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Executive Summary 
 

he Student Induction to E-Learning (SIEL) project group was formed in early 2008 under the 

direction of IMS Global Learning Consortium (IMS GLC). The aim of this group is to develop best 

practices associated with student induction to e-learning, particularly in the area of mitigating the 

increased risk of post secondary student attrition (as compared to classroom) during this introductory 

phase of the student lifecycle. The importance of this work lies within the continued growth in e-

learning on a regional and global basis, and the impending shift from classroom-based to e-learning as 

the predominant post-secondary education delivery model by 2015. Increasing access to higher 

education through e-learning has been a success story over the last 15 years or so; however, the risk of 

increased student attrition associated with e-learning is signicantly greater than that of classroom-based 

education and is also perceived as one of the greatest weaknesses associated with e-learning, which 

poses significant institutional, societal, and individual consequences. 

In response to the threats and weaknesses inherent in some e-learning programs, the SIEL project group 

developed an extensive SIEL Adoption Practice for application by institutions of Higher education (IHE). 

This adoption practice includes SIEL best practice matrices and a SIEL self-assessment, or checklist, for 

IHE who wish to gauge their current e-learning best practices against the IMS SIEL Adoption Practice.  

With the goal of improving higher education student e-learning retention and persistence during the 

introductory phase, the SIEL project group intends to inform and guide higher education adminstrators, 

faculty, and e-learning practitioners who can use it as an institutional self-assessment tool. Starting with 

a review of the literature, the SIEL project group identified best practices, sorted them into six best 

practice areas (BPAs), and then sought feedback from their colleagues during international conferences. 

For the introductory e-learning experience, beginning with advisement and continuing through 

completion of the first learning assignment, the BPAs are: 

1. Assessment and Communication of Expectations 

2. Recruitment and Advisement 

3. Learning Design and Organization 

4. Functional Technology 

5. Student Technology Literacy 

6. Non-Technical Support Services 

The DRAFT SIEL Adoption Practice (SIEL AP) was reviewed by eighteen IHEs using an online survey tool to 

capture responses. The survey group represented an international e-learning leadership community, 

including respondents from Australia, New Zealand, United Kingdom, and United States.  The outcomes 

T 
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of this survey were used to enhance and validate the Best Practice areas comprising the SIEL AP and are 

provided in the Adoption Practice Survey section of this document. 

SIEL Project 

Title 
  Student Induction to E-Learning Adoption Practice (SIEL AP)  

Co-Lead(s) Dr. Gloria Pickar and Dr. Ross MacKenzie 

IMS GLC Lead John Falchi 

Version 1.0 

Version Date 11 October 2010 

Status Final 

Summary This document defines the approach to reviewing, approving, and 

including best practices in a methodology for prospective and new post 

secondary student introduction to e-learning. 

Revision Information Version 1.0 represents the Final SIEL AP approved by the IMS Technical 

Advisory Board for public release and broad adoption. 

Purpose The Final SIEL AP is to be used by institutions of higher education to 

gauge their current student induction to e-learning best practices and in 

support of developing institution-specific action plans in this area of e-

learning. 

Document Location http://www.imsglobal.org/siel/index.html 

 

http://www.imsglobal.org/siel/index.html
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SIEL Project Group 
he following SIEL project group members and their respective organizations contributed to the 

development of the SIEL AP. 

 

Name Organization 

Dr. Gloria Pickar, Co-Chair Compass Knowledge Group - USA 

Dr. Ross MacKenzie, Co-Chair Open University - UK 

Dr. Kerry Blinco DEEWR - Australia 

Heather Chakiris Penn State World Campus - USA 

Erin Creason Compass Knowledge Group - USA 

John Falchi IMS Global Learning Consortium - USA 

Dr. Chantell Hines Lone Star College Online - USA 

Dr. Kerri-Lee Krause DEEWR - Australia 

Dr. Stephen Marshall Victoria University of Wellington - New Zealand 

Celina McEwen DEEWR - Australia 

Dr. Ken Udas UMass Online - USA 

Dr. Audrey Williams Tennessee Board of Regents, ROCC - USA 
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Introduction and Rationale 
he global reach of e-learning continues to proliferate. In the United States, during the Fall 2008 

term, greater than 4.6 million students were taking at least one online course, which represents a 17 

percent increase over the number reported in 2007 (Allen & Seamen, 2009).  This growth-trend in 

online enrollments does not show any signs of decreasing over the next five years, with research 

indicating that by 2014 only 5.14 million students will take all of their courses in a physical classroom, 

while 3.55 million will take all of their classes online, and 18.65 million will take some of their classes 

online (Nagel, 2009). This scenario suggests that the vast majority of post-secondary students will be 

educated online through hybrid or completely online delivery models by 2014.  

While e-Learning continues to provide greater access to higher education, increased teaching and 

learning advantages when delivered in a hybrid mode (U.S. DOE, 2009), and increased personal 

opportunities created by attaining a higher education degree, we must also consider that the impending 

shift to online delivery will exacerbate increased student attrition issues associated with this form of 

learning, particularly in the student induction phase. For example, online course administrators believe 

the failed retention rate for online courses is 10 to 20% higher than traditional classroom environments 

(Frankola, 2001; Diaz, 2002). This concern is not without merit as several studies have suggested 

attrition as one of the greatest weaknesses in online education; retention is just as much a pressing 

concern in the online environment as it is at face-to-face institutions (Carr, 2000; O’Brien, 2002). 

Additionally, Allen and Seamen (2009) surveyed chief academic officers and asked them if “retaining 

students is a greater problem for online courses than it is for face-to-face courses.” The researchers 

found that those who “agreed” vs. “disagreed” are more than twice as large as those who disagree, 28% 

vs. 13%, respectively; and an “institution’s online education experience does lead to a stronger 

conviction that it is harder to retain students in online courses.”  It should be noted that 59% of chief 

academic officers responded as “neutral” when asked if student retention is a greater problem in online 

vs. face-to-face courses. Despite the greater likelihood of student non-completion of course and 

resultant failed retention and persistence related to retaining online students, the number of college 

students who are participating in online courses and programs (some with significant global reach) 

continues to increase dramatically.  

Retention of students in both the United States (US) and the United Kingdom (UK) is lower for online 

distance students than conventional students. Dropout rates associated with distance e-learning 

typically range from 30 to 50%, often double campus rates in the US (Carr, 2000; Frankola, 2001); 20-

30% in Europe (Rumble, 1992), and as high as 50% in Asian countries (Shin & Kim, 1999). As reported in 

2006 for the UK, 59% of Open University new online students complete courses compared to 82% 

course-completion rates for part time students attending traditional campus-based higher education 

institutions. The financial implications of this disparity are severe. In the UK Open University, 13% of 

students drop out before their courses even start, and almost 30% before the first assignment is due 

(Gibbs, Regan, Simpson, 2006). It is clear that dropout prevention and early intervention are necessary. 

Attitudes in both the UK and United States (US) are commonly ambivalent toward this topic, falling 

somewhere between “survival of the fittest” (very careful selection of students with very weak follow on 

T 
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support) and “remediation” (more open access admissions policies and reactive remedial help reliant on 

student self-referral) (Anderson, 2003). 

A student’s first set of experiences with e-learning can be either a barrier to retention or contribute to 

the likelihood of persistence. Students who have a poor set of first experiences with their e-learning 

courses often become frustrated and dissatisfied, and are more likely to drop-out. Likewise, students 

who engage early and frequently with their course content, faculty, and online peers in an effective and 

cohesive manner are well positioned to succeed.  

Therefore, the Student Induction to E-Learning Adoption Practice (SIEL AP) is aimed at student induction 

into the e-learning environment. Addressing the increased rates of attrition associated with e-learning 

students becomes imperative for addressing several institutional, societal, and individual consequences 

arising from nonexistent or ineffective practices in this area, including: 

 Individual and social consequences as result of failed or poor experience in the e-learning 

environment. 

 Disruption in student’s attainment of academic goals and objectives. 

 Cost to the student for registration and course materials. 

 Initial cost to IHE to recruit lost student. 

 Cost to replace student(s) who drop and do not complete their course or persist according to 

their academic plan(s).  

 Loss of positive student testimonials. 

 Conversely, negative testimonials. 

 Loss of potential workers in the field of study. 

 Effect on e-learning and prospective loss for future participants in e-learning in general. 

