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Student Support Services in e-learning

interim note

ZIFF of FernUniversität will produce several outputs - 

This one belongs to the planning stage and will lead to refining the objectives of the project.

A.  There are a couple of considerations(5)   to be elaborated upon when producing our part of work programme No.2 "pedagogical analysis stage"

1) It seems to be necessary to avoid the notion that learners as such have some sort of deficiency or handicap so that the institution, offering teaching, feels forced to offer additional support in order to have a "complete" product. My hypothesis is, that most learners want to learn without being "helped". This notion of learning in an academic context coincides with the issue of university didactics as formulated by Hartmut von Hentig in the early 70ies, where he argued that scientific content must, by definition, be understandable for others because scientific publication is merely a specialized form of communication, intended to make others understand. 

So the author who makes himself not understood by a normal - not specialized - human  is a bad author. 

2) I want to stress the drop-out topic by pointing  to the terminology I proposed in "Mentor support and academic achievement": Open Learning, vol. 3, no 2, June 1988, where drop-out is differentiated into four groups empirically found: Nonstarters, Draw-backs, Drop-outs and No-shows, constituing each time of occurance roughly one third of the courses population. The notion of the responsible, autonomously deciding student prevails there and frees the institution of lots of concerns and bad conscience not appropriate there.

3) If teaching is support of the learning process by definition, then one of the main topics is "how" to make people learn: one of the basic questions of didactics. I would try to find several topics of micro-didactics e.g. "witness-learning" as a neglected strategy students very much like to choose- as they do in face-to-face situations in classrooms- it would be nice to find out why these students are called "lurkers" and sometimes even thrown out of virtual seminars.

4) One of the newer insight in this field has still to be elaborated: "synchronicity" which from communicative practice is merely pseudo-synchronous exchange of statements (like in a chat-room). If  it is better for the learning process that learners must be interrupted when "producing an error" (in order not to have to undergo an extinguishing process afterwards) we have to look for "error sensitive instant tutoring"

5) Google produced today 519.000 entries for "student support; and 5130 entries for "student support" connected with "e-learning";  ICDL literature database produced the same day 1491 documents on student support and more than 200 articles on student support combined with "e-learning". 

B) An empirical study with a representative sample of the 55.000 FernUniversität students about the responsiveness of the institution to inquiries with telephone, e-mail, letters etc., is currently carried through  (N (700 answers), results will be available in June.

Remarks on the use of
information and telecommunication technology
to support learning

Georg Ströhlein, Output 1 of ZIFF, FernUniversität in Hagen, for MINERVA SSS project
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1 Introduction

Output 1 of the project “Student support services in eLearning” was originally entitled “Survey and analysis of the pedagogy of eLearning” and it was promised that “its content will be a pedagogical analysis of open and distance learning (ODL) and of eLearning and the pedagogical structures of viable systems”.  These tasks may well fill the lives of some diligent researchers, so a reduction to the workload assigned to the ZIFF in this project seems appropriate.  Therefore, the focus of the paper will be the analysis of the role that information and telecommunication technology (ICT) can play in ODL and eLearning to make teaching most efficient.
Let’s start from an analysis of some typical definitions of ‘pedagogy’ found on the web by the search machine Google when looking for the terms ‘pedagogy’ and ‘definition’:

a) [Pedagogy is] the principles, practice, or profession of teaching
(http://www.wordreference.com/English/definition.asp?en=pedagogy)

b) Pedagogy is the study of the methods and activities of teaching.
(http://dictionary.cambridge.org/define.asp?key=pedagogue*1%200)

c) An appropriate definition of pedagogy is systematized instruction or principles that promote student learning.
(http://www.rit.edu/~rkelly/html/03_ped/ped_tea1.html)

d) A possible working definition of a pedagogy is: a theory of teaching and learning encompassing aims, curriculum content and methodology. Another is: a science of teaching and learning embodying both curriculum and methodology. Whatever the definition, the fundamental concern of pedagogy is to relate the process of teaching to that of learning on the part of the child (B. Simon, 1981, 95)
(http://www.studyoverseas.com/re/re.htm)
e) PEDAGOGY: The kinds of structured activities of students and the various kinds of methods used by teachers/trainers in the teaching/learning process.


