
events]; supporting of all division events
while still balancing personal responsibility in
addition to duty (a full day can look like 8 a.m. to
midnight).
Responding to every incident the RAs find while
on duty is stressful and tiring. We have to respond
to every single fire/trouble/local alarm, every
alcohol, drug, mental health, verbal disputes,
etc... and by the end of a 7-straight day duty shift,
you’re pretty exhausted.
I am over-worked and I feel like I am asked to do
things at all hours of the day. The RAs calling me

•

•

•

•
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According to the majority of responses of participants,
the primary causes of burnout in LOPs can be grouped
into two major themes: issues of time and issues of
culture.

Solutions offered by participants suggest that both
individual and departmental actions are needed. Several
participants suggested a self-care plan to combat the job
demands pointing to spending time away from campus
as much as possible. In regards to addressing issues of
culture in housing and residence life departments, many
responses pointed to a culture of “business” and being
inflexible as being the norm. If not real, this is certainly
a perceived threat to LOPs mental health and job
enjoyment, which can be equally as damaging as actual
threats. One way of describing it is to “live the position,”
which sets up social norms that make it difficult for LOPs
to enact the first part of this solution.

SOLUTIONS AND
RECOMMENDATIONS:

There are many opportunities to explore this issue on
a local, regional, and/or national level. While a primary
limitation of this study is the number of respondents,
these results, at minimum, open the discussion of this
issue that has implications for the structure and culture
of housing and residence life departments moving
forward. Recommendations were offered by LOPs within
the survey resulting in the following responses:
What recommendations would you make to your
supervisor(s) to reduce burnout?
•

•

•

Do not value time spent, value output. Model
a balanced lifestyle. Offer time off when times
get busy. Allow a safe space for Hall Directors
to be heard when they have concerns. Do not
brush off signs of burnout as “it is that time of the
year, things will get better.” This makes staff feel
placated and resentful.
Provide more opportunities for HDs to participate
in self-care activities (no, this does not always
mean it needs to cost money, but sometimes that
may not hurt also)…
Encourage others in upper roles that the work
they are doing is reflective to the rest of the
department, when you tell us it is okay to work
40 hours a week but the director is coming in

•

on Saturday and Sunday to work you are not
showing good practice. We see these type of
things and will copy that work, but please keep
in mind you are able to leave work but we live
where we work so knocks on apartment doors
happen at all hours of the night while you are not
receiving that same treatment.
Be clear on weekend / evening expectations and
help to create a line.

It is noteworthy that only one respondent said that they
would communicate their feelings to their supervisor
when respondents were asked how they overcome
feelings of burnout.

To open the discussion, it is necessary to solicit the input
of the supervisors of LOPs, as well as the heads of these
departments to determine perceptions of the work
LOPs do, how much time they commit to their work, the
mental/emotional loads they bear and what can make
live-on positions more manageable in order to respect
the wellness needs of LOPs.

Questions for personal or
departmental reflection:

For LOPs
• How do I create boundaries with my staff and
students?
• How can I communicate these boundaries and
explain why they are valuable to me?
• How can I encourage a culture shift among my
peers so we can avoid burnout?
For Mid-Level Managers
• How can we reframe discussions and work priorities
to ensure personal wellness is prioritized properly?
• Beyond verbal support, in what ways can we help
support the work-life integration of LOPs?
• How will creating more work-life integration and
balance benefit our department and our students?
Department Leads
• How can we create a culture of health and wellness
that will benefit the department, employees, and
students?

Everyone can acknowledge that LOPs have very complex,
demanding roles. That will never change as the needs of our
students will always be complex and demand our attention.
Moving forward, perhaps our field can work to advocate for
the needs of our professionals, as much as our students.

All Aboard!

Simple Strategies to Onboard New Staff
and Engage Current Staff
by: Bobbie Denise Cole
Many Housing departments are embarking on the time of the year where staff turnover is at its
highest. We are beginning to welcome new staff members into our team while simultaneously
saying goodbye to staff members moving on to pursue other opportunities. During this pivotal
time, we should acknowledge and be intentional about the change the department will
undergo. Not only will you need to on-board new staff members to the team, but you must
ensure your current staff is prepared to navigate the impending change while still honoring the
identity they have developed within the team thus far.
The Contemporary Issues Committee knows the hustle and bustle of training, preparing for
move-in, working with camps & conferences, and welcoming new students through orientation
this intentional focus on onboarding can sometimes be forgotten. We have developed a
checklist for you to consider as you prepare to bring together a new staff team and begin a
new academic year.

Tips to Help Current Staff Engage in Onboarding

• Conduct a SWOT Analysis to identify areas of responsibility where new staff can fill in the gaps
when they arrive. For example, do you need someone on your team who brings a passion for
diversity education? Maybe your new hire can assume some collateral responsibilities in this
area.
• Develop and share a training schedule for onboarding and group sessions with current staff
for their feedback and suggestions so they can have a way to be a part of getting new staff
members connected to campus.
• Designate time in the training schedule for both personal and group goal-setting as this helps
to add benchmarks throughout the year to determine successes and to help with current staff
engagement within the onboarding process for new staff.
• Clean out and organize the new staff member’s office so they do not have to wade through
files upon their arrival.
• Allow current staff the opportunity to serve as mentors or coaches for new staff. Develop a
curriculum and/or guide intentionally outlining the relationship from the beginning of training
through the entire academic year.
• Ask staff to provide a list of their favorite places throughout the community (and who most
likes to go there so the new hire can begin to find buddies). Include this information in the
welcome guide mentioned below.
• Host a panel of previous employees to share their experiences and how to maximize the
position and institution. This is particularly effective with entry-level staff.