SIEL Goals and Objectives 
In approaching the task of developing a SIEL AP for prospective and new e-learning students, the Project 

Group was cognizant that they were confronting a dynamic array of variables, all of which needed to be 

addressed in producing a successful student experience. While e-learning as a term has been defined for 

the purposes of this document as ‘computers and electronic technology mediated learning’, it is 

acknowledged that the interpretation of the term e-learning and its manifestations in institutional 

practices are many and varied. Irrespective, however, of our particular interpretation of the term e-

learning, there appears to be a broad consensus that the aim is to use technology to enhance the 

student learning experience. 
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The primary focus of the SIEL AP is to anticipate the needs of prospective and current first year students 

who are faced with engaging in a technology-enhanced learning environment with minimal or no 

experience with e-learning. In responding to this challenge at the institutional level, the SIEL AP provides 

a systemic approach for the deployment of technologies and practices in course units or programs of 

study involving faculty, instructional designers, institutional administrators, student support staff, and IT 

services.  

There is a particular emphasis in guiding the use of online learning environments using the Internet as 

the primary means of communication. It is contended, however, that the guidance provided in this 

document is equally relevant to institutions choosing enhancement strategies based on hybrid or 

blended learning environments. 

The choice of the six best practice areas (BPAs) that comprise the SIEL AP was done to ensure that all 

aspects of the organizations activities affecting the induction to e-learning were considered. The areas 

address the identification of how the learning experience is changed under the particular form of e-

learning being applied; how that is communicated to students, reflected in the learning design and 

delivery; and how staff and students are supported in their engagement together and with the 

technologies. 

The overarching principle underpinning the SIEL AP is that the deployment of learning technology, 

whether in a fully online context or in hybrid learning contexts, should be based on sound pedagogical 

principles already established for face-to-face teaching, learning, and assessment. Inherent, however, in 

the SIEL AP is the challenge to use technology enablement not just as a means of producing more 

effective and efficient student learning but as a means of transforming the nature of the learning 

experience.  

The goal of the SIEL AP is aimed at improving post secondary student e-learning retention and 

persistence with specific objectives to:  

 Assist with communicating student and institutional expectations prior to the student’s first e-

learning course experience. 

 Inform IHEs and e-learning leaders, faculty, and practitioners about best practices for student 

induction into e-learning. 

 Provide IHEs with a self-assessment tool to evaluate the effectiveness of their e-learning 

induction practices, using the SIEL AP as a guide to conduct this evaluation.  

 Prepare first year students for engaging effectively in e-learning courses and programs. 

 Induct students into e-learning courses during the early weeks of their first year.  

Intended Audience 
The best practices contained in the SIEL AP are relevant to a range of key stakeholders in institutions of 

higher education (IHEs) as well as e-Learning service providers, including:  
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 Institutional administrators who have responsibility for ensuring that prospective students, 

and those beginning their first year, are able to take advantage of the opportunities offered 

by technology-enhanced learning experiences; 

 Faculty who need to ensure that best practices for technology enhancements are 

incorporated in teaching and learning activities; 

 Instructional designers who have responsibility for optimizing the use of existing and 

emerging technologies to enhance the student learning experience; 

 IT services who provide the necessary infrastructure to ensure that the relevant services are 

accessible and user-friendly for students; 

 Student support staff who assist students in adapting to the campus environment and to the 

use of the technology infrastructure; and, 

 Institutional marketing and recruitment personnel with the responsibility of marketing 

institutional online offerings and recruiting first year students. 

Assumptions 
The following assumptions have been made by the SIEL project team with respect to developing the SIEL 

AP and with regards to those organizations and IHEs who intend on implementing it. These assumptions 

pertain to both strategic and tactical activities and systems and support services that need to be in place 

prior to applying the SIEL AP: 

 Both teacher and student have a basic level of information technology, sufficient to access the 

Internet, use a word processing application, and communicate via online applications/tools; 

 IHE has developed an institution-specific strategic plan addressing the implications of 

technology on teaching and learning for the institution and is committed to implementing that 

plan; 

 Sufficient technological infrastructure is in place to support the IHE’s e-learning initiatives; 

 Policies for effectively managing the online program are in place; and, 

 The appropriate leadership, both tactical and strategic, is in place to manage the IHE’s online 

program and courses. 

SIEL Adoption Practice Scope 
While the SIEL AP and underlying BPAs may be applicable to other educational or e-learning situations, 

such as K-12 and corporate education, it is specifically designed to address: 

 Post secondary, higher education 

 International community 

 Distance e-learning 
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 Wholly online and blended online courses and programs with minimal on-campus residency 

experiences 

 Induction phase of the student experience 
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Methodology 
he SIEL AP is derived from several key activities, including identifying and analyzing relevant peer 

reviewed literature; input from an international group of e-learning experts; and, feedback from the 

larger e-learning provider community, as gathered from SIEL participants while conducting 

presentations at industry meetings, conferences and seminars. Additionally, the Australian research 

team, funded by DEEWR, gathered preliminary SIEL Framework validation information from a series of 

interviews with academics and executives involved in online education in Australia. 

Step 1: Literature Review 
A literature search was conducted by the SIEL project team supported by Australian (DEEWR) and US 

(Penn State World Campus) researchers, aimed at identifying the peer-reviewed research associated 

with online student induction practices leading to successful student completion, retention, and 

persistence. Various resources were used to conduct this search, including Google Scholar, Google 

Books, Griffith University’s library catalogue and Education related databases such as ProQuest, 

Informit, and EBSCO. Using a range of keywords, including ‘e-learning’, ‘online learning’, ‘online 

education’, ‘hybrid learning’, ‘blended learning’, ‘retention’, ‘attrition’, ‘higher education’, ‘tertiary 

education’, ‘best practice’, ‘framework’, ‘good practice’, etc., 223 sources were identified, which 

included reports, papers, books, and book chapters as well as websites. This list of literature was 

complemented by practical expertise and insight offered by the SIEL project team (see SIEL Project 

Group Above) for a complete list of the individuals, institutions, and service providers who supported 

the development of the SIEL AP. 

Each individual literature resource was coded according to industry sector, type of online experience 

discussed, and BPA(s) it related to; actors (e.g., the students, institution, etc.) were also identified. 

Subsequently, literature resources were then summarized in terms of the author(s)’s questions posed, 

assumptions, and arguments. Members of the SIEL project group were then assigned a subset of the 

literature pool to identify trending and effective practices aimed at enhancing first-year student 

induction to the online environment which led to reduced attrition rates and conversely, increased 

retention and persistence rates. Of the 223 literature sources identified by the SIEL team, 133 sources 

met the search and review criteria defined above. 

Step 2: Creating the Draft SIEL AP 
Based on the outcomes of the literature search, review, and analyses described above, the SIEL project 

group constructed a framework for the best practices for student induction to e-learning. The SIEL 

Framework, in its current state, includes 6 Best Practice Areas (BPAs), including: 

1. Assessment and Communication of Expectations 

2. Recruitment and Advisement 

3. Learning Design and Organization 

T 
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4. Functional Technology 

5. Student Technology Literacy 

6. Non-Technical Support Services 

The SIEL project group then defined the various subcomponents for each BPA as derived through the 

literature and experience drawn from the SIEL project participants. The BPA subcomponents identify 

specific activities, services, policies, procedures, and activities in a checklist format that can guide and 

support an IHE’s successful implementation of a given SIEL BPA. 

Step 3: Review and Feedback from the International E-

Learning Community 
To gain feedback during the development of the DRAFT SIEL AP and while completing the final 

framework, SIEL project participants delivered presentations and papers at industry conferences 

worldwide. The input from these audiences provided tremendous feedback as to the direction, 

acceptance, objectives, and overall framework developed by the SIEL project group. Some of these 

events and the presenters included: 

 IMS GLC Learning Impact Summit 2008, Dr. Gloria Pickar 

 IDEA Conference, 2008, Dr. Kerri-Lee Kraus and Dr. Celina McEwen 

 Sloan-C Asynchronous Learning Conference, 2008, Dr. Gloria Pickar and Heather Chakiris 

 ASCILITE, paper by Dr. Gloria Pickar and Dr. Stephen Marshall, delivered by Dr. Stephen Marshall 

 EDUCAUSE Australasia, 2009, paper by Dr. Kerri-Lee Kraus and Dr. Celina McEwen, delivered by 

Dr Stephen Marshall 

 IMS GLC Learning Technology Advisory Council – Annual Meeting, Dr. Gloria Pickar and Dr. Ken 

Udas 

 CITE 2008, John Falchi and Heather Chakiris 

 Comments were also sought through formal and informal conversations between the SIEL 

project members and representatives of various stakeholder groups, both nationally and 

internationally. 

Input and suggestions derived from the events listed above were analyzed and incorporated into the 

SIEL framework, as deemed appropriate by the SIEL project group in the creation of this document. 

Step 4:  Survey the International IHE Community to Gain 

Feedback Related to Draft SIEL AP    
The SIEL project group collaborated with an international body of IHE to seek input regarding the 

importance and application of SIEL best practices at their respective institutions. Input was gathered via 

an online survey tool and addressed the following: 
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 On a scale of 1-5, with 5 being the highest level, rate the importance of the BPA and each 

subcomponent comprising a given BPA 

 Identify which of the Draft SIEL best practices are in place at that institution 

 Report their current attrition and retention rates in support of longitudinal studies – optional 

 Develop a plan for enhancing their SIEL best practices based on the outcomes of their self-

assessment against the SIEL AP.  

