Grid for the analysis of student support services in elearning systems

Information Phase A pre- registration phase. The principal activity conducted

during this phase is exploration and examination of the available student material. Information is typically gained through an examination of material issued in support of the course.

Information relating to course. The presence of information for each course relating to course content, duration, target audience etc.

Information relating to the program to which the course belongs 

The presence of information relating to the larger program of which the course is a part.

Information relating to pricing Information relating to the cost of the course ( may include payment options).

Vendor contact capability A facility for the student to contact the vendor / course

administrator for further course or program information

FAQ Section A list of commonly asked questions, together with solutions

to those questions.

Guidance Phase A pre- course registration phase. This phase typically

involves human intervention, to give the student guidance /direction on what courses / programs to study and whatcourses / programs are not applicable.

Student specific information concerning choices of courses and / or programs.
Guidance to the student, typically by an institutional representative, on what course( s) most accurately meet his/ her specific requirements.

Optional Extras These include any services that the student may purchase

that are additional to the basic course / program material.

Software VersionThe student is given guidance on any software or hardware

requirements that must be met to run the course material.

This will typically only be applicable in the case of commercial implementations.

Financial questions regarding loans and grants Questions that allow the student to determine if he or she is eligible for financial assistance such as government grants, scholarships etc.

Costs The student is offered a price for the course / program selected for him / her.

Registration Phase The student is enrolled in the course / program. The typical

elements of this phase involve processing course payments and issuing the student with a course / program access etc.

Guidance on practical matters This might include Guidance on how to complete the registration form, campus facilities, directions to campus, when 'live' / real- time components have been scheduled for.

Registration information user identity and passwords A facility to issue the student with a user identity and or password to allow him / her to enter their courses programs and if applicable services.

Integration Phase This phase involves giving the students technical information relating to the possibility of physically placing the learning material on the customers learning infrastructure. Typically, this phase would be performed in

the case of a commercial organisation providing online learning.

Technical Recommendations Might include recommendations on the Client Browser required, database requirements, windows platform etc. Information on compatibility with standards such as SCORM may also be included.

Help Desk The activities associated with this phase are likely to be performed during all phases. The activities typically relate to resolving problems with passwords, error messages, problems resolving URL's, general technical queries etc.

Technical Support The facility to receive live support in the event of students

being unable to satisfactorily access the content and services for which they have paid.

Student Self Tracking The facility for user to map his / her progress and / or check progress against the objectives set for the course / program.

Learning Phase This phase facilitates online learning. Online learning

typically occurs via access to eLearning content, discussion fora, bulletin boards, email queries, telephone support, group work etc. These support both student to student and student to instructor interaction.

Dispatch of printed and other physical learning materials A facility for students to check on the status of the hard copies of their course material

Instruction on Online Learning techniques User instructions / demonstrations on how to use the eLearning material / services they have access to.

Student Learning Support 

· Bulletin Boards Online discussion rooms for all users to post comments,

questions, learning support documents etc.

· email The facility to contact tutors and / or peers. 

· online tutorials Online tutorials to support students in meeting their learning

objectives. 

· face to face tutorials The facility to arrange online, face to face tutorials that support the students in meeting their learning objectives.

Resources / Library Online access to additional material to support student

learning.

Student - Self Assessment The online facility to check learning progress during thecourse. The results of these tests are not usually recorded towards the final result.

Automated Assessment Typically occurs at the end of a course, produces a result which may count towards certification.

Tutor Assessment The facility to send work to a tutor / teacher for correction

and evaluation.

Assessment Feedback – electronic Electronic method of giving students feedback on their work. The results may include guidelines on what areas the

student needs to repeat.

Assessment Feedback – manual Instructions on how to submit work for analysis and correction. Results may include guidelines on what material needs to be repeated.

Student Portfolios A personal home- page per student to allow them to

introduce themselves to online colleagues, showcase their work. Provide alternative sources of course information to colleagues etc.

Final Results Phase Post study phase where the student is given his / her

course / program result.

Accreditation Here the student is issued his / her results. These results
will have an influence on what further courses / programs are to be taken.

Guidance on further study The facility to get additional information on what other

courses / programs are available