Tips to Onboard New Staff

• Create a door decoration and arrange for move-in carts and/or a moving crew to be
present upon the new staff member’s arrival; communicate what type of support you plan to
give (or not) ahead of time.
• Provide a phone directory of staff so they know who to contact with questions, particularly
questions they may not want to ask their boss right away.
• Create and provide a welcome guide for new staff members with a variety of information for
them to professionally and personally transition to the area. Be sure to be mindful of different
identities when creating the guide. Some important items to consider are: restaurants, grocery
stores, hair stylist, places of worship, post offices, banks, medical offices, etc.
• Allow staff time to arrive and get settled in their space as early as your schedule allows prior
to the start of their position.
• If the staff member is live-on, be sure their
apartment is move-in ready. If for some
reason the staff member has to move to
a temporary space, try your best to make
this process as seamless as possible.
• Provide move-in assistance! A little help
can go a long way.
• Ensure plenty of diverse office supplies
and a working computer and telephone
are present in the new staff member’s
office.
• Ensure plenty of time exists in the training
schedule so they can make their office feel
like a professional home.
• Schedule a one-on-one meeting for new
staff members and their supervisor prior to
the start of training and/or build this into
the training schedule
• Encourage new staff members to keep a
running list of observations and questions and allow time for the staff member to reflect and/or
share daily at first and weekly after that with their supervisor.
• Plan social activities to help new staff get acquainted within their new community and start
to build their professional network on campus, but ensure they are cost effective as moving to
a new place can be expensive.
• Be sure transitional materials from predecessor are available for the new staff member to
review.
• Provide information on campus lingo and campus traditions.
• During training provide a year in review to allow current staff the opportunity to prepare and
forecast for what might lie ahead and help alleviate anxiety.

Tips to Honor Current Staff’s Identity

• Ensure department goals, directives, sayings/quotes,etc. are well documented and
disseminated to all staff.
• Prepare to self-advocate for things you are best at or opportunities you would like to create
for yourself to step into a leadership role.
• Determine what you can offer to take off your boss’ plates or use as professional
development.

implementing change
against opposition
Henry Shin, Hall Director | University of Michigan, Flint
“I need everyone on board for this to
work,” I told my new staff, as I drew
a line on the floor and asked them
to step over to my side, physically
showing they were with me.
Inheriting a staff and making adjustments
required by your supervisor can be challenging,
at least it was for me with my staff this year.
While transitioning to my new institution, my
supervisor informed me the staff needed to be
held accountable, and policies and procedures
needed to be properly enforced: both tasks
not always easy to produce when the opposite
culture has been building for a while.

YOU WILL ENCOUNTER RESISTANCE
No matter the situation, there will always
be staff members who will do whatever you
need. They may not always be happy with the
changes, but they accept it as part of their
job. These students are your advocates, and,
at times, they feel like a lighthouse guiding
you through the dark waters. They react one
of two ways when you hold them accountable:
speak with you about the situation and accept
the decision or address the situation in a
respectful manner, stating their concern and
being open to compromise if possible. If only
all of our staff members were this way.

It should come as no surprise that people are
resistant to change, and this is no different for
our staffs. They will create obstacles to prevent
things from happening, find excuse after
excuse to avoid doing what they are asked,
and so on. If you are faced with this situation,
take a deep breath and know everything will
be alright in the end. Those who cannot get
on board with the changes will, sooner or
later, leave the ship. The important question to
ask is: Why are some people so resistant to
change?

IT PUTS MORE WORK ON THEM
Everyone needs to hold their staff accountable.
Our staffs are our front line, often completing
the brunt of the work. We should absolutely
be thanking them often for all they do! They
make our job easier especially when we can
rely on them to complete their tasks. But when
they have not been held accountable, a culture
shift is needed to change their habit. No more
skating by deadlines because their supervisor
doesn’t care; no more, “Doesn’t matter if I
do it later. They won’t check it for two weeks
anyway.” When a deadline is set, and you
require them to do things on time, it seems
like more work and pressure.
Our job is to create a culture of getting things
done on time, and done well. Once this type
of culture is created, these types of issues
will no longer exist. However, until this culture
is created, the resistance will persevere. Stay

strong and continue doing what is needed.
Although it may be easier to give in, believe in
yourself and your decisions. Know the changes
you are making need to be done. If you give
in and revert to how things used to be, there
is no way to steer the ship back.

IT MAKES THEM WORRIED ABOUT
THEIR JOBS
Great staff members will never worry about
losing their job because why worry about
something when you have done nothing
wrong? But those who complain about it being
more work may feel their job is always on the
line. Some may quit because “the stress is
too much” and “there are too many changes.”
If they choose to disembark, be polite and
provide them with more than a life jacket.
Their decision to leave is both a mutual benefit
and can show a level of maturity. While this
may cause more work for you: starting a
new search process, scheduling interviews in
your already busy schedule, training the new
hire, etc.; it will be worth it. There are no
preconceived notions of how things were with
your new staff and buy-in will come easily to
help promote the positive changes within your
community.

WHAT ABOUT THE STUDENTS?
Similar issues will come up with the students.
“Last year, they didn’t care if we did this.”
“Why do we have to do this now? Nothing
was wrong with the old policies?” Students
will come up with question after question to
try and get you to revert to how things used
to be. Even if you are enforcing previously
established policies, to them, you may come
off as a dictator, telling them what to do.
If this is the case, explain to them you are
simply enforcing the same policies already in
place. Sometimes, a supervisor may need to
explain the same thing. If they still don’t listen
to your reasoning, try educating them on the
policy. If you have to be the villain, so be it.
Sometimes you have to be like Severus Snape

and pretend to be bad to do the most good.
Even if you are misunderstood and demonized,
the fruits of your labor will shine through in
the end. Remember the work needs to get
done and that the change is something your
department needs to help motivate yourself to
continue the plan.

THERE IS A REASON FOR
EVERYTHING
Students will always ask why, especially when
it comes to enforcing policies. It is generally
not until something happens to them that they
realize these policies are in place for their
safety. Regardless, know someone will be
appreciating the work you put in to steer the
ship out of the storm. Find people to talk to
who will give you the confidence to continue
on the course you have set. It may be tough
and you may doubt your decisions at times,
but don’t falter. In the end, new students will
become engaged with the system and the
storm will be in the past. The future brings
brighter days and your effort and hard work
will help make the experience better for some
residents. Even if no one comes up to you to
let you know, your impact will be visible. And
for the ones who oppose you? In the words
of Taylor Swift, “haters gonna hate, hate, hate,
hate, hate, but shake it off” and move on. You
are doing great.

WILL IT EVER GET BETTER?
Looking at my own experiences, it most
definitely gets better. New students are
more open to changes because to them, it
is the way things are. As the culture starts
to shift towards your vision, more students
will accept the culture shift. This will also
make future student staff members see this
as the established norm. Once that happens,
resistance will die down and your effort will be
visible.
Change is hard, but worth the battle. Keep it up!