ACTIVITIES: Structured activities of students/trainees through which the 


learning process occurs.


METHODS: Methods used by teachers and trainers in structuring the processes of 

teaching, learning, and learner evaluation.
(http://www.ischool.washington.edu/sasutton/dc-ed/Pedagogy_SS_1.html)

The very simple examples a) and b) seem to look upon teaching as being separable from learning.  Examples c) to e) build a series of increasingly complex definitions of pedagogy, in which the teaching processes on the teacher’s side, the learning processes on the learner’s side and the exchange mechanisms between these two are regarded as an interwoven network.  This point of view is the state of the art of modern pedagogy.  It seems impossible to de-construct this network without loosing important parts of its functionality.  The last definition also mentions that in almost all teaching-learning situations some measures are used to determine the level of its success.  And as it is common sense not to keep humans under conditions like rats in a laboratory, it seems dubious from statistical reasons whether it will ever be possible to attribute observed, different increases in skills, knowledge or whatever of two students to the different learning-teaching situations they experienced.

All given definitions of pedagogy don’t rely on a specific teaching-learning situation.  Quite often, one finds definitions like 

· classroom learning (which means the learner, the co-learners and the teacher are in the same room/location), 

· distance learning (which means the learner is separated from the co-learners and the teacher) and 

· self-study (which means the learner is on her/his own).

Another kind of clustering teaching-learning situations stems from the media and devices used for the teaching-learning process; if almost all media and devices are of electronic kind, the term ‘e-learning’ is used and recently, even the term ‘m-learning’ has been invented to indicate that even mobile electronic devices like smartphones or PDAs might be used for learning purposes (and not only learning how to operate them…).

In reality, these pure teaching-learning situations will be rarely found, that’s why the term ‘blended learning’ was introduced to characterise a situation in which a learner changes the kind of the teaching-learning situation from time to time on purpose or for convenience.  For example, even a student of a presence university will encounter self-study situations if she/he chooses to learn from a book not used or promoted in the lessons or exercises.  Indeed, in most situations in everyday life that force us to learn we find ourselves in the situation of self-study, as we usually have nobody to ask for ‘tutoring’.  And if we believe the results of polls in which people are asked whether they are able to use the timer-controlled recording functionality of their video recorder, we have to conclude that self-study is not a very efficient teaching-learning situation...  

Moreover, from a university’s point of view as a services provider, the question should be how the different tasks necessary for successful learning (presuming they are known to us) can be optimally achieved by selecting the suitable situation, which may require changing it from task to task.  So, are there some generally identified tasks that occur in most teaching-learning situations?  There is a variety of such lists, which all resemble each other; the following is an example according to Kearsley (1993):

· Searching for/receiving information (detects, observes, inspects, identifies, reads, surveys)

· Processing information (categorizes, calculates, codes, itemizes, tabulates, translates)

· Problem-solving (analyzes, formulates, estimates, plans)

· Decision-making (examines, chooses, compares, evaluates)

· Communication (advises, answers, directs, informs, instructs, requests, transmits)

· Sensory-motor processes (activates, adjusts, connects, regulates, tracks)

Most of these tasks may be accomplished using personal computers and distance learning; only the last item of this list is definitely not suitable for distance learning, except of the task to learn how to track something on a computer screen with a mouse (virtual operations, flight simulator).

In modern pedagogy, the role of a teacher is seen as that of a facilitator of learning, i.e. the influence of the teacher on the learning processes in a learner’s brain is rated as being very limited.  Contrary, an immediate feedback on the performance of a learner, particularly in case of errors, seems to be necessary for efficient learning.  Thus, some drawbacks in ordinary ODL are introduced and it is indicated how these may be removed by using ICT.  ICT is treated as a tool to solve a problem, not as a hype which has to be followed to define the spirit of the times.

