Table of Contents

Foreword...................................................................................... i
About the Authors....................................................................iii
Introduction.............................................................................vii

Section I
OVERVIEW OF
PROGRAMS AND NEEDS
CHAPTER ONE

CHAPTER TWO

Overview of
Veterans Education Programs..............................1

From Combat to Classroom:
Student Veterans’
Challenge to Succeed.................................................9

Chapter 33: Post-9/11 GI Bill.........................................4
Yellow Ribbon Program....................................................4
Chapter 30: Montgomery GI Bill...................................4
Chapter 35: Survivors’ and Dependents’
Educational Assistance Program.....................................5
Chapter 1607: Reserve
Educational Assistance Program.....................................5
Chapter 31: Vocational Rehabilitation and
Employment Program.......................................................5
Chapter 32: Veterans
Educational Assistance Program.....................................5
Principles of Excellence.....................................................5
Tuition Assistance Program.............................................6
The Memorandum of Understanding for the
Tuition Assistance Program..........................................6
VetSuccess on Campus......................................................7
Changing Benefits..............................................................7

Review of the Literature.................................................11
Student Veteran Characteristics.................................11
Integration into the Classroom...................................12
Interactions with Students and Faculty....................13
Research Methods and Procedures...............................13
Demographics of Research Participants.....................14
Highlights of Findings....................................................14
Reintegration.................................................................15
Reverse Authenticated Tasks.......................................15
Academic and Administrative Support.....................16
Academic and Career Planning.................................17
Policy Barriers...............................................................18
Issues of Normalizing...................................................19
Missing Out on Life.....................................................20
Being Identified as Military........................................20
Isolation..........................................................................21

Helping Veterans Succeed:
A Handbook for Higher Education Administrators

Culture Shock................................................................22
Focusing..........................................................................23
Cultural Expectations..................................................23
Stress...............................................................................23
Summary and Implications.............................................24
Limitations of this Study................................................25
Future Research.................................................................25
CHAPTER THREE

Student Veterans: By the Numbers..................27
Veterans are Heading to College...................................29
Colleges Respond to an
Influx of Student Veterans..............................................30
For-Profit College Price Tags, Online Course
Delivery and Graduation Rates.....................................31
Veteran Unemployment Rates.......................................31
The Female Student Veteran Population.....................32
CHAPTER FOUR

Women Veterans in Higher Education..........35
Women Veterans in Transition......................................37
Career Transitions............................................................38
Differences in Deployment............................................40
Case Study of Female Veterans......................................41
Campus Support Services...............................................42
Enrollment Management................................................42
Issues of Support...............................................................44
Campus Climate...............................................................45
Proposed Best Practices...................................................47
University Administration..........................................47
Academic Affairs...........................................................48
Career Services..............................................................48
Counseling Services.......................................................49
Enrollment Management/Student Life....................49
CHAPTER FIVE

Understanding Student
Veteran Disabilities....................................................53
History of Combat Deployment
and Related Stress.............................................................55
Post-Traumatic Stress Disorder......................................55
Definition and Symptoms............................................55
Risk Factors for Developing PTSD............................57
Traumatic Events..........................................................58

Impact of Recent Conflicts and Rates of PTSD.......60
Suicide Rates.................................................................61
Impact of Military Life on
Transitioning to College.................................................63
Re-Experiencing the Trauma......................................63
Coping and Resiliency.....................................................64
Declarative Memory and Learning...........................65
Traumatic Brain Injuries..................................................66
Mentoring and Counseling Students with a
Traumatic Brain Injury...............................................67
Institutional and Social Support
in Higher Education........................................................68
Adaptation and Adjustment to College....................68
Support Strategies from the
Office of the Registrar...................................................70
Support Strategies from the
Office of Financial Aid.................................................71
Support Strategies from the
Office of Admissions......................................................72
Integrating and Normalizing
the Student Veteran......................................................72
Ongoing Support through Degree Completion.........74
Current On-Campus Trends in
Veteran Support Services..............................................75
Combat Stress and the Learning Environment.........76
Institutional Response..................................................78
Serving Student Veterans with Disabilities.................79
Common Support Services...........................................80
Changing Disability Models.......................................81
New Issues for Disability Services Offices..................82