.

Change Up Your Professional

Development Routine

Laura Wiedenfeld | Lawrence Technological University
Contemporary Issues Committee

A

s young professionals in
Student Affairs, we all
know the importance of
professional development. It
is a common theme in graduate school and Student Affairs
programs, a trending phrase
in our department meetings,
and an ongoing conversation
with supervisors and supervisees. So, naturally, we look
for conferences to attend,
books and articles to read,
and webinars to listen to. One
area that is often overlooked
in professional development
is participating in case study
competitions.

Registration for the GLACUHO
Case Study competition, both
graduate and entry level, will
be opening soon for those
attending the annual conference in Cincinnati, Ohio in November. The GLACUHO Contemporary Issues Committee
asked past winners of the case
study competition to reflect on
their experience and share the
value of participating.
“The decision to participate in
the case study competition is
not a hard one…you should
do it! But, if you are still deciding, our past winners shared

what influenced them in
deciding to participate. A
common answer for participants was that they wanted
to challenge themselves and
their way of thinking. The
case study theme is based
on the current issue for the
conference, which this year,
is change. The case study
competition will provide you
the opportunity to creatively
problem solve while considering the implications of continuous change within our
field.”
To prepare for the competition, past winners took
time to review theories and
also became familiar with
the topic area for the case
study. When registering for
the competition, participants
can register with a partner,
or can have a partner randomly assigned to them after
registration. This provides
the opportunity to connect
with new professionals in the
field and build your professional network, in addition to
gaining experience through
participation.
It was clear in the reflections
of past winners that

participating in the case
study competition was
valuable to professional
development as a new
professional. Not only is there
the opportunity to connect
with other professionals
in the region, there is also
the opportunity to meet
and learn from seasoned
professionals in the field who
will serve as the competition
judges. Participating in the
case study also challenges
participants to think under
pressure and prepare a
presentation in a short
amount of time. This is similar
to how situation response
tends to be in the field, as
many times we must respond
to situations while under
pressure or in a time crunch.

.

If you are looking for the
next great professional
development opportunity,
look no further as the
case study competition
is a challenging and
rewarding experience for
participants at the GLACUHO
Conference. Registration
for the competition will
open soon, so an eye
out for this opportunity to
“change” your professional
development routine.

BOARD MEMBER

Spotlight
Meet Dexter Earney!
Communications and Marketing Chair
Why did you enter the housing profession and what
keeps you in it?
When I came to college, I had no idea what I wanted to
do with my life – at all. The first year I was just going
through the motions like many other first generation
students. However, I made a ton of friends, made a lot of
less than great life choices (platinum blond hair was in
there somewhere), but overall did pretty well grade-wise.
My sophomore year was a lot different because I got
involved in RHA, stayed as a student employee over the
next summer cleaning apartments, and got the RA job! (I
was super excited because I applied my first year but
didn’t get it). I stayed on as a RA, stayed involved with
RHA, NRHH, Student Government (it was a small private
school and like many other students, I was involved in a
lot) until I graduated. Ultimately, I knew I wanted to go in
the profession sometime during my third year of college
and was privileged enough to get a Graduate Assistant
and then a full-time job. I stay in this profession for way
too many reasons to count but overall I think it’s because
of the professional development and educational
experiences I get, plus the work I get to do with students
and colleagues.
What accomplishment in the past year are you most
proud of?
Going to Disney World for the first time (I cried) was a
pretty big deal for me. But actually, it was probably
getting my Zumba Instructor certification. I know it may
not seem like it’s directly associated with Housing and
Residence Life, but it’s helped me be healthier, lose a lot
of weight, have better work/life balance, and has really
made me rethink how I directly engage with students.
I’ve had so many intentional conversations with students,
even faculty and staff because of this experience. It’s not
something that I would ever pursue full-time, but it’s
definitely something I’ll be doing on the side for as long
as I can. The extra money is also really nice! :)

Outside of housing what is a passion area of yours,
and how do you find ways to bring it into the work
that you do?
Besides Zumba, I love music (like, a lot), movies (horror
is my favorite genre), and television (that Game of
Thrones season ending was crazy). I consider myself a
pretty major pop culture junky and that helps me connect
with a ton of students. I also like to cook (when I can),
travel (often for work), and do karaoke (Proud Mary is my
song). I also love roller coasters and amusement parks
(but I haven’t been to Cedar Point yet…). Oh! I also love
my cat, Maggie.

Can you tell us about a moment that you believe was
really impactful in your career?
Hmm…I’ve honestly had so many great opportunities
that it’s really hard to narrow it down to just one . That
being said, but one of the greatest experiences I’ve ever
had the chance to do was go to Jamaica for a summer
study abroad to learn about education and culture. It
honestly was the time of my life and I hope to be able to
return someday. I got to climb a waterfall, go to some of
the greatest museums, experience life in Kingston,
attend class at the University of West Indies, and spend
an amazing two weeks with some life-long friends and
colleagues. I’m still paying for it (thanks Sallie Mae) but
it’s an experience I wouldn’t trade for anything in the
world. I even have a tattoo of Jamaica on my arm! I loved
everything about it.
What is a fun fact about you that you would like to
share with GLACUHO?
Zumba? Just kidding – you already know about that. I
love tattoos (I want more). I haven’t had a soda in almost
two years. I don’t know – I’m a pretty open book so feel
free to ask me anything!
Twitter handle: @DexEarney