2 Some aspects of ICT-related pedagogy

2.1 Early ODL

In the beginning of open and distance learning (ODL), the main drawback of the teaching-learning situation was the delayed interaction between teachers and learners.  The learning material typically consisted of media like printed matter or audio and video tapes, e.g., which ideally had been proven of being suitable for autonomous learning.  But there was no control at all what conclusions a student had drawn from that material until the student had sent back some assignments.  This procedure led to a very ineffective form of learning, because errors of the students were not detected instantaneously but had to be corrected (by the students) after a large delay, i.e. when they got access to their corrected assignments.

And all practitioners tell that it needs much more effort from a student to re-learn a subject correctly which has previously been falsely learned than to learn it correctly at the first time.  This is an inherent feature of the human brain which prevents us from forgetting things too easily.  The longer the delay between a wrong learning outcome and its correction is the more effort is needed.

Therefore, leading ODL institutions created study centres at which classical fact-to-face meetings could be held to overcome the mentioned and other more sophisticated shortcomings of the early respective pure form of distance teaching.  But this requires the student to be in a specific place at a specific time, and thus introduced conflicts with some of the fundamental ideas why students choose distance study as their desired form of learning.  And just the absence of these two requirements was and is still used to promote distance teaching.  Thus, the frequency of these events had to be kept relatively small and other forms of distance student-tutor contacts had to be developed. 

Obviously, in the early days of ODL these were letters (correspondence study) and telephone calls.  But, at least in Germany, universities are designed as research organisations.  That means, the main job of the person entrusted with the tutoring work is to do some academic research, and the tutoring work is usually limited to a few hours a week.  Particularly this aspect of distance teaching is subject of cultural, traditional and legal issues between different institutions in a country and comparable institutions in different countries.  Nevertheless, extensive one-to-one telephony or exchange of letters (email nowadays) is practically impossible because it is too in-efficient. 

And using telephone or video conference systems to change the one-to-one into a one-to-many scenario even poses more restrictions on the students because in this case many people would have to synchronise their activities, despite of the fact that video conferences are technically still difficult to set up, even nowadays.

So the question remains how to establish (at least the possibility for) an intensive student-tutor contact in distance learning.

2.2 ODL with software called ‘intelligent tutors’

With PCs becoming widespread in the 90ies, many people saw a chance how to remove most of the problems mentioned above without posing restrictions on the ODL learner: the creation of computer programs that interact with the students using even audio and video as channels of information exchange, monitor their success or failure when performing predefined tasks and then adaptively choose an optimal strategy for further proceeding in a course.  This kind of programs was named ‘intelligent tutor’.  

But the undoubtedly nice idea of creating ‘intelligent tutors’ does not take into account the kind of task PCs (and most other past and present computers) are made for: precisely repeat predefined steps of a mathematical algorithm.  But the task of a teacher/tutor is nearly just the opposite: react very flexible on a process detected in another human being, so the task is a mainly associative one.  This mis-understanding of the strong point of current computers can explain many of the failures observed when using PCs for unsuitable tasks, e.g. in face-recognition for security purposes.

Another example is speech recognition, which would be of great help in distance teaching of languages, as a fully functional speech recognition engine would allow for immediately correcting any errors in the pronunciation, e.g.  The author of this paper has visited the world-leading computer fair CeBIT in Hannover, Germany, now for approx. 15 years, and every year he has visited the stands of the manufacturers of speech recognition software.  Among other sentences, he has always spoken the sentence “Dies ist ein Bus.” (This is a bus).  The funniest ever recognised sentence is “Dies frißt ein Bussard.” (This eats a buzzard); contrary, there have always been only few problems with long words.  This indicates the structure of the underlying software: a simple recognition engine the output of which is processed through a large database.  The human brain obviously works different and much better in this context.

So, many educators realised that using a PC for creating virtual ‘intelligent tutors’ is like using a hammer for tightening a screw.  But how to bring ‘real’ tutors into contact with ‘real’ distance students without forcing them to at least temporarily become presence students?