Section II
CAMPUS STRATEGIES FOR
SERVING STUDENT VETERANS
CHAPTER SIX

From Soldier to Student II: Assessing
Institutional Services for Veterans...................85
Summary of Findings.......................................................87
All Institutions..............................................................87
Overview................................................................87
Institutional Commitment.................................88
Institutional Structure.........................................89
Programs and Services by Level of Enrollment........90
Overview................................................................90

Helping Veterans Succeed:
A Handbook for Higher Education Administrators

Services for Veteran and Military Students......91
Institutional Commitment.................................91
Institutional Structure.........................................93
Changes Between 2009 and
2012 Survey Results......................................................93
Military/Veteran Student Enrollment..............93
Changes in Strategic Planning...........................94
Changes in Academic Support
and Student Services............................................94
Changes in Financial Support............................96
Institutional Challenges to
Serving Student Veterans.............................................96
CHAPTER SEVEN

Orientation Strategies for Veterans...............101
CHAPTER EIGHT

Transfer of Credit and
Prior Learning Credits.......................................... 109
Transfer of Credit.......................................................... 111
The Department of Defense
Voluntary Education Partnership
Memorandum of Understanding............................... 113
American Council on Education’s
College Credit for Military Service........................... 114
The Joint Services Transcript...................................... 115
College-Level Examination Program
and DSST........................................................................ 116
Multi-State Collaborative on Military Credit........ 117
Institutional Policies for Transfer of Credit............. 117
Other State and Academic Initiatives....................... 119
State Legislation on Transfer of Credit.................... 119
CHAPTER NINE

Certification of Student Veterans....................121
Communicating to Students about
the Certification Process.............................................. 123
Steps to Certification.................................................... 124
The School Certifying Official:
Getting Started............................................................... 125
VA-ONCE: The VA’s
Online Certification System....................................... 126

CHAPTER TEN

Successfully Implementing a
Yellow Ribbon Program........................................129
Making the Decision..................................................... 131
Public Institutions......................................................... 132
Private Institutions........................................................ 132
Funding............................................................................ 132
Managing Yellow Ribbon Data.................................. 133
CHAPTER ELEVEN

Making an “A”
on Your VA Audit.........................................................135
Documentation and Data Management................... 138
Operational Issues......................................................... 142
Checks and Balances/Reconciliation
of Records........................................................................ 142
Procedures Manual........................................................ 143
CHAPTER TWELVE

Campus Communication Strategies.............145
Communicating within the Registrar’s Office........ 147
Communicating with the
Financial Aid Office and Bursar’s Office.................. 147
Communicating with Students and
Others on Campus........................................................ 148
Communicating with the Local VA Office.............. 148
Essential Components of an Effective Website....... 148
Necessary Components of a
Student Veteran Handbook........................................ 149
CHAPTER THIRTEEN

Helping Student Veterans
Transition to Employment....................................151
Peer Mentoring.............................................................. 153
Career Counseling Services on Campus.................. 154
Helping Veterans Overcome Career Obstacles....... 154
CHAPTER FOURTEEN

The Future of Veterans
Services on Campus................................................. 155
Increase in Veteran Presence on Campus................. 157
A Uniform Set of Data Tools:
Policies and Procedures................................................ 158
Coordinate and Centralize.......................................... 160

Helping Veterans Succeed:
A Handbook for Higher Education Administrators

An Early Alert System.................................................. 161

Appendices
APPENDIX A

Section III
CASE STUDIES: SUCCESSFULLY
SERVING VETERANS ON CAMPUS

“Establishing Principles of Excellence”
and Final Q&A, as Published
by the White House...................................................179

CHAPTER FIFTEEN

APPENDIX B

Student Veteran Services at
Salt Lake Community College..........................163

Post-9/11 GI Bill:
School Responsibilities..........................................191