IT DOES NOT BELO
Stewarding organizations, its people, and resources
Brooke Moreland-Williams | Scholarship Coordinator
IUPUI 21st Century Scholars Success Program
Putting the best interests of the organization, its resources, and shareholders before the
interests of one person or in-group population is not only an example of an others-centered
approach to leadership, but an example of stewardship (Greenleaf, 1991; Rodin, 2010).
Leaders must have an understanding that the organizations they lead do not belong to
them (Rodin, 2010). Leaders have to act in a way that supports a positive organizational
culture that is ethical, willing to learn, and change if need be (Black & Gregersen, 2008;
Easterby-Smith & Lyles, 2011; Johnson, 2016). When leaders who have been in their positions
for a long time are in the heat of making an organizational decision, they sometimes forget
their main focus is serving students. As organizational task completion falls to the forefront
of the minds of staff members, getting the job done oftentimes trumps the need to steward
staff relationships, and to responsibly steward organizational resources. It is important
that organizational leaders who are employed to lead department trainings highlight the
meaning of stewarding organizations, its people, and its resources. These trainings can focus
on how the entity is empty without the people and how the interactions between people
impact its survival and success.
With leaders accepting that they are not the roles that they fill, but liaisons of the entity
to bring about positive change in the lives of others, critical debates on organizational
decision-making can be more focused on meeting the needs of the people, the mission, and
goals (Bowen, 2012; Brinckerhoff, 2004; Rodin, 2010). Politics is too often a major factor
in decision making instead of organizational decision being made based upon principals
and other community partners. Having people who are familiar and comfortable with
each other work for your organization can be a positive experience. However, it is the
job of the steward to dissolve alliances if those relationships begin to disrupt interpersonal
communication and knowledge management. There can be no successful organizations
that have components of its own entity that are against itself. Steward leaders have to
communicate with their staff members and inform them of the importance of presenting
themselves as a united front in the midst of students, community partners, and outside
entities. Clique-like alliances on a team can be successful for a short amount of time,
however, in the long run evidence of actual development starts to slow down leading
to major issues exposing the organization. Once these scandal-like issues begin to reveal
themselves, it can be difficult to stop the low retention of staff members, and the
development of a negative global perception of an organization.

ONG TO YOU

It is effective to steward organizations, its resources, and its people with an ethical,
transparent approach from the beginning. Though more communication, reciprocal
interdependence, moral courage, and formal strategizing and training may take place,
all of the time, effort, and hard work are worth stewarding relationships between staff
members that are high quality, and composed of mutual respect and trust. Leaders have
to acknowledge that they have a duty to make their organizations better than when
they were first hired (Hernandez, 2008). Working in student affairs or in housing is not just
about planning programming, and meeting once a week for professional staff meetings.
It is about empowering learning and growing young adults who may have never entered
in a social contract with other individuals. “The social contract allows leaders to leverage
both interpersonal and institutional relationships to create a motivational foundation that
fosters in followers the belief in the ability to accomplish the task at hand and the desire
to do so (Hernandez, 2008, p. 124). Exposing students to developmental experiences as
they complete college is a normative goal in student affairs, whether it is talking them
through a poor decision or explaining employment expectations, so they can best serve as
student leaders. Student affairs professionals can focus more on the kinds of social contracts
that are developed between them and students or student leaders, helping followers feel
motivated as they complete academic responsibilities, and accomplish campus community
requirements if they serve in a student affairs leadership capacity. When staff members are
able to accept the fact that the organization, its resources, and its people do not belong to
them due to holding a position of power, they can concentrate on what matters most, the
development of students and the progression of organizational effectiveness.
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In these tough economic times, many professionals are finding increased barriers to securing travel funds
and conference support leaving some to wonder how they can continue to find quality professional
development. The Professional Foundations Education and Development 365 sub-committee is
committed to assisting professionals find quality and affordable development opportunities 365 days a
year. This article is the second in a series of four over the next year examining how professionals can do
professional development on their campuses for little to no cost. Each article will examine three of the
twelve ACUHO-I competencies and highlight books, articles, and discussion questions professionals can
use to develop in the corresponding competency.
Readers should refer to the ACUHO-I Core Competencies: The Body of Knowledge for Campus Housing
Professionals to review the competencies in full. In this second installment, we’ll look at Ancillary
Partnerships, Human Resources, and Crisis Management.

Ancillary Partnerships

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Activities
• Tour a facility with which your department has a specialized partnership, such as furniture
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
factories, hotels, banquet centers, etc. Interview staff serving the facility.
• Explore town and gown dynamics such as days of service, fundraising galas, law enforcement
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
agreements, downtown art sharing, homecoming collaborations, etc.
• Understand the roles of the institution and the company concerning student conduct in Public\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Private Partnership housing.
• Research best practices for specialized student housing such as LGBTQ, accessibility, comfort
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
animal, international communities, etc.
•
Ask to sit down with your director to talk about what contracts your department has with private
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
companies such as printing and apparel, furniture, technology hardware, pest control, dining
vendors, etc.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Learn about the project bidding process.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Recent Articles
• Public-Private Partnerships for On-Campus Housing – The Journal of College and University
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Student Housing (Vol. 37, No. 1, 2010). Author: M. L. Sanseviro.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Books
• Town and Gown Relations: A Handbook of Best Practices (2013)
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Crisis Management

Human Resources

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Presentations – Webinars, all available on the GLACUHO YouTube channel
• Mid-Level Virtual Roundtable—Best Recruitment Practices
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Inclusion and Supervision – Webinar, available on the GLACUHO YouTube channel
• Navigating Personal Change and Organizational Transitions
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Recruitment and Retention of Staff of Color
• An Intentional Approach to Retaining Entry Level Professionals (Mid-level Roundtable)
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Setting Expectations, Setting Up Success
Activities
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Explore the staff accountability/disciplinary procedures your department uses with student and
professional staff, and the procedure of your institution when managing up.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Ask to sit on a search committee for your department or institution and volunteer for every upper level
search opportunity possible.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Learn how job descriptions are built, including your own, and volunteer to develop new positions when
available.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Volunteer to serve on the student staff selection committee including the development of marketing
materials, interview documents, weeding activities, selection criteria, timelines and logistics, offering
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
process, and human resource paperwork.
• Understand what is being evaluated in a job search on-campus presentation.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Meet with your union representative to understand how the union interacts with the institution.
Recent Articles
• Selecting Resident Assistants: The Relationship Between Candidate Assessment and Job Performance
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
- The Journal of College and University Student Housing (Vol. 42, No. 3, 2016). Authors: S.A. Berg and
J.C. Stoner.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Reaching Out: Challenges and Opportunities of Recruiting a Diverse Staff of Resident Assistants – The
Journal of College and University Student Housing (Vol. 42, No. 3, 2016). Authors: C.D. Healea and P.J.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Hale.
• Current Practices in Resident Assistant Training - The Journal of College and University Student
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Housing (Vol. 42, No. 3, 2016). Author: V.A. Koch
• Professional Development Needs for New Residential Life Professionals - The Journal of College and
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
University Student Housing (Vol. 37, No. 2, 2011). Authors: G.W. Henning, K.M. Cilente, D.F. Kennedy,
and T.M. Sloane.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Presentations– Webinar, available on the GLACUHO YouTube channel
• After Care for Housing Professionals
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Activities
• Ask your supervisor or department leadership how they respond to crises reported to them. What is
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
their decision-making model used when evaluating the severity of a particular crisis?
• Ask to shadow/sit-in on a crisis response team meeting (also commonly called a student behavior
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
intervention team).
• Interview your institution’s media liaison to see how they respond to media inquiries into campus crises.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Ask to ride along with campus police while on patrol. Try to understand how officers approach incidents
and how you can communicate differently with them in the future.
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Learn about what types of aftercare you can provide your student staff following crises.
Books
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
• Enough Is Enough: A Student Affairs Perspective on Preparedness and Response to a Campus
Shooting. Brian O. Hemphill and Brandi Hephner LaBanc (2010)
•
Violence Goes to College: The Authoritative Guide to Prevention and Intervention. John Nicoletti,
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
Christopher M. Bollinger, Sally Spencer-Thomas (2009)
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\
\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