2.3 ODL with ICT

Nowadays, the answer is commonly given by using modern telecommunications products in combination with the internet.  At this point, a second source of mis-interpretation arises: the internet is a perfect tool for world-wide, asynchronous exchange of information.  For synchronous exchange, the existing world-wide telephone system has to be used instead, e.g. for making phone calls.

This is because the data transmitted through the internet via the TCP/IP-protocol are packaged before sending and may use different routes to the receiver that lead to different travel duration times, i.e. the packages may arrive out of order, some even may be lost and then have to be re-transmitted and so on.  The receiving device (or software) is responsible for re-establishing the correct order and guaranteeing the completeness of the transferred data.  As this may require some time, communication over the internet is never synchronous, regardless of the hard- and software used.

Thus, the task is to identify the most appropriate communications tool for a specific task.  There will be a trade-off between the flexibility and richness of a tool and its synchronicity.

2.3.1 Asynchronous communication

2.3.1.1 Email

The most famous kind of asynchronous exchange of information is email.  It is mainly used for one-to-one information exchange, but may be used for distribution of information as well, i.e. creating a one-to-many scenario.  Usually, an email contains a plain text section, but it may additionally contain nearly all kinds of media in its attachment section.  All up-to-date operating systems of personal computers allow for email exchange.  Usually, a correspondence via email is used for an exchange of ideas between two people.  Nearly all kind of media can be sent as so-called attachment of an email, but a sender has to make sure that the receiver can view the attached content, i.e. has proper hard- and software installed.  Email is the most flexible and strong existing asynchronous communications tool.  It can be regarded as the transformation of correspondence to an electronic format.

2.3.1.2 Forum

Another kind of asynchronous communication is realised by a so-called forum or bulletin board.  Here the contributions written by any of the participants can be read and commented on by all other participants, so it is meant to ideally develop from a one-to-many to a many-to-many scenario.  It will definitely not reach the level of free spontaneous associations which is possible in real discussions, as reading a contribution and writing a so-called follow-up posting needs much more time than answering in a real discussion.

Moreover, in a forum it is not possible to interrupt a discussion partner in case of an error or a flash of inspiration (from your point of view).  So, there is no real discussion but rather a sequence of statements; at best each statement is related to the preceding one.

The intellectual level of the postings usually is not as high as in an email correspondence, because if one of the active participants in a forum starts to think hard about a posting and wants to respond with a well formulated answer, she/he can’t follow the postings anymore and some other participants may have shifted the focus of the pseudo-discussion before the elaborate posting appears.  This is boring and annoying, but a quite common phenomenon in all existing forums.  Therefore, the technique of starting so-called ‘threads’ is common practise, in different threads different people discuss different thoughts.  So if you are involved in a thread, after it is finished you have to look up what happened in the other threads in the meantime and if there is something interesting for you.  But even if you find something interesting you want to comment on or ask a question about, it may happen that this thread now is dead, too.  Thus, one has to re-investigate all threads after all are dead to get the ‘big picture’.

If all postings are archived and their content is stored in a searchable format, a forum can be a very valuable source of information and, depending on the subject, even serve as starting point for an FAQ document.

2.3.1.3 Chat

There is a third asynchronous communication method called chat, which was originally meant as transformation of a verbal conversation to an electronic format.  Typically, the postings are even more light-weighted than in a forum, i.e. they do not contain references to external sources of information or longer statements but are short and intuitive statements that comment on the other ones.  Usually, a chat gets a more ‘human touch’ than a forum by posting a frequently updated list showing the nicknames of all other active participants.  Nevertheless, a so-called ‘chat-room’ is not a synchronous communications tool, though one often finds this false statement on the web.  It may well be the very text-based asynchronous tool that comes closest to synchronous communication, but even in a chat, it is impossible to interrupt a chat partner. And that’s the very feature distinguishing a vivid verbal discussion from a moderated talk show.