Veterans Services in the Registrar’s Office................ 165
Assessing Veterans’ Needs............................................ 165
One-Stop Shop Veterans Center................................ 167
Creating a New Department....................................... 168
Adding Outside Agencies and Services.................... 168
Touching Lives, One at a Time.................................. 169
Military Friendly and
“Best for Vets” Award Winner.................................... 169

APPENDIX C

Sample Institutional Forms
for Student Veterans.................................................195
APPENDIX D

VA Education Forms.................................................199
APPENDIX E

CHAPTER SIXTEEN

Sample Joint Services Transcript................... 201

Eastern Washington University:
The Making of a Veterans
Resource Center.........................................................171

APPENDIX F

In the Beginning—A Committee.............................. 173
Finding an Advocate with a Voice............................. 174
Bridging the Gap:
Funding, Local VA Connections............................... 175
Getting in Front of the Decision Maker.................. 176
Staffing, Funding, and Space....................................... 176
Grand Opening.............................................................. 177

Joint Statement on the
Transfer and Award of Credit.......................... 205
APPENDIX G

Glossary of Terms......................................................211
APPENDIX H

Useful Websites.......................................................... 223

References.............................................................................. 225

Helping Veterans Succeed:
A Handbook for Higher Education Administrators

Foreword
C. James Quann

I am pleased to have been invited to prepare
the foreword for this AACRAO publication,
which is designed for campuses as they help
veterans of our armed forces make the transition from military service to the college classroom. This is a very special honor given my
long history of experience in veteran’s affairs.
The United States entered World War II
immediately after the December 7, 1941 surprise attack on Pearl Harbor. My father held
an important position in the construction of
Grand Coulee Dam on the Columbia River.
Although construction was well under way,
the advent of war made quick completion of
the dam and creation of a massive amount of
new electrical power an immediate necessity.
My father wanted to volunteer for military
service, but he was too old. Moreover, the
work he and his colleagues were doing on the
construction of Grand Coulee Dam had become a national priority, so this was his contribution to the war movement.
On July 30, 1942 the federal government
created service programs allowing women to

join the military. The newly-founded women’s
Navy, formally named Women Accept for Volunteer Emergency Services (WAVES), appealed
to my oldest sister Margaret, who became one
of the first to sign up. Not to be outdone, in
1944 my second sister Kathleen volunteered
for the Army Cadet Nurse Program and began
training at Sacred Heart Hospital in Spokane,
Washington. My brother and I were too young
to serve, but like many kids and young adults
throughout this great country, we all did our
part by collecting old tires and scrap iron in
support of the war effort. During the Korean
War, my brother Tom, a Reserve Officer Training Corps (ROTC) graduate, served as an infantry officer and platoon leader, first at Fort Ord
in California, and later the platoon he commanded was charged with securing an important Air Base in Alaska. I, too, was an infantry
officer, serving in Korea, first as a machine-gun
platoon leader (34th Infantry Regiment, 24th
Division) and later as Regimental S-3 (operations). Today, few outside of our families know
or remember those heroic deeds.

Helping Veterans Succeed:
A Handbook for Higher Education Administrators

i

Table of Contents

ii

When I retired from work in higher education in April 1996, I accepted a WSU courtesy
appointment as University Registrar Emeritus and Coordinator of Veterans Research.
My study on veterans continues to this day
and includes a book plus hundreds of oral
history interviews (printed, bound, and filed
with the WSU archives) and at least a dozen
monographs dedicated to our service men
and women, including one detailing the history of the WSU Veterans Memorial.
With my retirement, my wife Barbara and I
moved to Spokane, Washington and I joined
the Spokane Corral of “Westerners,” a local
history group dedicated to bringing together
men and women who have common interest
and zeal disseminating knowledge and understanding of the Inland Northwest, especially
history and lore of the area. The Westerners
publish a twice annual volume titled “The
Pacific Northwesterner.” My recent article,
“Unique Among The Elite,” showcases a select group of military men and women from
the Inland Northwest who have been honored by the United States as recipients of the
Medal of Honor or the Congressional Gold

Medal. The article also tells the stories of
medal awardees from every war since the U.S.
Civil War, and concludes with Congressional Gold Medal recognition of four minority groups who might have been overlooked
because of their sex, race, or skin color: the
Tuskeegee Airmen, the Women Air Service
Pilots, the 442nd Regimental Combat Team
(made up of Japanese Americans), and the
Navajo Code Talkers of the Marine Corps.
All four groups served and were honored for
their World War II heroics.
Veterans deserve the utmost respect and
recognition during their lifetimes and support when they return to civilian life from
active duty. One significant way our country
can honor them is to promote and support
their pursuit of higher education. This volume is an excellent resource for colleges and
universities seeking to offer outstanding services to student veterans.