SHELFIES

"Knowing yourself
inside and out is
the most profound
aspect of self
discovery. To help
others you must
understand and
take care of
yourself first."
Unknown

Kayla Dalton
"Perhaps for the first time
in your life, you are going
on the priority list. While
this may seem difficult at
first and guilt will try to
detract you, stay focused...
Give yourself permission to
actively take care of
yourself every day and see
the impact this decision
has on every aspect of
your life."
Traci Build in Get Your
GIrl Back: Revisit What's
Possible for Your Life

Sarah Hart
"What is one
quote or
passage that
resonates
with you?"

"Want to inspire
people? Stop
telling other
peoples' stories
and start telling
your own."
James Robilotta in
Leading
Imperfectly

Leah Wheeler
"Integrity is choosing
courage over comfort;
choosing what is right
over what is fun, fast,
or easy; and choosing
to practice our values
rather than simply
professing them."
Brene
Brown in Rising
Strong

Sarah Meaney

The Professional Foundations committee is excited to
introduce our newest initiative, Shelfies! These "shelfies"
are selfies that highlight one's professional library,
bookshelf, or a selected book. We hope this will spark
great conversations and inspire you to pick up a book
and share what you're learning with GLACUHO!
If you are interested in submitting a shelfie of your own,
please email profound@glacuho.org for more
information.

Reflection on
Mid-Level Institute: MLI
Kyleen Ammerman | Miami University
On a beautiful June day, housing professionals
gather on University of Cincinnati’s campus to
participate in GLACUHO’s Mid-Level Institute
(MLI). MLI was created for mid-level professionals
to learn from senior-level housing professionals
to gain insights and skills needed for continued
professional development in their role and future
roles within the field.
Cheryl Lyons, Director of Residence Life at The
Ohio State University, gave an in-depth look at
Human Resources for supervisors. Participants
were engaged in learning about essential laws
to consider when it
came to hiring and
supervising staff. An
inquisitive discussion
surrounding the Fair
Labor Standards Act
involved the participants and faculty to
gain a better understanding of FLSA.
The day continued
with Jeanette Zalba,
Director of Housing
and Residence Life
at Eastern Michigan University, discussed how to
make data-driven decisions. Participants were
asked what data is available and how that influences ones work. Mike Stang, the Acting Assistant Vice President for Student Affairs at Northern
Illinois University, shared with participants how
to manage fiscal resources. Participants were
able to see “real numbers” and how budgets
work for a department. Robin Gagnow, Director
of Residence Life/Student Conduct/Commuter
Services at Baldwin Wallace University, explained
the importance of understanding facility operations and construction for the residence halls.
The Institute ended with Mishelle Oaks, Director of
Residence Life for University Housing and Dining
Services at Western Illinois University, discussing

change management. Participants were able
to reflect on what needs to change and process
it can occur. Peppered throughout the Institute
was mentor time where participants were paired
with faculty members to engage in one-on-one
conversations to reflect on their experiences. The
atmosphere at MLI was engaging. As participants
and faculty, we were all learning together. Faculty would ask questions during presentations to
continue their own professional development.
MLI was a wonderful opportunity to build on existing abilities and think deeply about what one
needs to continue to improve
on. The faculty
were incredible
at teaching the
concepts and
skills necessary for
senior leadership
roles, and also
took the time to
mentor and get
to know each of
us to help us. We
all have a lot of
decisions to make
as we think about my professional future and
enrolling in MLI gave us a chance to reflect on our
career path.
Meeting and learning beside peers that are facing similar challenges and opportunities was an
uplifting and highly motivating experience as
well. Mid-level positions vary immensely between
institutions and hearing about the duties and skills
of others was a unique and enjoyable opportunity. As participants, we feel very fortunate to
have been involved in this year’s group and look
forward to continued conversations and development opportunities with members of our class.

BOARD MEMBER

Spotlight
Meet Jess Robinson!
Campus Safety and Crisis Management Chair
Why did you enter the housing profession and
what keeps you in it?
I loved being an RA, for two years I had floors of
freshman women and the joy I got out of helping
them and being there for them really impacted me.
I also dealt with some really interesting crisis
situations as an RA that helped me see that I was
good at managing crisis. My boss looked at me
one day and say, “You know, you could do this for
the rest of your life!” What keeps me in it are the
relationships I continue to build with students and
with staff. As you move up, you get less and less
student contact, but the staff I get to work with are
AMAZING and I wouldn’t trade them for the world!
What accomplishment in the past year are you
most proud of?
Submitting our undergraduate SAHE 317 course
for foundational studies credit. We’ve been using a
3 credit undergraduate student affairs class as part
of our selection process for student staff. This past
year, we’ve added to the curriculum and prepared
the syllabus to meet our universities foundational
studies requirements. We are still waiting on it to
be presented and passed but I am so proud of it!
Outside of housing what is a passion area of
yours, and how do you find ways to bring it into
the work that you do?
I love kids! I have two amazing nephews and a lot
of other kids that call me “Aunt Jess”. I also teach
preschool chapel at my church. Our department is
very family friendly so many of the kids of my
colleagues are around and I love to hang out with
them. Is it weird to say I’m passionate about
sushi?? I could eat it every day and be perfectly
happy, so I try to get staff to come eat sushi with
me, even if it’s for a quick lunch break. And no lie,