2.3.2 Pseudo-synchronous communication

2.3.2.1 VoIP (Voice over IP)

VoIP means all participants are using headphones and a microphone that are connected to a soundcard in a PC.  But instead of dialling a number on the telephone an internet connection is used to transmit the digitised sound data.  This method comes very close to real telephony, only if the network is very busy the communication resembles that between ‘Houston control’ and Apollo spacecrafts, i.e. due to the characteristics of IP, there may be a delay of a few seconds between the moment in time words were spoken and the moment in time they are heard by others.  What seems much more important is that people don’t need to read and write but can speak and hear and thus, may use their hands for simultaneously operating a device they asked help for, e.g. VoIP is the ‘most synchronous’ among all asynchronous tools.

2.3.2.2 Video-conference over IP

Nearly all distance students will only have the chance to set-up a video connection using a web-cam and their internet connection, which again means the typical delay of information packaging via the internet.  This even holds true if they have a good net-connectivity, as there are much more data to transmit than for VoIP.  Thus, even a one-to-one video connection is a challenge for the transmission rate, and even using the DSL technique it seems unlikely that setting-up a video-conference with more than 5 partners will lead to acceptable results in the next few years.

Recently, we tried to view the pictures from the famous ‘Rosenmontagszug’ (a traditional event) in Cologne, using the ISDN connection (64kBit/s) at the ZIFF.  We could identify the shapes of horses and of humans riding them, but all more detailed information was wiped out due to the bandwidth limitation.  And remember, this was only a one-way stream…

It seems unlikely that student get access to real video transmission techniques in the near future.

2.3.3 Synchronous communication

The only way to establish a synchronous communication between two or more people is to use telephony, i.e. only using telephones it is possible to produce output and receive input at the same time.  Because this tool places the strongest restrictions on the participants, it should be thoroughly considered whether it seems necessary to use it.  Telephony can be used to set up a one-to-one or even many-to-many scenario, the latter is known as telephone-conferencing.  

2.3.4 Conclusions

The nearly unbelievable rapid development of ICT over the last 20 years now allows any distance education provider to select an appropriate mix of communication tools for a specific purpose.  All internet-based communication tools are basically asynchronous.  Using emails, textual information may be enriched by attaching almost all known kinds of media, in case of forum and chat postings there is only pure textual exchange of information.  Voice over IP comes close to telephony, but becomes annoying in busy networks.  Good old telephony is still the only easily available medium for two people to get into a really synchronous contact.

But communications technology is only one factor, and others may be much more important for success in distance education.  Thus, when institutions try to minimise the number of participants in their (electronic) distance learning programmes who don’t finish, they should have a look on basic differences between (electronic) distance teaching and classroom teaching and whether the institution as well as a potential learner know what they should expect from the other side during an education programme.

3 Non-ICT-related aspects of pedagogy

Nowadays a profession named ‘controller’ attracts much attention.  Many executives of organisations feel the need to ‘control’ nearly all aspects of work regardless of the product established by that work.  This means they try to define a – more or less mathematical – model for each step in the establishing process and try to find quantities and measures for them that indicate how well reality fits to the model.  At best, these data allow them to deduce consequences what to do if reality differs from expectations derived from the model using some reasonable input data.  Even the institutions offering education as their product have now been reached by this trend.

Thus, nobody starts to shout out loud when a government decides to measure the success of a distance education programme by the proportion of students finishing with some exam.  Instead, some committee is set up and given the task to propose some actions to reduce drop-out because it is found as twice as high as for presence education programmes (hypothetical example!).

But the fundamental series of questions to answer in this example is: can the factors determining the drop-out proportion be identified, and if this is true, does the education-offering institution ‘control’ these factors?

Especially for this example, most studies are discouraging (e.g. H. Fritsch & Gerhard Ströhlein, 1988).  Though a positive influence of mentor (tutor) contacts and sending in exercises in the period just before the exam on the proportion of students successfully participating in the final exam is found, these two factors only deal with a very small proportion of the total drop-outs of the course.  

And interestingly, the basic structure of the drop-out phenomenon did not change over a period of 15 years, as a more recent study shows (H.-W. Six & J. Voss, 2000): approximately half of the enrolled students send in at least one exercise, half(
) of this group sends in more than one exercise, half of this group get admission to the final exam, half of this group shows up in the exam and half of this group passes.  If you are good in mental arithmetics, you will agree that this means only approximately 3% of the enrolled students get the exam.