For more than 40 years, C. James “Jim” Quann
served higher education in three different
states. In retirement he holds the titles of WSU
Registrar Emeritus and Coordinator, Veterans
research. He served for more than 25 years as
University Registrar at Washington State University, hence the title, Registrar Emeritus.
Since retirement he has authored eight books,
all on veterans.

He is a Korean War veteran and the founder
of the WSU Veterans Memorial initially built
and dedicated in 1993 and completed in 2000.
The memorial honors all WSU veterans, especially the nearly 400 who were killed or missing
in action the World Wars I and II, Korea, Vietnam, Persian Gulf War, Iraq and Afghanistan.
He and his wife Barbara have three grown children and six grandchildren.

“FREEDOM IS NEVER FREE”
C. James Quann
September 16, 2013
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Introduction
Darlene S. Head
Manager, Veterans Services, Salt Lake Community College

Many veterans being discharged today joined
the service after high school graduation and
have never held jobs outside the military. In
fact, many young people who join the service
do so for the promise of financial assistance
to pay for a college education that they otherwise may not have been able to achieve.
While in the military, they often are assigned
to jobs based on the needs of the military, not
based on personal choice.
After being discharged, many veterans take
advantage of their U.S. Department of Veterans Affairs (VA) educational benefits in hopes
of improving their lives, stepping back into
civilian culture, and supporting their families.
As educators and higher education administrators, it is our privilege to assist and support
veterans along this achievement of higher
education. Involvement from administrators,
staff, faculty, and student organizations to
create robust programs to support veterans
and service members is very important.

In 2008, the American Council on Education (ACE) projected that campuses across the
country were on the cusp of serving more than
2 million military veterans. ACE conducted
a survey of institutions of higher education
across the nation to determine their level of
preparation to serve the projected increase of
veterans. They found schools were not prepared and responded by preparing a publication called From Soldier to Student: Easing
the Transition of Service Members on Campus
to identify ways schools can serve the needs
of student veterans (see Chapter Five, “From
Soldier to Student II: Assessing Institutional
Services for Veterans,” on page 85).
Since September 11, 2001 and the onset
of the War on Terror, over 2 million service members have been deployed to serve
in Operation Iraqi Freedom (OIF), Operation Enduring Freedom (OEF), Operation
New Dawn (OND), and Operation Odyssey
Dawn (OOD). After the Post-9/11 GI Bill was
passed on August 1, 2009, tens of thousands
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of service members and dependents began
to take advantage of the educational benefits
available to them. While some of the veteran
population on campus may also consist of
veterans of the Korean War, the Vietnam War
and onwards, the vast majority come from
post-9/11 deployments.
On November 8, 2013, the Department of
Veterans Affairs announced it had processed
1 million education claims for Chapter 33
benefits. At that time, the VA had paid out
over $30 billion in benefits to veterans and
their school of choice (VA 2013a). Projections
show at least 1 million more veterans will be
starting school over the next five years. It is
important to be prepared for their enrollment on our campuses.
After World War I, all discharged veterans received a $60 allowance and a train
ticket home. They returned to find the jobs
that they had before they left were taken by
domestic workers being paid higher wages
for the same work. Veterans found it hard to
make a living and to survive especially with
the loss of their employment and the loss of
their life’s savings.
Congress tried to intervene by passing the
World War Adjustment Compensation Act,
or the Soldiers’ Bonus Act, on May 19, 1924.
The law provided a bonus based on the number of days served. However, the money was
not scheduled to be paid to the veterans for
20 years.
In 1932, a group of approximately 3,500 veterans and their family members from Oregon
to Washington, D.C. marched to the U.S.
Capitol and demanded their money from the