I’ve eaten sushi all over this country and Terre
Haute, IN has the best sushi restaurant I have
ever eaten at (they fly their fish in daily!)
Can you tell us about a moment that you
believe was really impactful in your career?
Wow, there have been so many, but I really think it
was this past May when I watched three of our
student leaders graduate. I had worked with them
since they were freshman and watched them grow
in their leadership through our RHA, student staff
roles, planning a GLACURH conference, and
holding leadership positions within the region.
Seeing the culmination of their hard work and
knowing they respected me enough to let me be a
part of that journey and support them, that’s
something I’ll always hold on to. Saying good bye
to them came with many tears but I know these
three will always be in my life (it helps that two of
them are now going into the field!)
What is a fun fact about you that you would like
to share with GLACUHO?
I come from a family of RA’s. Myself, my two
younger sister, and my brother in law were all
RA’s at Eastern Michigan University
Twitter handle: Jess2$

Student Activism:
What’s Our Role?
Melissa Curler & Chris Hardin

Civic engagement up until recently has had relatively
low participation rates by students. Civic engagement
in this case could easily be defined as voter turnout
and including student led protests. Recently in the
news, we have seen an increase in student led protests
with the most notable protest being the one at the
University of Missouri. With this upcoming year being
an election year we have started to see an increased
turnout at the polls and political party tension. The
students we are serving are constantly changing but
where are they learning to learn protest? We have not
seen student activism this prevalent since the 1960’s
or 1970’s (Kueppers, 2016, p.1). As Student Affairs
Professionals what is our role in teaching, organizing,
or even helping facilitate student demonstrations?
Finally, as Student Affairs Professionals, how do we
better support our students who choose to participate
in student activism.
First, let us examine where students are learning
to protest. We can easily point to social media and
with many students owning smartphones they can
be reached in a short amount of time. An example
of social media and smartphones working to help

organize a protest would be looking no further than
Yik Yak. While at times used controversially, Yik Yak
can serve as forum for students to organize protests on
their campus. To reach a large number of students, a
protesting group only needs a hashtag and in a matter
of minutes it can be trending on Twitter. Facebook also
plays a role in the organization and teaching of protest.
Groups can be formed allowing students to get the
word out on upcoming activism on campus. Students
can also retweet or share statuses sharing information
to their peers on upcoming activism events on campus.
We can also look at Snapchat as well. All it takes for
the information to be spread is for one student to post
a video or pictures on their “story”, which gives users
a glimpse into that person’s day. Social media and
the ability of an instantaneous response has become
prevalent on our campuses. When comparing the
current climate of social activism to that of the 60s
and 70s in US Higher Education, the ability to gain
knowledge, express discontent, and organize has
increased in speed exponentially.

A key question to ask in our roles is this: Have our procedures
and policies adapted to the needs of our students?
A glance through the demonstration policies of both
public and private universities helps to uncover some
common themes throughout.

University statement on campus demonstrations

Institutions often begin their policies with a statement
about the outlook on campus demonstrations. The
words differ, but the content is often similar such as
comparing the University of Vermont’s initial quote,
“The University of Vermont is a place to learn and to
teach. It is not a cloister--it does not live in a vacuum.
It is both the world and of the world. Its mission is to
educate people for leadership in society” (University
of Vermont, 2011) with that of Washington University
in St. Louis which states, “In pursuit of its mission to
promote teaching and learning, Washington University
in St. Louis encourages students, faculty, and staff to be
bold, independent and creative thinkers” (Washington
University in St. Louis, 2016). This messaging is
fairly consistent between institutions, serving as a
connection between the mission and values of the
school to that of the demonstration policy.

University Office overseeing demonstrations

The Dean of Students office is most likely to be
responsible for overseeing the demonstration policy.
Their role varies in viewing policies, with the most
common as serving as the location for demonstration
organizers to contact with questions, concerns, and
notification of ensuing demonstrations.

Protocol for notifying administration of demonstration

In several demonstration policies, messaging
surrounding notification of administration of a
demonstration is included. These have several
differences, but often contain an amount of time (48
or 72 hours prior to demonstration) a notice must be
given to be held within on-campus policy.

Locations demonstrations can take place

Institutions will define locations that can be used
within demonstration policies, often with the intent to
limit demonstrations to areas that are not utilized as
academic spaces.

While the above list provides an overview, learning
your institution’s demonstration policy and helping
students understand it can be important to supporting
them in their quest to have voices heard. If we, as
Student Affairs Professionals, are seeing procedures
and policies that are antiquated and in need of
change, we need to be active in seeking information
regarding these and asking questions in hopes to
influence change or to better understand why policies/
procedures are the way they are.
Questions such as:
• What is our university/departmental response to
protests/demonstrations?
• Do we play an active role in assisting students
organize a protests/demonstrations or is there a
dedicated office for this?
• Do we have a minimum deadline to notify
administration about a protest/demonstration?
• Where are/aren’t protests/demonstrations allowed on
our campus?
• What is our response if protests/demonstrations take
place in these locations?
• How do we define a protest/demonstration being
disruptive? What is our response to a protest/
demonstration once it has been tagged as disruptive?
• What measures of safety/security are provided for
students in or around a protest/demonstration?
We also need to consider that student activism does
not always have to be in the form of active protest.
We can look at the recent events at the University
at Missouri and look at how many of our students
posted a status that stated, “To the students of color
at Mizzou, we, students of color at (insert institution)
stand with you in solidarity. To those who would
harm them or threaten their sense of safety, we are
watching. #?ConcernedStudent1950?”. Students across
the country were able to show their solidarity but in a
more passive light. While social media plays a big role
in teaching students how to protest, we cannot neglect
student organizations on campus.