But what is to be concluded from this finding?  Can we take it for sure that all enrolled students initially want to get the exam or do some of them just want access to the course material? Don’t they start because the material doesn’t comprise the subjects they are interested in, i.e. do teaching and learning goals match and are they communicated before the course starts?  Is there a fair chance for a student to communicate the true enrolment goals without fear for some ‘punishment’ if they differ vastly from the teaching goals?  

Do those students who only send in one exercise largely underestimate the effort needed to do the exercises respective the course and does the institution communicate a realistic estimation of the efforts needed for successful study before the course starts? And how realistic, i.e. related to a specific student can the effort be estimated at all, as the institution has to know many characteristics of the student for this task?  This is especially important as the largest number of drop-outs occurs at the beginning of the course when the institution has the smallest amount of information about the student.  

And why do only half of the students that got the admission show up in the exam?  Is it because it is a presence exam and they can’t or won’t attend such an event?  Would web-based exams improve the situation, but how to prevent fraud then?  And if the reason is shyness, what do we have to conclude then for the acceptance of eLearning management systems that are able to track every movement of the mouse?

Obviously, it is relatively easy to formulate many of these questions that are extremely hard to answer, if at all.  And shall we develop a procedure called student support service from every answer we can give, or are they more likely perceived as ‘controlling support services’?  

Shall the services be mandatory or voluntary?  And do we expect that a choice in this question can be made regardless of the kind of institution and learners involved, i.e. for students of a distance university or employees of a company?

It seems that there is no chance to give a closed set of answers to all of these questions within a theoretical framework of an eLearning or distance education pedagogy.  But all institutions can follow some ‘good practices’ examples to maximise the probability that an enrolled student finishes a course.

4 Good practices for student services 
in ODL and eLearning

Obviously, even very good services can’t hide that a course is bad, thus, try to let the courses be produced by a team consisting of widely recognised experts in their area, i.e. at least content experts to produce the content of a course according to a widely recognised curriculum, media design experts to choose the media suitable for delivering the (different parts of the) course content and usability experts to build a user friendly design.  Before the course is advertised, accredited and used, an extensive test phase should prove that all components work as desired.  Good course material can be regarded as a prerequisite of good teaching practices.  Then, good student services may further improve the students’ satisfaction with the educational institution offering the course.

There are many more or less complete lists of student (support) services available from the websites of educational institutions.  We’d like to introduce those compiled by the ‘Western Interstate Commission for Higher Education (WICHE, USA)’ and published under the title ‘Guide to Online Student Services’ (WICHE 2002) and propose to use them in this project, as they seem to be the most comprehensive ones and are designed for institutions offering higher education.  Obviously, there will be cross-cultural and cross-institutional issues.

The first short list refers to the design of web services in general:

Some Tips for Designing Web-Based Student Services

1. Feature online and distance learning opportunities prominently on your home page.

2. Be consistent in design throughout the site.

3. Remember to create links to and from other relevant pages throughout your institution's Web site.

4. Keep your focus on meeting students' needs.

5. Provide quick access to "a real person" on every page.

6. Use terms that students understand.

7. Link to external sites when they would be helpful.

8. Make services user-oriented and process-driven rather than provider oriented.

9. Enable students to do as much business online as possible.

10. Be sure that the Web pages are themselves accessible to users with disabilities.

The second list gives more detailed advice on how to build what WICHE calls ‘Good practises in student services’:

1. Information for Prospective Students

•
Make online learning opportunities highly visible and clearly organized on your institution's Web page.

•
Give a real sense of your institution and its distance learning offerings.

•
Offer prospective students the opportunity to assess their personal readiness for an online course or program.

•
Provide information and/or tools for assessing hardware and software capabilities.

•
Include FAQs on costs, transferability, timing, and equipment related to your online or other distance learning offerings.

•
Describe how to get additional information about online programs and how to contact someone who will answer any additional questions.