Eighteen IHEs participated in this survey and their feedback was captured using an online survey tool. 

The survey group included e-learning leaders from Australia, New Zealand, United Kingdom, and United 

States. The outcomes of this survey were used to enhance and validate the Best Practice areas 

comprising the SIEL AP and are provided in the Adoption Practice Survey section of this document. 

Step 5: Revision and Publication of the SIEL Framework and 

BPAs 
The SIEL project group reviewed the survey data derived from Step 4 above and made slight 

modifications to the final SIEL AP as recommended by the survey outcomes and agreed to by the project 

group. This SIEL AP Final v1.0 is the outcome of the methodology defined above.  
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SIEL AP Framework 
he remaining sections of this document represent the SIEL AP framework which has been created to 

align with all goals, objectives, scope, assumptions, intended audience, and rationale discussed 

above. The SIEL AP Framework includes the following: 

 SIEL BPA Narrative Synthesis: Provides a narrative summary of all of the literature resources 

reviewed by the SIEL project team to develop the current SIEL AP. Narrative syntheses have 

been developed for each of the six BPAs. Narrative syntheses provide the specific references 

associated with a given BPA, so for those institutions requiring additional information or 

direction to implement a specific BPA or subcomponent, the respective narrative synthesis will 

provide a quick reference and direction to find more information. 

 SIEL Best Practices Checklist: Provides IHEs with a tool to conduct self-assessments to gauge 

their current SIEL methodologies against the SIEL AP. Outcomes of this self-assessment can be 

used in support of e-learning planning activities; thus enabling the IHE to gauge the 

effectiveness of its specific e-learning program or courses (i.e. in the area of student induction to 

e-learning). Institutions can use the completed checklists to create an action plan to address 

those BPAs/subcomponents that are applicable to their e-learning program or courses but not in 

place.  

 SIEL Literature Review and Phase Matrix: Documents the related literature for each best practice 

and identifies the best phase of the student induction experience for the practice to be 

implemented. Matrices are intended to further inform the IHE about when, how, and why to 

adopt the best practices.  

 Terms and Definitions: Provided to establish a common understanding of terms and definitions 

used in the SIEL AP to ensure BPAs are applied in a consistent manner across IHEs. 

 References: All references cited in the SIEL AP are provided, enabling IHEs to conduct further 

review of the research and case studies, as well as to address specifics associated with the SIEL 

AP BPAs. 
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SIEL BPA Narrative Synthesis 
he following narratives describe each Best Practice Area citing relevant literature. 

 

Best Practice Area 1: Assessment & Communication of 

Expectations 
The use of e-learning is sufficiently unfamiliar to many students, and the range of possibilities so diverse, 

that it is important to caution students and provide them with opportunities to familiarize themselves 

with what to expect (Hillesheim, 1998). Many students will need to make particular arrangements so 

they get the most benefit from e-learning and supplying them with the information in advance ensures 

that they will not be forced to withdraw at a later date, or struggle to raise their technology skills while 

trying to learn the course content (Fredericksen et al., 1999; Waterhouse & Rogers, 2004; Ragan, 1999). 

Continuing improvement in student computer literacy skills and technical capability, and the inherent 

usability of new technology systems does not lessen the need for ongoing training and detailed 

information about e-learning procedures and technologies (Concannon et al., 2005; Kvavik & Caruso, 

2005). Kvavik and Caruso’s recent study identified the importance of clarifying and communicating 

‘which information technologies we want to use…at what level of sophistication, and for what purposes’ 

(p. 19). They add that it cannot be assumed that students will adopt new technologies without the 

availability of comprehensive training based on systematic planning that recognizes required skill levels: 

‘Students need to learn how to learn with the new technologies *and+ Institutions should…articulate 

concrete IT learner competencies and literacy for students’ (p. 19). 

According to Vonderwell and Turner (2005), e-learners ‘need to be self-regulated, disciplined, and know 

how to learn and explore different sources and strategies for learning’ (p. 67). These requirements, and 

understanding how to meet them, are a pre-requisite for e-learning, which calls for students to be 

‘prepared for technology, learning management, pedagogical practice, and the social roles required for 

online learning’ (Vonderwell & Zacharia, 2005, p. 225). Bouhnik and Marcus (2006) refer to students’ 

need for guidance to avoid functional and psychological barriers, and to ensure that the ‘technology 

itself will remain transparent’ (p. 303). 

Best Practice Area 2: Recruitment and Advisement 
Student success in e-learning is a complex area with conflicting information in the literature on what 

determines success and what factors suggest a risk of student failure or non-completion (Mandernach et 

al., 2006). Prospective students should be targeted for e-learning programs appropriate for their 

interests and qualifications (Shaik, 2005). Marketing collateral and information should follow truth in 

advertising standards with reliable and timely response to requests for more information. Students need 

to be well supported prior to their studies by experienced staff who can provide individualized guidance 

on appropriate courses, workloads, and ways students can prepare themselves for their studies 

(Tresman, 2002). Time management skills are a key determinant of success for many students, however 

T 
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students must also be strongly self motivated and self-reliant, particularly if studying at a distance from 

the institution (Diaz, 2002; Mandernach et al., 2006). Literacy skills are also essential and students must 

be able to easily use written materials produced by others and also communicate effectively using text 

themselves (Mandernach et al., 2006). 

Best Practice Area 3: Learning Design & Organization 
Design and organization of the e-learning course is an important factor in the success and retention of 

students during the early stages of course delivery. Factors such as pedagogy, a learner-centered course 

design, course design metrics, interaction and engagement, and feedback are all important for the 

design of the learning environment. Lotkowski, et al. (2004), indicates the importance of student 

retention in the first few weeks of course delivery. The learning environment and course components 

have a direct relation to student drop-out rates. Design of social interaction in the course enhances 

student’s involvement, confidence, and motivation to continue engagement in the course. Rovai (2002) 

concluded the social engagement and community building aspect of e-learning aid in students making 

connections to the course, facilitators, and peers. The initial connection at the start of the course is 

critical to reducing the anonymity of students to each other and to their facilitator.  

Organization and structure of the course during the initial induction period leads to students’ 

continuation in the course. Consideration for the sequence and tempo in which content is presented 

reduces the cognitive overload students experience during the first few weeks of a course (Tyler-Smith, 

2006). Introducing content and activities at the beginning of the course to meet learning objectives are 

found to positively impact student induction and satisfaction with e-learning (Britain, 2007; Smith, 

2006). Embedding metrics in the learning design to monitor student activity, performance, and early 

assessments identify critical factors of student success and their experience in the course (Lotkowski, et 

al., 2004). Retention is also linked to a quality review of the e-learning course prior to delivery to ensure 

critical success factors are in place and adequate (Dietz-Uhler, Fisher, & Han, 2008). 

Course design is also impacted by the facilitator’s experience and suitability for delivering e-learning. 

Facilitator service levels such as responsiveness, communication of feedback, and interaction with 

students are tied to course retention and return rates of students (O'Brien & Renner, 2002).  

Best Practice Area 4: Functional Technology 
As students begin their studies, they are generally very positive with their expectations for information 

communication technology and its role in their studies (IPSOS MORI, 2008). The issue becomes providing 

access to specific technologies to the students and preventing barriers caused by the technologies. 

Priority needs to be given “user-friendly hardware, software, and communication vehicles that help 

faculty and students use technologies efficiently and effectively” (Chickering & Ehrmann, 2008). Taking a 

step back into the big picture, it is also important that the instructional technology integrate with other 

enterprise-wide systems used on the campuses such as grades, library, registration and other systems 

(Conole, 2004). To simplify and streamline, institutions might offer a limited set of technology tools that 

are easy to use and customize (Sheely, Veness, & Rankine, 2001). This customization of functional 

technology refers to programming, scripts or other modifications to the technology to fit the institutions 

business practices, policies or schedules. Full integration can lead to the fifth generation of distance 
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education as described by Taylor (2002). The selection and implementation of technologies must fit into 

the institutional culture, follow student expectations and use as well as parallel what is currently in the 

marketplace (Nied, et al., 2007).  