U.S. Treasury. They were met by U.S. federal
troops and they were ultimately forcibly removed from the U.S. Capitol. Many were
injured due to being forced out, but thankfully no veteran was killed in the altercations
(Altschuler and Blumin, 118).
At the end of WWII, Congress proved
they had learned from the events of 1932.
Harry W. Colmery, a former National Commander of the American Legion and Former
Republican National Chairman, is credited
with drawing up the first draft of the GI Bill,
jotting his ideas down on stationery and a
napkin. It was introduced in the House on
January 10, 1944 and was in the Senate the
following day. Both chambers approved
their own versions of the bill and then compromised. The bill was sent June 22, 1944 to
President Roosevelt who signed into law one
of the most significant pieces of legislation,
the Servicemen’s Readjustment Act, “GI Bill
of Rights,” a comprehensive benefits package
to aid the transition of returning veterans.
A variety of benefits were provided as
part of that bill, including tuition and living expenses to attend a college or vocational
training for every veteran who had served on
active duty for at least 90 days and had not
been dishonorably discharged.
That piece of legislation continues to govern the benefits our veterans receive today as
they transition home. Historians report that
“the GI Bill contributed more than any other
program in history to the welfare of veterans
and their families, and to the growth of the
nation’s economy” (VA n.d., 9–14).
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Through the opportunities provided by
the various types of funding available, veterans are able to participate in the future of
our country in business, industry and agriculture. They are motivated, disciplined, hardworking, and determined. They have learned
many of life’s lessons, traveled the world and
worked with people from many different cultures and countries. They are older and more
mature than many of their peers and know
the importance of serving others.
Veterans on our campuses are a microcosm
of American society. There is diversity of ethnicity, gender, religious groups, economic
backgrounds and disabilities. They are an underrepresented group on most campuses, with
many being non-traditional students from diverse cultural backgrounds, speaking the language of the military, some with disabilities or
no college experience (Lighthall 2012).
According to the 2010 Census:
WW21.8 million veterans reside in the United
States. 20.2 million are male and 1.6 million are female.
WWBy race/ethnicity, there are 17.5 millionWhite, 2.4 million-Black, 265,000-Asian
and 157,000 American Indian/Alaska
Native veterans.
WWThree states have more than 1 million
veterans: California, Texas and Florida.
WWVeterans own 9 percent of all U.S. businesses and employ 5.8 million people.
Other interesting facts (Hawaii 2013):
WW30 percent of the military are a minority
compared to the civilian workforce at 20
percent.
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Since the establishment of the original GI
Bill in 1944, there have been many changes
and adjustments to education benefits paid
to those who serve in the military on Active
Duty, National Guard and in the Reserve
Forces. However, the term GI Bill has been
used over the years and is still used today
to reference the many types of educational
benefits created to assist veterans and service
members.
Former Mississippi Congressman Gillespie
V. “Sonny” Montgomery revamped the GI
Bill, making it known as the “Montgomery
GI Bill.” As in 1944, Congress worked across
the aisle to pass the bill and President Ronald
Reagan signed it into law on June 1, 1987, assuring that the legacy of the original GI Bill
lives on (Kehrer and McGrevey 2010).
In 2008, Senator Jim Webb, a Democrat
from Virginia and a Vietnam War veteran,
introduced a new GI Bill, the Post-9/11 Veterans Educational Assistance Act of 2008.
The new GI Bill was written for veterans who
served after Sept. 10, 2001 and was signed
into law by President George W. Bush in May
2008, with the backing of numerous veterans groups. The bill was hailed as the most
comprehensive educational benefits program
since the original GI Bill was enacted in the
World War II era.
In December 2010, Congress passed the
Post-9/11 Veterans Education Assistance Improvements Act of 2010, which was signed by
President Obama on Jan. 4, 2011. This bill,
also called the “GI Bill 2.0,” corrected oversights in the original bill (Howell 2011).
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WWThe