Student organizations as well play an integral role in
teaching our students how, when, and where to protest.
This information can be spread through weekly or
monthly meetings or simply an email with the minutes.
As Student Affairs Professionals, this can teach us
that we need to keep up to date with the latest social
media trends as well as maintain our relationships with
campus partners and student organizations.
Student Affairs Professionals often take on the role of
advising student organizations who are at the helm
of these protests and demonstrations. As advisors, we
are asked to take on a variety of roles, particularly in
assisting our students organizations to be aware of
university procedures and policies. This point can be
particularly important in a discussion about helping
students organize a protest/demonstration.
While advising is an area we provide much influence,
what other areas do Student Affairs Professionals,
play a role in student activism? First, we can serve
as educators to our students about student activism.
If you are at an institution that uses residential
curriculum, it is important to look at the learning
goals that were established. If your institution has
a learning goal of civic engagement, then student
activism needs to be brought into the conversation
of civic engagement and what this looks like for your
department. As far as a possible action plan to facilitate
this conversation would be collaborating with a
campus partner such as campus police.

A collaboration with campus police should allow us
as professionals to teach our students how to safely
demonstrate and how to react if a demonstration
gets out of hand. Utilizing campus police to teach
students about student activism can also be easily
done if your institution still uses a programming
model. As professionals our role when it comes to
helping organize student activism could get a little
blurry. We may feel compelled to support our students
who are organizing a demonstration, however we are
representatives of our department and the university.
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Student Learning
Initiatives
Alex Dresen, Student Learning Committee
Leading researchers in higher education agree
that living in on-campus housing is “the single
most consistent within-college determinate of
the impact of college” (Pascarella & Terenzini,
2005, p. 603). In fact, this is most likely why so
many of us have taken up the charge to work
in housing. However, an essential question
remains. Are we allowing learning to happen
haphazardly, or are we creating intentional
experiences to promote student learning? And
are our efforts actually making an impact?
It is not easy task to definitively answer
the above questions. Dr. Elizabeth J. Whitt
(2006) researched twenty different four-year
institutions that had higher than expected fouryear graduation rates. Through this research,
we can start to identify certain conditions
that exist at institutions that will help create
intentional experiences:
1. A living mission and a lived educational
philosophy.
2. An unshakable focus on student learning.
3. Environments adapted for educational
enrichment.

4. Clearly marked pathways to student
success.
5. An improvement-oriented ethos.
6. Shared responsibility for educational quality
and student success.
When it comes to residential education, the
sixth condition is incredibly important. While
there must be champions for student learning
in every department, student learning should
be the responsibility of everyone – from the
director to the resident assistant.
It is the Student Learning Committee’s goal
to help educate GLACUHO members on best
practices for student learning.
During the spring 2016 semester, several
members of the Student Learning Committee
shared their home institutions’ student learning
initiatives. This included representatives
from Oakland University, Grand Valley
State University, Eastern Illinois University,
Northern Illinois University, Indiana University –
Bloomington, and Indiana State University.

as people, which breaks down barriers
between students and faculty. EIU has a
requirement for RAs to hold three Charleston
Chews a semester. Lawrie et al. (2012)
reported the following results from students
participating in Charleston Chews:
The institutions surveyed each had three to
• While attending the Chew, 92% (n=90) felt
six focus areas for student learning. All six
institutions had identified “Academic Success” engaged with the faculty member during the
as a primary focus. Additionally, all six also had program.
• As a result of attending 76% (n=75) of
some form of “Citizenship” or “Community/
participants felt they had a better relationship
Social Responsibility” listed as a focus area.
with faculty at Eastern.
Beyond these commonalities, every institution
• During the Charleston Chew, 92% (n=90)
had other focus areas that fit with their unique
participants felt comfortable talking with the
mission. This includes Oakland University’s
faculty member.
focus on Interpersonal Development, Grand
• Seventy-nine percent (n=77) of participants
Valley State University’s focus on Intercultural
Competency, and other institutions focusing on felt the Charleston Chew was beneficial to
their future goals.
some form of personal identity development.
• The Charleston Chew also had a positive
effect on 77% (n=75) of the participants’ view
What unique learning strategies
of faculty, while none of the participants
reported a negative effect and 23% (n=23)
(other than traditional programming)
reported no change in perception of faculty.

What are your department’s focus
areas/learning goals for student
learning?

does your department utilize?

While programming efforts can yield effective
results, they only reach those who attend
the event. The group shared a few unique
ways their home institutions create learning
opportunities for students.

Living Learning Communities:

Four institutions
specifically mentioned having living learning
communities tied to a class, while the others
have themed communities linked to special
interests or majors. According to Hill &
Woodward (2013), membership in a learning
community is the single greatest contributing
factor to college student success.

Charleston Chews:

Eastern Illinois University has
its RAs plan “Charleston Chews.” Charleston
Chews are events designed around intentional
conversations with faculty members and
residents. Most RAs choose to ask a faculty
member who they have had a particularly
positive experience with, and will generally
invite them to share a meal in the dining hall
with residents. Through Charleston Chews,
students are able to learn more about faculty

Academic Mentor Positions:

Three different
institutions shared having some form of
student staff or volunteer position whose entire
focus is on promoting academic success on
a particular floor or building. This includes
Homework Heroes at Eastern Illinois University,
and Academic Peer Advocates at both
Indiana University – Bloomington and Indiana
State University.

1:1s between Staff Member and Students:

Three institutions report requiring their staff
to have intentional conversations with their
residents. These conversations are longer
than your standard “check-in” conversations,
averaging about 15 minutes at a time. These
conversations can take the form of following
up on individual goals, connecting students to
campus resources, or using it as an opportunity
to talk about a specific learning goal and grow
a student’s competency in that area, such as
social justice or interpersonal relationships.

What are some of the ways your
department is collecting assessment
data from these learning strategies?
Whether someone attends a program or
participates in a student learning initiative, it
does not mean that they have automatically
absorbed this information and grown. It is
important to use assessment techniques
both in the moment and long-term, so that
departments can track student learning. Most
institutions highlighted some form of satisfaction
or climate survey that is used to identify student
responses. Additional assessment techniques
include the following:

Mapworks:

Several institutions report using
Mapworks data in order to identify specific
student success factors and tailor outreach
to each student and community differently.
Mapworks is an online assessment that
compiles user responses and generates a
unique report for each student based on
their strengths and areas of concern, as well
as tips for the student to be successful. It also
indicates risk factors for that student leaving
the institution.