When learning technologies are created or evaluated by the IHE, some aspects of the environments 

being developed or evaluated include its portability and ease of access within the contexts and 

situations of the student population as well as allowing for the expectations of student-student, student-

faculty and student-content interactions with the complexity needed for learning (Hung and Chen, 2001; 

Chickering and Erhmann, 2008; Lorentsen, et al., 2002). To the point, the functional technology should 

“manage and facilitate the intense interactions and dynamism of both information (content and 

resources) flow and participants’ involvement” (Hung, et al., p. 10). Building on Bunderson’s early work 

with the concept of learner-managed instruction in which the user rather than the computer controlled 

the personalization, as new tools are explored and considered, it is important for them to be flexible 

with the delivery model to allow for dynamic and customizable content while staying highly reliable to 

avoid frustration from faculty and learners (Maroulis & Reushle, 2005; Koper, 2006; Butler & Sellborn, 

2002; Burdette, 2003). This flexibility must be counterpoised with accountability and a sense of 

continuity often provided by templating and other structuring of the content or interactions (ACU, 2006; 

Laws, et al, 2003; Lorentsen et al., 2002). What also appears to be of increasing importance is the 

sustainability and scalability of the chosen technology rise while costs decrease (Laws, et al., 2003; 

Taylor, 2002). 

Best Practice Area 5: Student Technology Literacy 
Student technology literacy is a key component to success in e-learning. However, it is important to 

recognize that defining technology literacy for e-learning is a complex area combining media literacy, 

information literacy, and computer literacy (Kellner, 2006) as well as general communication skills and 

motivation (Cao, 2005; Kirkwood and Price, 2005). Conole et al. (2006) notes that students can make use 

of a significant variety of technological tools in their learning, rather than depending on individual 

systems such as LMSs. There is an expectation among modern students that tools can be transferred 

and combined in flexible ways depending on the specific need. Despite this observation, the modern 

student body is diverse and students bring with them a diverse set of skills and capabilities, along with a 

range of concerns, fear and lack of confidence that can prevent them making best use of their skills 

(Lockitt, 2004; Sharpe, 2005; Kennedy et al., 2006). It is also important to be aware of the range of 

intentions that students bring to their studies, for some the technology is merely a means to an end, for 

others, it will be an important part of their desired outcomes (Sharpe, 2005). 

Salmon (2000, p. 27) notes that issues of access to technology and systems and motivation are 

interdependent and that students require a combination of information, technical support and 

encouragement to engage effectively with the tools provided in their courses. Teachers and institutions 

need to recognize the psychological barriers that may prevent students from achieving skill in using 

technology to support their own learning (Sharpe, 2005; Cramphorn, 2004; Salmon, 2000). 
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Best Practice Area 6: Non-Technical Support Service 
A pro-active system of student support is essential for student success, retention, persistence, and 

satisfaction. A comprehensive system of learner support services helps to erase feelings of isolation, lack 

of self-direction, and eventual decreases in motivation levels that lead to high online student attrition. 

The early phases of the student experience with distance e-learning set the stage for student 

expectations of resources and services that will be available, orientation to these resources, successful 

intervention for at-risk students, and proactive prevention services to avoid student withdrawal and 

attrition during the vulnerable induction period. But, access to services that are typically taken for 

granted on campus is often cumbersome, irregular, or non-existent in the online environment. Online 

students should have access to the same resources and services as on-campus students and with similar 

ease and functionality. Beyond technical support and services described in BPA #5, e-learning students 

need remote access to admission and registration, tuition and fee payment, financial aid, textbooks, 

personal support and counseling, academic advising, tutoring, remediation, transcripts, and library 

resources. Even implementing accessibility and assistive technologies specifically designed for disabled 

students inevitably benefits all online students (Edmonds, 2004). Distance should not preclude interface 

with support services and ready access through a common online portal is preferred, enhanced by 

regular telephone and email connectivity. Further, early assessment of student risk and readiness for e-

learning is an important drop-out prevention tool, including one-on-one mentoring and support, 

mandatory orientation, development of a personal learning plan, and self-assessment tools (Ludwig-

Hardman & Dunlap, 2003). In a small study of 211 distance learning students, Morris, Wu, and Finnegan 

(2005) found that locus of control and availability of financial aid were able to identify drop out and 

persistence with accuracy of 74.5%. 

Early intervention and a proactive approach rather than a reactive one by both faculty and student 

services professionals are key to student retention. Course tutors or retention specialists should clearly 

and consistently encourage persistence and discourage withdrawal with well defined “hand-over” or 

“continuity of care” procedures designed to ease the way for students moving on to new courses or new 

staff (Tresman, 2002). Frankola (2001) cites lack of student support as a common reason for students 

dropping out of online programs. Yukselturk and Inan (2006) reporting on a small survey study 

conducted in Turkey with 276 online students found that student attrition is due most frequently to lack 

of time, personal problems, expenses, and motivation—not issues with course content, the program, 

failure with exams, or instructors (the last two were rated as the lowest reasons). Also of importance 

students believed they could not get enough satisfactory support and feedback.  

Mager (2003) reporting on a study conducted at Ohio State University in the US demonstrated a 

retention improvement of 4% using “tele-counsellors” to contact students at course start, at a cost of 

$169 per student retained but a 650% return on each invested dollar. In a large UK study including 3500 

students, retention was increased by 3% with 60% of the students with the highest predictability of 

dropping out. This was achieved by making proactive telephone calls to give encouragement and 

support around the start of the course (Peoples, 2003). In another UK study, telephone intervention 

calls targeted to at-risk students led to a 3% increase in retention, at a cost of $500 (₤300) per student, 

and 300% ROI. A range of prevention and intervention techniques like tele-support, have proven 

effective for improving student retention, including student-student mentoring (very high retention 
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effect) and “supplemental instruction,” although costly administratively (Simpson, 2003). Getting 

students in the right course or program in the first place is obvious with students reporting wrong 

course choice as the second most important reason for student drop-out; but it is hard to quantify 

retention effects and students are prone to ignore advice (Yorke, 1999). In a large UK study reported 

over three years, tele-tutors contacting students by phone several weeks before the first course 

assignment was due improved student retention through submission of the first assignment by 4% with 

a collateral 4% improvement in first assignment grades and 6% improvement in overall course grades 

and course completion, and more than $2 million in net revenue (savings). It is important to note that in 

the UK study, phone contact (rather than email) was most highly valued by students and they perceived 

the benefits as encouragement, motivation to persist, and clarification of assignment demands, rather 

than assignment tutoring or study guidance. The addition of a tutor helpline targeted at the student 

support counselors / tutors can be used to reach out to them to give them support, prompt them to 

make contact with students, and coach them on potential student risks for early identification and 

intervention (Gibbs, Regan, & Simpson, 2006). 
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SIEL Best Practices Checklist 
ntended Use:  The SIEL Best Practices Checklist is intended to provide IHEs with a tool to conduct self-

assessments to gauge their current SIEL methodologies against the SIEL AP. Outcomes of this self-

assessment can be used in support of e-learning planning activities; thus enabling the IHE to gauge the 

effectiveness of its specific e-learning program or courses (i.e. in the area of student induction to e-

learning). Institutions can use the completed checklists to create an action plan to address those 

BPAs/subcomponents that are applicable to their e-learning program or courses but not in place.  

The importance of a given best practice related to student induction to e-learning is measured from 1-5, 

with 1 as “Not Important” to 5 as “Very Important”.  Additionally, the Best Practices Checklist enables 

IHE to capture whether best practices are in place at their IHE by placing a check in the “In Place” 

column corresponding to the appropriate Best Practice in the checklist below. Understanding the 

importance of a given best practice and whether or not it is in place at a given IHE, enables the IHE to 

build an action plan based on IHE-specific priorities. 

Best Practice Area 1: Assessment and Communication of 

Expectations 
Institutions need to provide students with clear information on the technology expectations that students 

will face in their studies so that they can prepare themselves in advance and be able to focus on their 

learning, not on the technology. 

1.1 Defining Rationale: How does the IHE identify the rationale for technology expectations made 

of students? 

Importance  
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  1.1.1 Identify technologies required 

1-2-3-4-5  1.1.2 Determine the purpose for using the technology 

1-2-3-4-5  1.1.3 
Determine the sophistication of use needed for those technologies 

(staff and students) 

1-2-3-4-5  1.1.4 
Align the requirements with the learning objectives of the course or 

program of study 

1-2-3-4-5  1.1.5 Assess the implications of accessing the technology for students 

1-2-3-4-5  1.1.6 
Provide contingencies or plans to address the failure to meet the 

expectations 

 

I 
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1.2 Systems and Processes: How does the IHE incorporate technology expectations in formal 

systems, processes, and policies? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  1.2.1 
Ensure consistency of technology use where possible and 

appropriate 

1-2-3-4-5  1.2.2 
Ensure that the expectations are apparent in the formal instructional 

design procedures 

1-2-3-4-5  1.2.3 
Ensure that the expectations are apparent in the formal approval and 

oversight procedures 

 

1.3 Student Expectations: How does the IHE identify student’s expectations? 

Importance  
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  1.3.1 Collect expectation information from students and staff 

1-2-3-4-5  1.3.2 
Conduct diagnostic assessments of students’ abilities to meet 

expectations 

1-2-3-4-5  1.3.3 Collect feedback after completion to see if expectations were met 

 

1.4 Communication: How does the IHE communicate technology expectations to students? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  1.4.1 
Ensure that the expectations are apparent in the formal 

communication procedures 

1-2-3-4-5  1.4.2 
Provide students with opportunities to familiarize themselves with the 

requirements prior to commencing study 

1-2-3-4-5  1.4.3 
Ensure requirements are reflected consistently and completely in 

policies and statutes 

1-2-3-4-5  1.4.4 
Provide a mechanism for obtaining assistance in understanding the 

requirements 

1-2-3-4-5  1.4.5 
Provide a mechanism for validating that the requirements have been 

met 
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Best Practice Area 2: Recruitment and Advisement 
Institutions need to provide students with clear information on the implications of studying using e-

learning, including clear advice and guidance on realistic programs of study given the student’s skills and 

experience. 