2. Admissions

•
Describe the admissions process.

•
State the admission requirements.

•
Identify and describe methods for obtaining and submitting an application.

•
Provide an online application form along with clear instructions.

•
List deadlines.

•
Offer options to save and re-open the application as well as track the application once it has been submitted.

•
Provide multiple payment methods, including online credit card payment.

3. Financial Aid

•
Include general information about financial aid.

•
Identify and describe the various types of financial aid available.

•
Detail the costs of attendance.

•
Describe the application process.

•
State all institutional financial aid policies.

•
List deadlines and other important dates.

•
Supply other applications and relevant forms.

•
Link to related sites.

•
Offer online student loan entrance and exit counselling.

4. Registration

•
Describe the registration process.

•
Identify and describe all registration methods.

•
Define any relevant policies.

•
Provide an online schedule planner.

•
Provide an online registration form along with clear instructions.

5. Orientation Services

•
Give a sense of what it is like to be a distance or online learner.

•
Provide an online tour of a real or hypothetical course.

•
Offer tips for success in an online environment.

•
Describe or link to all requirements, important policies, cost information, student services, and information on how to get help.

•
Define the technical knowledge needed and describe the steps to access online courses.

•
Link to all student services available to distance learners.

6. Academic Advising

•
Offer one-on-one access to advisers.

•
At a minimum, define all general education and major requirements clearly and concisely.

•
Give self-help pointers.

•
Link to automated transfer/articulation information.

•
Make advising guides accessible online to faculty, students, and/or advisors.

•
Provide students access to their own records.

7. Technical Support

•
Describe services and provide introductory information.

•
Post scheduled network down times and maintenance.

•
Provide online tutorials and documents.

•
Teach students how to operate their hardware and software to allow them to use it more effectively and to reduce demands on staff.

•
Provide self-help tools.

•
Offer assistance through a student help line/help desk.

8. Career Services

•
Describe services and make clear who is eligible for current students, alumni, community members, and employers.

•
Provide self-help career tools, including online tutorials.

•
Summarize opportunities for in-institution career exploration.

•
Offer assistance in education-to-career planning.

•
Display local and national job listings.

•
Provide an online, comprehensive, job search handbook.

•
Develop a moderated online forum and/or automatic direct email specifically for students who register for the service.

•
Establish relationships with alumni and promote networking opportunities via the Web.

9. Library Services

•
Provide orientation materials.

•
Include information on how to contact a librarian with special expertise in serving distance students.

•
Provide remote access to electronic resources and basic instructions for remote access of electronic resources.

•
Offer reference support via email and/or phone.

•
Provide document delivery services and put necessary forms on the Internet for students to download or complete online.

•
Provide online tutorials on how to do library research.

• 
Provide online electronic reserves.

10. Services for Students with Disabilities

•
Include general information.

•
List eligibility and documentation requirements.

•
Identify and describe available services.

•
Offer assistance in determining assistive technology needs.

•
Link to related sites.

•
Provide a faculty/staff guide to referring or working with students with disabilities.

•
Offer career information specifically for students with disabilities.

11. Personal Counselling

•
Describe personal counselling services.

•
Provide help for those experiencing a mental health crisis.

•
List and introduce the Counselling staff.

•
Provide self-help articles.

•
Link to other self-help materials developed by other institution’s counselling centres.

•
Address confidentiality issues.

•
Provide a faculty/staff guide to referring or working with a distressed student.

•
Offer referrals to off-campus counselling resources.

•
Augment Web services with a help and information line available 24 hours a day.

•
Develop a regular, open forum for discussion of concerns typical to students.

12. Instructional Support and Tutoring

•
Provide online tutoring opportunities to enable students to interact with an online tutor in a variety of ways, including via email, chat, or an online conference room with threaded discussions.

•
Give contact information to enable students to ask questions or seek assistance via the phone and/or fax.

•
Link to external instructional resources and tutoring.

•
Present tips for study skills and test-taking.

•
Consider to provide an online writing lab.

13. Bookstore

•
Create an online environment in which students can browse through textbooks, services, and merchandise.