Note Card Assessment: Indiana State
University uses note cards after most of their
events and community meetings. Staff will give
students prompts such as “Write two things you
have learned on the front of the card, and
one thing that is still unclear on the back” or to
answer a specific question to see if the student
has retained the information from the learning
outcomes for the activity. This is one of many
assessment methods in Classroom Assessment
Techniques:

A Handbook for College Teachers,
written by Thomas A. Angelo and K. Patricia
Cross.

Resident 1:1 Trackers:

Eastern Illinois University
and Indiana State University reported
tracking staff/resident conversations in
different trackers. ISU uses a standard Excel
document, while EIU has transitioned to

using eRezLife to track these conversations.
By recording specific information from each
student, graduate and professional staff can
track trends with individual students and
communities, and more effectively tailor their
approach to community development and
student learning.

Conclusion
Every institution surveyed shared that
their departments’ efforts are still works in
progress. Some institutions are still identifying
what they want their students to learn, and
working to create intentional experiences
around those events. Other institutions have
shifted their focus to creating assessment
committees within the department, moving
beyond tracking results from satisfaction
surveys towards tracking student learning.
Wherever your department is in this process,
it is important to identify it and make strides
to prove student learning. In fact, Whitt’s
5th condition for student success is an
improvement-oriented ethos, so departments
should never consider their work “done” when
it comes to student learning!
The Student Learning Committee hopes that
this introduction to student learning initiatives
helped generate a few ideas for how to
innovate student learning initiatives on your
campus, and to highlight the importance of a
total departmental focus on student learning.
If you would like to feature your department’s
student learning initiatives in a future edition of
Trends, please contact the Student Learning
Committee at studentlearning@glacuho.org.
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The Challenging

Student
by: Megan Corder

We’ve all got them. The student that makes us hold our breath when they walk into our
office. It’s the student that makes us inwardly cringe when we see an unread email from
them. These are the students that challenge us, ignore us, argue with us, forget about us, and
ultimately make us better professionals.
I know you’re probably thinking that I cannot possibly have figured out the secret to dealing
with a challenging student. You’re right. I haven’t figured out a secret for dealing with EVERY
challenging student. But, I’ve figured out a formula for dealing with several challenging
students. Our approach to working with these students must always be changing. If we become
stagnant in our approach or our work, then we’ve lost sight of the reason we do what we do.
Challenging students can be a burden, but I don’t always believe it’s an intentional one.
Perhaps they think their behavior is normal or rational. Perhaps no one has ever called them
out on the annoying habits that drive us crazy. Perhaps they are not aware of the way others
see them. Perhaps they don’t trust us to really get them. They may have awkward quirks or
funny habits, but to them it’s an expression of who they are. These students could be mean
or aggressive, and it has worked for them in the past. Maybe they’re over compensating for
previous interactions or a deep insecurity. We cannot always know.
But here’s what we do know: t reating these students like lepers won’t solve anything. Thinking
of them as lepers contributes to the problem. Learning about all their past poor interactions
with other students and staff will only cloud the upcoming interactions you have with them.
Give the student the benefit of a clean slate, and they may surprise you. Don’t go in unaware of
their past experiences, but don’t make the assumption that because they had a bad experience
with someone else, they’ll have a bad experience with you. Don’t let yourself fall into the trap
that because they dropped the ball before, they’ll drop it now. They could mess up or let you
down, but what if they don’t?

There’s a student I’ve worked with who I was CONVINCED would never let me see beyond the
walls she put up. She was like the world’s most difficult to crack walnut, and I’d never ever find
the weaknesses in her shell. It was interesting, because after a few months of getting to know
her and entering our interactions with honesty, genuine interest, and care, I never needed to
crack the shell at all. It was an illusion she put up to scare the world off.
I can tell she’s changed this year. A year of someone being dedicated to her and challenging
her, has made her an aspiring leader. Is she perfect? Absolutely not. There are days I still think
she’s put her shell back on like a ninja turtle off to battle. There are days where I have to close
my eyes and breathe, because I can just tell she’s about to rub half the room the wrong way.
But, there are other days where I see glimmers of vulnerability in her eyes and desire for people
to like her. There are days when she puts in more hours of work than anyone else and silently
sits there pretending she did not. There are moments when she questions another student
to make sure we’re looking at an upcoming program in an intentional way. These are the
moments where my heart sings and I know I made a teensy tiny dent in the shell she surrounds
herself with.
What is most interesting about this is that not only has she changed, but I’ve changed too. Was
it easy putting in the time and effort I didn’t always want to exert into this student? No. Was
it easy questioning her to seek understanding and learn about the complicated puzzle that
created the person sitting before me? Of course not. Am I trying to imply I have all the secrets
and that I could do this again with the next challenging student? No way. But I know that I can
try to support the next student as best I can.
I’ve worked with another student who I was terrified to see enter the primary leadership
position of an organization. I doubted her abilities and her experiences, but I knew that
others did not. When others talked about her work, they saw a side of her that I had never
encountered. Her label as a challenging student blinded me and I did not see that she really
had the skill set. She has held that role for a year now, and I could not have pictured a better
person for the job. Yes, she’s still a challenge, but we were the people that didn’t give up on
her, so she isn’t about to give up on the organization. What a powerful notion that is. So many
people pushed her away. They pushed her away and crushed her aspirations to be involved.
Yet, we didn’t. And here I hesitated supporting her for a role she was fighting for! Once in that
role she gave 1000%. I learned in that moment that sometimes as professionals we have to
fight for the last person we want to fight for, because at the end of the day they may be what
the organization needs.
And maybe they’re not what the organization needs. But is it our role to push away the
students that make our work hard and only spend time with the blooming flowers of
the student affairs world? No. It’s our job to push for all students, even the ones we find
challenging.
Our work is hard. Our days are never easy. We go from meeting to meeting looking for that
glimmer of joy when a student gets it. It’s exhausting to have the student who does not get it
sitting across from us. But I have learned, and I hope you have too, that sometimes they really
do get it and it truly is worth it. They may be a challenge, but can also be a triumph.

Providing the best opportunities for housing officers to
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