2.1 Recruitment: How do students learn about the e-learning program that is appropriate for their 

learning objectives and qualifications? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5  2.1.1 Target qualified prospects appropriate for the program of study 

1-2-3-4-5  2.1.2 
Market the program of study with truthful and realistic advertising 

messages 

1-2-3-4-5  2.1.3 Respond to interested prospects in a timely manner 

 

2.2 Advisement: How are students advised on their proposed studies? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5  2.2.1 Provide students with assistance in selecting appropriate courses 

1-2-3-4-5  2.2.2 
Ensure that students are not undertaking too many e-learning 

courses 

1-2-3-4-5  2.2.3 
Ensure that students understand the timing, tempo, and workload 

implications of their proposed studies 

1-2-3-4-5  2.2.4 
Ensure that students understand the need to maintain a high degree 

of personal engagement and motivation 

 

2.3 Assessment: How are students assessed for readiness and appropriateness for e-learning? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5  2.3.1 Provide guidance on workload expectations 
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1-2-3-4-5  2.3.2 Provide specific training on time management for e-learning 

1-2-3-4-5  2.3.3 
Ensure that students have the necessary academic and technology 

literacy skills needed to engage with content 

1-2-3-4-5  2.3.4 
Ensure that students have the necessary written communication 

skills needed to participate effectively 

 

2.4 Diagnosis: What early diagnosis procedures are in place? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5  2.4.1 
Ensure students have all necessary resources to start their studies 

promptly 

1-2-3-4-5  2.4.2 Provide early opportunities within courses to test student abilities 

1-2-3-4-5  2.4.3 
Provide prompt feedback to students on their abilities to study using 

e-learning 

1-2-3-4-5  2.4.4 
Ensure students are offered timely assistance in addressing any 

personal study issues, including study/life balance 

Best Practice Area 3: Learning Design and Organization 
Institutions need to design e-learning courses so that students are effectively integrated and motivated 

to achieve the learning objectives and actively engage with the content and their learning community. 

3.1 Pedagogy: Is the design of the e-learning courses supported by pedagogical underpinnings?  

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  3.1.1 
Provide clearly written and measurable learning objectives for e-

learning course outcomes 

1-2-3-4-5  3.1.2 
Provide an appropriate blend of course materials and learning 

activities to meet learning objectives 

1-2-3-4-5 3.1.3 
Use appropriate instructional technologies that facilitate or extend 

the learning experience to meet learning objectives 

1-2-3-4-5 3.1.4 
Ensure facilitators receive training, practice, and support in e-

learning pedagogy course delivery 

 

3.2 Learner-Centered: How does the IHE provide a learning experience that is more learner-

centered? 
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Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  3.2.1 

Organize the course with a consistent structure and sequence of 

instructional units to guide students through the course materials and 

learning activities 

1-2-3-4-5  3.2.2 
Monitor study time to ensure study load is appropriate for course and 

learner characteristics 

1-2-3-4-5  3.2.3 
Ensure learning design supports a range of learning styles, multiple 

instructional methods, and active learning opportunities 

 

3.3 Community Building: How does the IHE promote learner engagement and community 

building? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  3.3.1 
Ensure the course contains appropriate presence and regular 

interaction with instructors and facilitators / tutors  

1-2-3-4-5  3.3.2 
Provide opportunities and explain requirements for student-to-

student collaboration and interaction  

1-2-3-4-5  3.3.3 Establish community building moderation and monitoring processes 

1-2-3-4-5 3.3.4 
Provide students and facilitators introduction opportunities at the 

onset of the course 

 

3.4 Designed for Retention: How does e-learning design contribute to student retention?  

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  3.4.1 
Establish mechanisms to track student progress and success such 

as course milestones, performance metrics, and reporting 

1-2-3-4-5  3.4.2 
Provide mechanisms to assist students who struggle with learning 

activities and performance 

1-2-3-4-5 3.4.3 
Use a consistent e-learning course template with provisions to 

provide accessible course contents for students with special needs 

 

3.5 Evaluation: How does the IHE provide assessment feedback and evaluation of the course and 

student performance?  

Importance 
In 

Place? 
Ref # Best Practices 
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1-2-3-4-5  3.5.1 Establish processes for review of e-learning course quality 

1-2-3-4-5  3.5.2 
Provide criteria for student evaluation of work and course grading 

and calculation methods 

1-2-3-4-5 3.5.3 
Establish mechanisms for students to evaluate e-learning course 

effectiveness and satisfaction 

1-2-3-4-5 3.5.4 

Establish and communicate service levels for facilitator availability, 

responsiveness, and feedback to students about achievement and 

performance 

Best Practice Area 4: Functional Technology 
Institutions need to assure the adequacy of the technology infrastructure used to deliver e-learning. The 

technical environment for teaching and learning needs to be able to provide the necessary functionality 

in a reliable manner and integrate effectively with other key systems. 

4.1 Technology Infrastructure: How does the IHE ensure it has provided the technology 

infrastructure for e-Learning? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  4.1.1 

Evaluate and choose technology via a formal process that explores 

the system’s capacity to address institutional needs, trends in 

student use/expectations, the fit with the culture of the 

campus/community, ability to provide measureable learning 

outcomes and how it increases efficiency, effectiveness and access 

1-2-3-4-5  4.1.2 
Provide services and assistive technologies to support the learning 

needs of disabled students  

1-2-3-4-5  4.1.3 

Determine that technology system provide tools for communication 

between students and instructors, access to course materials, 

student assessment and feedback/grades 

1-2-3-4-5  4.1.4 
Provide staff and resources to support and maintain technical 

systems and infrastructure 

1-2-3-4-5  4.1.5 
Evaluate the technology frequently based on its intended purpose of 

the software and goal and the intended audience for the system 

 

4.2 Front-End Functionality: How does the IHE assure the front-end interface and functionality?  

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  4.2.1 Determine if the system employs active learning technologies 
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1-2-3-4-5  4.2.2 
Determine if the system’s interface is user-friendly and customizable 

within a template for common look and feel 

1-2-3-4-5  4.2.3 
Determine if the system provides a technology infrastructure that 

supports learning and teaching  

1-2-3-4-5  4.2.4 
Determine if the system allows students to see progress in their 

course of study 

 

4.3 Back-End Functionality: How does the IHE assure the back-end interface and functionality?  

 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  4.3.1 
Determine if technology integrates with other data systems as 

needed by the IHE  

1-2-3-4-5  4.3.2 
Determine if technology integrates adequately with other campus 

resources, such as library and registration, to support student needs 

  

4.4 IT Support: How does the IHE respond to system outages and technical issues? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5  4.4.1 
Establish mechanisms and service levels within the IHE to quickly 

and effectively address system outages and technical faults 

1-2-3-4-5  4.4.2 
Create a procedure to formalize software and hardware 

maintenance 

Best Practice Area 5: Student Technology Literacy 
Students need to be competent users of technology if they are to focus on learning rather than on 

technical issues. Despite the widely held perception that students are proficient in technology use, the 

diversity of the modern student population means that institutions must avoid presumptions and provide 

systems that ensure students are well supported in developing technology literacy for their studies. 

5.1 Technology Readiness: How does the IHE build student confidence with technology? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5 5.1.1 Provide personal encouragement to students directly 

1-2-3-4-5 5.1.2 Include communication exercises in introductions to courses 

1-2-3-4-5 5.1.3 
Ensure that facilitators have an early opportunity to know students 
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individually so as to identify their needs 

 

5.2 Skill Assessment: How does the IHE recognize student technology skills? 

Importance 
In 

Place 
Ref # Practice 

1-2-3-4-5 5.2.1 Provide a means for students to independently validate their skills 

1-2-3-4-5 5.2.2 Explicitly recognize student’s prior experience and skills 

1-2-3-4-5 5.2.3 
Explicitly address multiple technology literacies when providing 

support 

 

5.3 Remediation: How does the IHE remediate student skills? 

Importance  
In 

Place 
Ref # Practice 

1-2-3-4-5 5.3.1 Provide training that is planned, systematic and just-in-time 

1-2-3-4-5 5.3.2 
Ensure that training and support is linked to an assessment of 

specific and required skills 

Best Practice Area 6: Non-Technical Support Services 
A pro-active system of student services and support is essential for student success, retention, 

persistence, and satisfaction. Online students should have access to comparable resources and services 

as on-campus students and with similar ease and functionality. 