Coast Guard has the highest number of minorities, followed by the Marines and the Air Force.
WWWomen in the military have access to 90
percent of the jobs available in the military.
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On January 24, 2013, Defense Secretary
Leon Panetta and General Martin Dempsey
began to integrate women into previously
“male only” combat jobs across all branches
of the service. On November 19, 2013, four
women were the first to ever complete the
grueling 59-day infantry evaluation course
at the Marine Corps School of Infantry in
Camp Geiger. By the end of 2013, six women
sailors are expected to become the first formally assigned to a Riverine combat company
(Macias and Ingersoll 2013).
After veterans and military service members choose the school to attend, they also
have the challenges of making the transition
to civilian life. In addition, they are faced
with navigating college life and the bureaucracy of the VA to begin to access their benefits. Life on a college campus is nothing like
life in the military.
When a civilian joins the service, they undergo strict and extensive training to be part
of the military. When they are finished with
their term of service, they are quickly transitioned out of their military culture and back
into the civilian communities they left. They
are told to forget the things they did, the
routine they kept for four or more years, and
the skills they learned to keep their unit and
themselves safe. They are told, “You are a ci-

vilian now. Relax,” then are not understood
when they cannot adapt quickly. It is a difficult transition. A veteran may show up on
your campus having been on the battlefield
last week.
Often, just understanding those differences
can assist us in making small changes to how
veterans are served and make the difference
in their success on our campuses. Table 1 (on
page xi) highlights examples of the challenges
veterans face.
To a veteran, civilian life and college life
can be overwhelming. They may not want to
be where it is noisy and they may be uncomfortable with people standing behind them.
Instructors may notice that student veterans
want to sit in the back of the classroom where
they can watch everyone entering. This is normal during transition. A Veterans Center can
be very beneficial for them as a quiet retreat.
Veterans may also be faced with “anti-military” comments or unintentionally harmful questioning from students, staff, faculty
or administration who may not understand
why they cause discomfort. Veteran sensitivity training is important to avoid such insults, which may trigger painful or distressing
memories, flash backs or increased feelings of
alienation by veterans or their family members. Table 2 (on page xi) shows a few actual
comments veterans have been subjected to
from people across many states. The questions and comments on the left cause stress
for the veteran, while comments on the right
are less likely to cause stress.
Veterans and their family members have
much to contribute to the institution they
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Table 1
Military Life

Civilian Life

Unit buddies are family

Spouse/children/parents are family

Unit works together as a team

Everyone for themselves

Commanders tell you what to do and when

No one tells you what to do

Strict rules

Different set of rules or no rules

You are told when to do things

Do things when you feel like it

Stay focused and alert for safety

Relax and do not worry

Buddies have your back

Feel like there is no support & protection

Unit is a supportive community

New community does not feel caring

Table 2
What Not to Say to a Veteran

What to Say to a Veteran

What was going to war like?

Thank you for serving.

Did you see anyone die?

Thank you for your service to our country.

Would you go back?

Welcome home.

How did you get injured?

Ask questions that can get factual answers, such as:
▪▪ When did you get back?
▪▪ What branch of the service are you/were you in?

Are you opposed to the war?
Thank you for what you did.

Guidelines for successful interactions:
▪▪ Don’t pry. If they don’t want to talk don’t push it.
▪▪ Don’t go overboard in praise or thanks to the veteran.
▪▪ Simplicity is the key.

Did you lose any friends?
Are you traumatized?
That must have been hard...
How did you do what you did?
These wars are a waste of time and lives.
Did you kill anyone?
SOURCE: (Romesser et al. n.d.)

learning skills to help you support your families and attain a degree.”
Higher education holds the key that can
possibly unlock the door to their future. It requires support from the institution’s highest
administrators to staff, faculty and student
organizations to make the difference.
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choose to attend. As colleges and universities across the nation continue to step up
their support of the projected additional 1
million student veterans that will be enrolling at our schools over the next few years, we
send a message to those currently serving in
the military and those transitioning out. That
is: “Veterans are welcome here, and we are
prepared and committed to assisting you in

xi

