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Dear Members of the 109th General Assembly,

This report provides an overview of the Office of the Higher Education Resource Officer’s
(HERO) activities since its creation. The acronym HERO was chosen because | strive to be a
hero for those in the higher education community. My goal is to improve the interactions of
faculty, staff and employees of public postsecondary institutions with higher education

institutions and systems. Thank you for your consideration of this report. | encourage you to

contact me if | can be of assistance.
Vel P

Nneka Norman-Gordon
Higher Education Resource Officer

HISTORY OF THE OFFICE

In 2013, the legislature funded the creation of the Office of the Higher Education Resource Officer (HERO). The
HERO is housed within the Office of the Comptroller of the Treasury. The mission of the Comptroller’s Office is to
improve the quality of life for all Tennesseans by making government work better. The HERQO’s mission is to improve
state government’s responsiveness to faculty, staff and employees of Tennessee’s higher education system.

HERO GOALS HERO OUTREACH
The HERQO’s goal is to support all faculty, staff and In 2014, the HERO raised awareness of the office and the
employees in navigating Tennessee’s higher services it provides by:

education system including:
Engaging and assisting more than 1,500 faculty, staff,

employees, students, and other higher education

¢ Evaluating higher education policy for the
stakeholders

General Assembly

Helping to resolve matters between faculty, staffand € Visiting 57 public postsecondary education

employees, and higher education institutions campuses across the state
@ Assisting with inquiries about the operational and & Participating in employee benefits fairs in all three
financial workings of the higher education Grand Divisions
systems
The HERO continues to look for new opportunities to
@ Responding to questions about the University of promote the office and improve constituent services
Tennessee system and the Tennessee Board of between government and Tennessee higher education.

Regents system. institutions.



HERO INQUIRY PROCESS

HERO receives an
inquiry from a higher
education faculty,
staff, or employee

g

HERO serves as an
informal mediator
between the higher
education faculty,
staff, or employee and
the institution or
system

&

HERO communicates
with the institution or
system through the
official contact about
the concern

-

HERO contacts higher
education faculty,
staff, or employee for

additional information

HERO answers
questions and
provides information
to the higher
education, staff, or

=
Y |

If additional information

If additional information
or research is needed,
HERO provides the
higher education faculty,
staff, or employee with a
timely response

is needed, HERO
communicates with the
relevant institution or
system through the
official institution
contact about the

inquiry

&

Follow up as
necessary with the
institution or system to
ensure the matter is
under review

&

HERO informally
mediates each party’s
position to the other
until the matter is
resolved

é&

HERO continues to
facilitate conversation
with higher education

faculty, staff, or
employee to ensure
the concern is being
addressed

HERO works to find a reasonable
resolution and/or provides detailed
explanation and information to the

higher education faculty, staff, or

employee

<

HERO awaits
institution or system
response for additional
information

¥

HERO contacts higher
education faculty, staff,
or employee with the
institution or system's
response

<

HERO addresses any follow-up
concerns of the higher education
faculty, staff, or employee until the
matter is resolved

HERO INQUIRES BY TOPIC

u Complaints Regarding the
Instituion

® Financial Workings of the
Institution

Operational Workings of the
Institution

® General Higher Education
Questions

FREQUENTLY ASKED QUESTIONS

Who does the HERO serve?
HERO assists higher education institution faculty,
staff and employees in obtaining information

regarding the operational and financial workings of
the higher education system.

When should faculty, staff and

employees contact the HERO?

When seeking specific higher education points of
contact, procedures, or if assistance is needed in ob-
taining a response, the HERO can help

determine the steps necessary to address needs.
When attempts have been made to resolve an issue
within a higher education system or a particular in-
stitution and a solution is unable to be reached or
challenges arise in navigating the higher education
systems, the HERO can help.

What is the best way to submit
comments and questions to the HERO?

Faculty, staff and employees of Tennessee's higher
education systems can submit comments and

questions regarding the University of Tennessee
system and the Tennessee Board of Regents system
online at www.HERO.tn.gov.

HERO INQUIRIES BY INDIVIDUALS
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https://portal.comptroller.tn.gov/commentform/_layouts/FormServer.aspx?XsnLocation=https://portal.comptroller.tn.gov/FormServerTemplates/HE.xsn&SaveLocation=https%3A%2F%2Fportal.comptroller.tn.gov%2Fcommentform%2FHEFeedback&ClientInstalled=true&Source=https%3A%2F%2Fportal.comptroller.tn.gov%2Fcommentform%2FHEFeedback%2FForms%2FAllItems.aspx&DefaultItemOpen=1

INSTITUTIONS THE HERO SERVES

The Office serves more than 50 higher education
institutions across the state including:

“Tennessee substantially invests
in our colleges and universities
and their students. It is

Tennessee Board of Regents important to ensure we protect

Universities and Community Colleges i -
Austin Peay State University this investment. The Higher

East Tennessee State University Educa_tion ReSOUI’C_e Officer is
Middle Tennessee State University committed to ensuring the
Tennessee Tech University integrity of the higher education

Tennessee State University

University of Memphis

Chattanooga State Community College
Cleveland State Community College ~ Justin P. Wilson
Columbia State Community College

Dyersburg State Community College Comptroller of the Treasury
Jackson State Community College
Motlow State Community College
Nashville State Community College
Northeast State Community College
Southwest Tennessee Community College HERO CONTACT INFORMATION
Pellissippi State Community College

Roane State Community College

system.”

Volunteer State Community College ) Nneka quman-Gordon )
Walters State Community College Higher Education Resource Officer
Aﬁg:]lse ges of Applied T&Ccmﬂlz?gy Office of the Higher Education Resource Officer
Covington Memphis 505 Deaderick Street, Suite 1700
Crossville Morristown Nashville, TN 37243-1402
Crump Murfreesboro
glliczlzsboer':hton Hg\s/\tmlrlr? Office: (615) 401-7877
Harriman Oneida/Huntsville Toll-free phon(.e: 1-855-440-HERO (4376)
Hartsville Paris Fax: (615) 741-1551
Hohenwald Pulaski E-mail: HERO@cot.tn.gov
Jacksboro Ripley
Jackson Shelbyville For additional information about the Office and
Knoxville Whiteville other related resources visit:
Livingston

www.HERO.tn.gov

University of Tennessee Institutions
University of Tennessee — Chattanooga

University of Tennessee — Health Science Center
University of Tennessee — Knoxville
University of Tennessee — Martin

University of Tennessee Institute of Agriculture fol ¢ .
¥ £
University of Tennessee Institute of Public Service TEN ES SE
University of Tennessee Space Institute
COMPTROLLER
For a list of these institutions with primary points of OF THE TREASURY

contact visit: www.HERO.tn.gov.


http://www.comptroller.tn.gov/HERO/
http://www.comptroller.tn.gov/HERO/