 

6.1 Orientation & Warning Systems: What systems are in place to advise students about support 

services and for early identification of at risk students?  

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5 6.1.1 Implement student self assessment of e-learning readiness 

1-2-3-4-5 6.1.2 

Conduct learning preparedness assessment and 

support/encouragement telephone calls with new students before 

start of first course  

1-2-3-4-5 6.1.3 
Require online orientation course that includes description of support 

services and how to access them  
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1-2-3-4-5 6.1.4 
Provide training and support to students for accessing library 

resources online and developing information literacy skills  

1-2-3-4-5 6.1.5 Develop individual e-learning action plan with remediation, as needed 

1-2-3-4-5 6.1.6 
Give new students opportunity to evaluate e-learning start-up and 

services 

 

6.2 Proactive Prevention: What proactive prevention strategies are in place to prevent students 

from dropping out? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5 6.2.1 
Advise students about expectations and workload prior to course 

choice 

1-2-3-4-5 6.2.2 Teach students time management, self-help, and organizational skills 

1-2-3-4-5 6.2.3 

Contact students by individual tutor (personal support counselor / 

retention specialist / adjunct facilitator / mentor) by phone before first 

assignment or assessment is due 

1-2-3-4-5 6.2.4 
Log student contacts to predict those at risk and trigger 

interventions/referrals in a timely manner 

1-2-3-4-5 6.2.5 Implement peer-to-peer or student ambassador support networks 

1-2-3-4-5 6.2.6 
Use student evaluation feedback for continuous improvement of 

services 

 

6.3 Access to Student Services: Can e-learning students access the same services as on campus 

students? 

Importance 
In 

Place? 
Ref # Best Practices 

1-2-3-4-5 6.3.1 Provide portal to online student services  

1-2-3-4-5 6.3.2 Provide online application, registration, fee payment  

1-2-3-4-5 6.3.3 Provide online financial aid information and processing 

1-2-3-4-5 6.3.4 Provide online textbook ordering and access to digital content 

1-2-3-4-5 6.3.5 Deliver tutoring and academic remediation 

1-2-3-4-5 6.3.6 Provide online transcript information 
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1-2-3-4-5 6.3.7 Deliver online library resources 
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SIEL Literature Review & 

Phase Matrix 
he following matrix documents the related literature for each best practice included in the SIEL AP, 

and identifies the best phase of the early student experience for the best practice to be 

implemented. It is intended to further inform the IHE e-learning implementers about when, how, 

and why to adopt the best practices. 

 

                               

BPA 

1.0 

Components and Best Practices 

ASSESSMENT & COMMUNICATION OF 

EXPECTATIONS 

 

Expectations 

PHASE 

Preparation 

 

Induction 

1.1.0 
Defining Rationale: How does the IHE identify the rationale for technology expectations 

made of students? 

1.1.1 Identify technologies required (Kvavik & Caruso, 2005) X   

1.1.2 
Determine the purpose for using the technology (Kvavik 

& Caruso, 2005) 
X   

1.1.3 

Determine the sophistication of use needed for those 

technologies (staff and students) (Kvavik & Caruso, 

2005) 

X   

1.1.4 
Align the requirements with the learning objectives of the 

course or program of study (Ragan, 1999) 
X   

1.1.5 
Assess the implications of accessing the technology for 

students (Fredericksen et al., 1999; Ragan, 1999) 
X   

1.1.6 
Provide contingencies or plans to address the failure to 

meet the expectations (Ragan, 1999) 
X   

1.2.0 
Policy & Processes: How does the IHE incorporate technology expectations in formal 

systems, processes and policies? 

1.2.1 
Ensure consistency of technology use where possible 

and appropriate (Kvavik & Caruso, 2005) 
X   

1.2.2 
Ensure that the expectations are apparent in the formal 

instructional design procedures (Ragan, 1999) 
X   

T 
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1.2.3 
Ensure that the expectations are apparent in the formal 

approval and oversight procedures (Tresman, 2002) 
X   

1.3.0 Student Expectations: How does the IHE identify student’s expectations? 

1.3.1 
Collect expectation information from students and staff 

(Bozarth et al., 2004) 
X   

1.3.2 

Conduct diagnostic assessments of students’ abilities to 

meet expectations (Ludwig-Hardman and Dunlap, 2003; 

Newlands et al., 2005) 

 X  

1.3.3 
Collect feedback after completion to see if expectations 

were met (Newlands et al., 2005) 
X   

1.4.0 Communication: How does the IHE communicate technology expectations to students? 

1.4.1 

Ensure that the expectations are apparent in the formal 

communication procedures (Hillesheim, 1998; Tresman, 

2002; Bozarth et al., 2004) 

X   

1.4.2 

Provide students with opportunities to familiarize 

themselves with the requirements prior to commencing 

study (Hillesheim, 1998; Fredericksen et al., 1999; 

Tresman, 2002; Corry and Watkins, 2007; Bozarth et al., 

2004) 

 X  

1.4.3 

Ensure requirements are reflected consistently and 

completely in policies and statutes (Waterhouse & 

Rogers, 2004) 

 X  

1.4.4 

Provide a mechanism for obtaining assistance in 

understanding the requirements (Zepke & Leach, 2005; 

Tresman, 2002) 

 X  

1.4.5 
Provide a mechanism for validating that the 

requirements have been met (Tresman, 2002) 
 X  

 

                               

BPA 

2.0 

Components and Best Practices 

RECRUITMENT & ADVISEMENT 

 

Expectations 

PHASE 

Preparation 

 

Induction 

2.1.0 
Recruitment: How do students learn about the e-learning program that is appropriate for 

their learning objectives and qualifications? 

2.1.1 
Target qualified prospects appropriate for the program of 

study 
X   

2.1.2 
Market the program of study with truthful and realistic X   
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advertising messages 

2.1.3 Respond to interested prospects in a timely manner X   

2.2.0 Advisement: How are students advised on their proposed studies? 

2.2.1 
Provide students with assistance in selecting appropriate 

courses (Tresman, 2002) 
X   

2.2.2 
Ensure that students are not undertaking too many e-

learning courses (Mandernach et al., 2006) 
X   

2.2.3 

Ensure that students understand the timing, tempo and 

workload implications of their proposed studies 

(Mandernach et al., 2006; Diaz, 2002) 

X   

2.2.4 

Ensure that students understand the need to maintain a 

high degree of personal engagement and motivation 

(Mandernach et al., 2006) 

X   

2.3.0 
Assessment: How are students assessed for readiness and appropriateness for e-

learning? 

2.3.1 

Provide guidance on workload expectations (Sharpe, 

2005; Allan, 2004; Cramphorn, 2004; Meyer, 2003; 

Sweeney et al. 2004; Mandernach et al., 2006; Diaz, 

2002) 

X   

2.3.2 

Provide specific training on time management for e-

learning (Sharpe, 2005; Allan, 2004; Cramphorn, 2004; 

Meyer, 2003; Sweeney et al. 2004; Mandernach et al., 

2006; Diaz, 2002) 

 X  

2.3.3 

Ensure that students have the necessary literacy skills 

needed to engage with content (Mandernach et al., 

2006; Moore et al., 2003) 

 X  

2.3.4 

Ensure that students have the necessary written 

communication skills needed to participate effectively 

(Mandernach et al., 2006; Moore et al., 2003) 

 X  

2.4.0 Diagnosis: What early diagnosis procedures are in place? 

2.4.1 
Ensure students have all necessary resources to start 

their studies promptly (Mandernach et al., 2006) 
  X 

2.4.2 
Provide early opportunities within courses to test student 

abilities 
  X 

2.4.3 
Provide prompt feedback to students on their abilities to 

study using e-learning 
  X 

2.4.4 Ensure students are offered timely assistance in 

addressing any personal study issues, including 
  X 
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study/life balance (Wang & Wu, 2004) 

 

                               

BPA 

3.0 

Components and Best Practices 

LEARNING DESIGN & ORGANIZATION 

 

Expectations 

PHASE 

Preparation 

 

Induction 

3.1.0 
Pedagogy: Is the design of the e-learning courses supported by pedagogical 

underpinnings? 