•
State any relevant policies.

•
Offer an online method to look up course textbooks and materials.

•
Identify and describe each method available for ordering books.

•
At a minimum, provide an order form to assist in placing orders via fax or phone.

•
Accommodate online textbook orders.

•
Deliver purchases to an off-campus address.

•
Consider to accommodate online payments.

•
Consider to accept online reservations.

•
Provide order tracking.

14. Services to Promote a Sense of Community

•
Develop a student government for distance learners.

•
Develop a newsletter for distance students.

•
Use your Web site for special announcements and to highlight chat rooms of potential interest to off-campus learners.

•
Establish a virtual community through a MOO (network-accessible, multi participant, virtual reality).

5 Literature

B. Broadbent, Selecting a Learning Management System (2001)
http://www.e-learninghub.com/articles/learning_management_system.html
E.M. Cummings, re-learning e-learning, Interview of Thomas Koulopoulos (Delphi Group founder) (2001) http://www.darwinmag.com/read/090101/relearn_content.html
T.H. Davenport, eLearning and the Attention Economy: Here, There and Everywhere? (2001)
http://www.linezine.com/7.2/articles/tdeatae.htm
R. M. Delling, Fernlernen in Geschichte und Gegenwart, priv. comm. (2003)

H. Fritsch & Gerhard Ströhlein, Mentor Support and Academic Achievement, Open Learning, June 1988, p. 27 ff. (1988)

B. Holmberg, Theory and Practise of Distance Education, 2nd ed., Routledge, London (1995)

L. Jarmuskaite, Comparison of Asynchronous and Synchronous Learning in E-business environment (2002)
http://www.cs.auc.dk/WIM/workshop-02/AsynchronousSynchronousLearning.pdf
G. Kearsley, R. Seidel & D.K. Park, Theory Into Practice. A hypertext Database for Learning and Instruction, US Army Research Institute (1993)

D. Keegan, Foundations of distance education, Routledge, London (1990)

K. Kruse, Five Web-Based Training Perils – and How to Avoid Them (2000)
http://www.learningcircuits.org/mar2000/kruse.html
K. Kruse, Information is not Instruction! (2000)
http://www.learningcircuits.org/feb2000/feb2000_webrules.html
H. Lata Sharma, Student Support Services in Distance Learning System (2002)
http://tojde.anadolu.edu.tr/tojde8/articles/mdu.htm 

E. Munzer, E-Learning 1.0, Managing the E in E-Learning (2002)
http://www.learningcircuits.org/2002/nov2002/elearn.html
O. Peters, Learning and teaching in distance education: analyses and interpretations from an international perspective, London, Kogan Page (1988)

D. Phillips, Distance learning pedagogy (2001)
http://www.trainingjournal.co.uk/abstract/2001/0104Phillips.htm
T. Rekkedal, From correspondence education to teaching and learning on the internet – Where does it take us? In: G. Weidenfeld & D. Keegan, Melanges, L’Enseignement a distance a l’aube du troisieme millenaire, p. 15 ff., Tours, Centre National d’Enseignements a Distance (1999)

M. Rosic, S. Stankov & V. Glavinic, Intelligent Tutoring Systems for Asynchronous Distance Education (2000)
http://www.pmfst.hr/~stankov/zn_radovi/2000/Melocn_Konacno.PDF
H.-W. Six & J. Voss, Evaluation of WebAssign, priv. comm. (2000)

D. Smulders, E-Learning 1.0, Web Course Usability (2001)
http://www.learningcircuits.org/2001/aug2001/elearn.html
J. Surmacz, E-Learning. Cutting Classes (2002) http://www.darwinmag.com/read/090102/learn.html
Western Cooperative for Educational Telecommunications (WCET), Guidelines for creating student services online (2002)
http://www.wcet.info/Projects/laap/guidelines/index.htm
Western Interstate Commission for Higher Education (WICHE), Guide to Online Student Services (2002)
http://www.wiche.edu/telecom/resources/publications/guide1003/guide.pdf
� always add approximately