3.1.1 

Provide clearly written and measurable learning 

objectives for e-learning course outcomes (Britain, 2007; 

Smith, 2006) 

  X 

3.1.2 

Provide an appropriate blend of course materials and 

learning activities to meet learning objectives (Britain, 

2007; Smith, 2006) 

  X 

3.1.3 

Use appropriate instructional technologies that facilitate 

or extend the learning experience to meet learning 

objectives (IPSOS MORI, 2008) 

  X 

3.1.4 

Ensure facilitators receive training, practice, and support 

in e-learning pedagogy course delivery (O'Brien & 

Renner, 2002) 

 X  

3.2.0 
Learner-Centered: How does the IHE provide a learning experience that is more learner-

centered?  

3.2.1 

Organize the course with a consistent structure and 

sequence of instructional units to guide students through 

the course materials and learning activities (Conole, 

2004; Goodacre et al, 2006; Hameed, Badii, Cullen, 

2008; Siragusa, 2002; Tyler-Smith, 2006) 

  X 

3.2.2 
Monitor study time to ensure study load is appropriate for 

course and learner characteristics (Tyler-Smith, 2006) 
  X 

3.2.3 

Ensure learning design supports a range of learning 

styles, multiple instructional methods, and active learning 

opportunities (Allen, 2006; Carr, 2000; Chickering & 

Erhmann, 2008; Diaz, 2002; IPSOS MORI, 2008; Mayes 

& de Freitas, 2007; Siragusa, 2002; Tyler-Smith, 2006) 

  X 

3.3.0 
Community Building: How does the IHE promote learner engagement and community 

building? 

3.3.1 

Ensure the course contains appropriate and regular 

interaction with facilitators (Chickering & Erhmann, 2008; 

Rovai, 2002) 

  X 
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3.3.2 

Provide opportunities and explain requirements for 

student-to-student collaboration and interaction 

(Barnard, Paton, & Rose, 2007; Chickering & Erhmann, 

2008; Lim, 2004; Rovai, 2002; Siragusa, 2002; Topper, 

2007) 

  X 

3.3.3 
Establish community building moderation and monitoring 

processes (Hill, 2007; Rovai, 2002) 
  X 

3.3.4 
Provide students and facilitators introduction 

opportunities at the onset of the course (Rovai, 2002) 
  X 

3.4.0 Designed for Retention: How does e-learning design contribute to student retention? 

3.4.1 

Establish mechanisms to track student progress and 

success such as course milestones, performance 

metrics, and reporting (Lotkowski, Robbins, & Noeth, 

2004) 

  X 

3.4.2 

Provide mechanisms to assist students who struggle 

with learning activities and performance (Lotkowski, 

Robbins, & Noeth, 2004) 

  X 

3.4.3 

Use a consistent e-learning course template with 

provisions to provide accessible course contents for 

students with special needs (Edmonds, 2004; O’Neill, 

2001) 

  X 

3.5.0 
Evaluation: How does the IHE provide assessment feedback and evaluation of the course 

and student performance? 

3.5.1 
Establish processes for review of e-learning course 

quality (Dietz-Uhler, Fisher, & Han, 2008) 
 X  

3.5.2 

Provide criteria for student evaluation of work and course 

grading and calculation methods (Chaney, Eddy, 

Dorman, Glessner, Green. & Lara-Alecio, 2007) 

  X 

3.5.3 

Establish mechanisms for students to evaluate e-

learning course effectiveness and satisfaction (Chaney, 

Eddy, Dorman, Glessner, Green, & Lara-Alecio, 2007) 

  X 

3.5.4 

Establish and communicate service levels for facilitator 

availability, responsiveness, and feedback to students 

about achievement and performance (Gaytan & 

McEwen, 2007; Kanuka & Jugdev, 2006; Keller, 2008) 

  X 
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BPA 

4.0 

Components and Best Practices 

FUNCTIONAL TECHNOLOGY 

 

Expectations 

PHASE 

Preparation 

 

Induction 

4.1.0 
Technology Infrastructure: How does the IHE ensure it has provided the technology 

infrastructure for e-Learning? 

4.1.1 

Evaluate and choose technology via a formal process 

that explores the system’s capacity to address 

institutional needs, trends in student use/expectations, 

the fit with the culture of the campus/community, ability 

to provide measureable learning outcomes and how it 

increases efficiency, effectiveness and access. (Burdett, 

2003; Nied et al., 2007) 

X   

4.1.2 

Provide services and assistive technologies to support 

the learning needs of disabled students (Edmonds, 

2004) 

X   

4.1.3 

Determine that technology system provide tools for 

communication between students and instructors, 

access to course materials, student assessment and 

feedback/grades (Britain, 2007) 

X   

4.1.4 
Provide staff and resources to support and maintain 

technical systems and infrastructure 
X   

4.1.5 

Evaluate the technology frequently based on its intended 

purpose of the software and goal and the intended 

audience for the system 

X   

4.2.0 
Front-End Functionality: How does the IHE assure the front-end interface and 

functionality? 

4.2.1 
Determine if the system employs active learning 

technologies (Hung & Chen, 2001) 
X   

4.2.2 

Determine if the system’s interface is user-friendly and 

customizable within a template for common look and feel 

(Chicerking & Erhmann, 2008; Laws, Howell & Lindsa, 

2003; Sheely, Veness & Randine, 2001) 

X   

4.2.3 

Determine if the system provides a technology 

infrastructure that supports learning and teaching 

(Burdett, 2003) 

X   

4.2.4 Determine if the system allows students to see their 

progress through their course of study (Bunderson, 
X   
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1974) 

4.3.0 
Back-End Functionality: How does the IHE assure the back-end interface and 

functionality? 

4.3.1 

Determine if technology integrates with other data 

systems as needed by the IHE (Conole, 2004, Hung & 

Chen, 2001, Britain, 2007) 

 X  

4.3.2 

Determine if technology integrates adequately with other 

campus resources, such as library and registration, to 

support student needs (Neid et al., 2007) 

 X  

4.4.0 
IT Support: How does the IHE plan for responding to system outages and technical 

issues? 

4.4.1 

Establish mechanisms and service levels within the IHE 

to quickly and effectively address system outages and 

technical faults 

 

 X  

4.4.2 
Create a procedure to formalize software and hardware 

maintenance 
 X  

 

                               

BPA 

5.0 

Components and Best Practices 

STUDENT TECHNOLOGY LITERACY 

 

Expectations 

PHASE 

Preparation 

 

Induction 

5.1.0 Technology Readiness: How does the IHE build student confidence with technology? 

5.1.1 
Provide personal encouragement to students directly 

(Salmon, 2000, p27; Cao, 2005; Cramphorn, 2004) 
  X 

5.1.2 
Include communication exercises in introductions to 

courses (Visser & Visser, 2005) 
  X 

5.1.3 

Ensure that facilitators have an early opportunity to know 

students individually so as to identify their needs 

(Conrad and Donaldson, 2004; Hrabe et al., 2005) 

  X 

5.2.0 Skill Assessment: How does the IHE recognize student technology skills? 

5.2.1 

Provide a means for students to independently validate 

their skills (Hillesheim, 1998; Clyde and Delohery, 2005; 

Vonderwell and Zacharia, 2005; Warner et al.,1998; 

McVay, 2001; Smith, 2001) 

 X  

5.2.2 
Explicitly recognize student’s prior experience and skills 

  X 
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(Conole, 2006; Lockitt, 2004; Sharpe, 2005) 

5.2.3 

Explicitly address multiple technology literacies when 

providing support (Kirkwood & Price, 2005; Kellner, 

2006) 

  X 

5.3.0 Remediation: How does the IHE remediate student skills? 

5.3.1 

Provide training that is planned, systematic and just-in-

time (Kvavik & Caruso, 2005, p19; Visser and Visser, 

2005) 

 X  

5.3.2 

Ensure that training and support is linked to an 

assessment of specific and required skills (Baptista-

Nunes & McPherson, 2002; Hillesheim, 1998; Clyde and 

Delohery, 2005; Kirkwood & Price, 2005; Kvavik & 

Caruso, 2005, p19; Vonderwell & Zacharia, 2005) 

 X  

 

                               

BPA 

6.0 

Components and Best Practices 

NON-TECHNICAL SUPPORT SERVICES 

 

Expectations 

PHASE 

Preparation 

 

Induction 

6.1.0 
Orientation and Warning Systems: What systems are in place to advise students about 

support services and for early identification of at risk students? 

6.1.1 
Implement student self assessment of e-learning 

readiness (Ludwig-Hardman & Dunlap 2003) 
X   

6.1.2 

Conduct learning preparedness assessment and 

support/encouragement telephone calls with new 

students before start of first course (Gibbs, Regan, 

Simpson, 2006); Mager, 2003; Simpson, 2003; 

Simpson, 2004; Peoples, 2003; Student Support 

Research Group, 2003)  

 X  

6.1.3 

Require online orientation course that includes 

description of support services and how to access 

them (Lynch, 2001; Ludwig-Hardman & Dunlap, 

2003; Marshall, 2007) 

 X  

6.1.4 

Provide training and support to students for 

accessing library resources online and developing 

information literacy skills (Marshall, 2007) 

 X  

6.1.5 

Develop individual e-learning action plan with 

remediation, as needed (Ludwig-Hardman & Dunlap, 

2003). 

 X  
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6.1.6 
Give new students opportunity to evaluate e-learning 

start-up and services (Marshall, 2007) 
  X 

6.2.0 
Proactive Prevention: What proactive prevention strategies are in place to prevent 

students from dropping out?  

6.2.1 
Advise students about expectations and workload 

prior to course choice (Yorke, 1999) 
X   

6.2.2 

Teach students time management, self-help, and 

organizational skills (Yekselturk & Inan, 2006; 

Schaffhauser, 2009) 

 X  

6.2.3 

Contact students by individual tutor (personal support 

counselor / retention specialist / adjunct facilitator / 

mentor) by phone before first assignment or 

assessment is due (Gibbs, Regan, Simpson, 2006; 

Hayes, 2002; Tait, 2004) 

  X 

6.2.4 

Log student contacts to predict those at risk and 

trigger interventions/referrals in a timely manner (Tait, 

2004)  

  X 

6.2.5 
Implement peer-to-peer or student ambassador 

support networks (Tressman, 2002) 
 X  

6.2.6 
Use student evaluation feedback for continuous 

improvement of services (Marshall, 2007) 
  X 

6.3.0 
Access to Student Services: Can e-learning students access the same services as on 

campus students? 

6.3.1 Provide portal to online student services  X   

6.3.2 Provide online application, registration, fee payment  X   

6.3.3 
Provide online financial aid information and 

processing (Morris, Wu, & Finnegan, 2005) 
X   

6.3.4 
Provide online textbook ordering and access to digital 

content 
 X  

6.3.5 
Deliver tutoring and academic remediation 

(Prendergast, 2003) 
  X 

6.3.6 
Provide online transcript information (Tressman, 

2002) 
  X 

6.3.7 Deliver online library resources (ALA, 2004)   X 
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o validate best practices associated with a student's induction to e-learning, the SIEL project group 

administered a survey to 15 institutions of higher education. Administered in spring/summer 2010, 

this survey sought feedback to validate the importance and application of identified best practice 

areas (BPAs) to institutions of higher education. In a secure online delivery format, the BPAs were 

piloted in a survey to directors of distance learning, faculty, deans, and other individuals with insight 

into current practices related to retention, persistence, and online delivery programs. Institutions were 

to indicate the importance on a scale of 1-5, where 1 being "Not Important" and 5 being "Very 

Important." Application of best practices were rated on a scale of 1-5, where 1 is "don't know" and 5 

being "always applied." 

The results of the pilot helped to determine the importance and value of SIELs best practice areas. All 

participating institutions identified the best practice areas in the "important" range of the scale. 

Additionally, most indicated that they are implementing or starting to implement the SIEL best practice 

areas. These results garner the significance and importance of SIEL’s best practices and lends to 

development of a certifiable "SIEL of Quality."   

Eighteen online learning leaders from 15 higher education institutions participated in the SIEL survey:  

Boston University, USA 

Eastern Kentucky University, USA 

Florida Hospital College of Health Sciences, USA 

Marylhurst University, USA 

Massey University, NZ 

Ohio University Lifelong and Distance Learning, USA 

Ohio University, USA 

Open University, UK 

Tennessee Board of Regents, USA 

University of Cincinnati, USA 

University of Florida, USA 

University of Illinois at Chicago, USA 

University of Illinois at Chicago, USA 

University of Mary Washington, USA 

Victoria University of Wellington, NZ 

 

T 
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Terms and Definitions 
Term Definition 

Adaptability Ability of a course to be modified to meet a specific 
contextual or individual learning need. 

Asynchronous Communication happening without the need for real 
time participation. 

Attrition Describes the number (or proportions) of students who 
fail to complete the unit of study in which they are 
registered. 

Course A unit of instruction in one subject. Course / Unit / 
Module are typically defined by the IHE.  

Customizing Process of modifying learn material to make it suitable 
for use in a particular context  

Distance e-learning E-learning delivered substantially at a distance from the 
IHE home campus without on-campus residency or 
access, or without substantial face-to-face teaching and 
learning experiences. 

E-learning Computer and electronic technology mediated learning. 

E-learning implementer Person with tactical responsibility for the success of a 
given e-learning initiative; one who would be 
responsible for implementing the SIEL framework, 
leading the SIEL Self Assessment activities, and 
monitoring progress.  

Facilitator  Responsible for facilitating online course and class 
objectives and evaluating the work of students. 
Additionally, addresses student difficulties with course 
content and basic technology issues.  

Faculty Refers to and is synonymous with academic staff who 
have responsibility for developing and delivering 
curriculum. 

Induction First phase of the student’s e-learning course, typically 
ends after the first assessment is taken. 

Instructional designers Teaching support staff who assist faculty in 
incorporating effective e-learning pedagogy and existing 
and emerging technologies into the curriculum. 

Learning Management System (LMS) Software used to deliver and track online coursework. 

Mentor A peer who provides support and guidance within a 
course context. Most likely to be a more experienced 
student (or tutor) providing support to a less 
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experienced student (or tutor). 

Online Using the Internet as a primary communication 
methodology. 

Persistence Describes the behavior of continuing until one reaches 
one’s educational goal; or, working through to a 
qualification at the end of a program of study. 

Personalizing Process of adapting learning material to make it suitable 
for an individual learner – potentially being adapted in 
response to previous academic performance within the 
current course or in a precursor course.  

Program Collection of courses leading to a recognized 
qualification. Program / Course / Unit / Module are 
institutionally defined. 

Progression Students who progress, academically, towards a stated 
learning objective or outcome (e.g. certificate, diploma, 
degree). Where progression is measured by courses or 
academic units completed related to a specific learning 
objective. 

Retention Describes the number (or proportion) of students who 
progress from one part of a program to the next. This 
might be used in the context of completing a course so 
that the student is able to progress to the next course in 
a structured program.  

Synchronous Synchronous communication requires participation in 
real time 

Tutor A member of academic staff who provides direct 
support to a student during a course. 

Unit/Module  A component of an academic course focusing on a 
specific theme. 

Virtual learning environment (VLE) Collection of technologies enabling teaching and 
learning online 
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Executive Summary: SIEL 

Adoption Practice Survey 

 



3. Provost 0 0.00%

4. Chancellor 0 0.00%

5. Vice Chancellor 1 5.56%

6. Director of Distance, Online or eLearning 5 27.78%

7. President 0 0.00%

8. Vice President 0 0.00%

9. Faculty 6 33.33%

10. Online Instructional Designer 1 5.56%

11. Faculty Trainer - Online Education 0 0.00%

12. Other 4 22.22%

Total 18 100%

Key Analytics

Mean 8.278 Key Facts

61.11% chose the following options :

Faculty

Director of Distance, Online or eLearning

Confidence Interval @ 95% [6.963 - 9.592]
n = 18

Standard Deviation 2.845

Standard Error 0.671

05/11/2010 12595024 Assistant Dir. of Online Programs

05/13/2010 12609201 Assistant Dean

05/14/2010 12612125 Director of School

05/14/2010 12613037 Department Head

IHE Classification:

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%

1.
Public, Non-Profit College Graduate School or
University

10 55.56%

2. Private, Non-Profit Graduate School or University 1 5.56%

3. For-Profit Graduate School or University 0 0.00%

4. Four-Year Public, Non-Profit College or University 2 11.11%

5. Four-Year Private, Non-Profit College or University 3 16.67%

6. Four-Year For-Profit College or University 0 0.00%

7.
Two-Year Public, Non-Profit Community/Technical
College

0 0.00%

8.
Two-Year Private, Non-Profit Community/Technical
College

0 0.00%

9. Two-Year For-Profit Community/Technical College 0 0.00%



10. Other 2 11.11%

Total 18 100%

Key Analytics

Mean 3.056 Key Facts

72.22% chose the following options :

Public, Non-Profit College Graduate School or University

Four-Year Private, Non-Profit College or University

Confidence Interval @ 95% [1.670 - 4.441]
n = 18

Standard Deviation 2.999

Standard Error 0.707

04/19/2010 12369666 Tennessee Board of Regents eLearning

05/01/2010 12483649 Private online continuing education.

College/University Name:

04/19/2010 12369666 Tennessee Board of Regents

05/01/2010 12483649 Crossroads of Learning

05/04/2010 12544355 Massey University

05/06/2010 12562302 University of Mary Washington

05/11/2010 12594449 University of Florida

05/11/2010 12595024 Boston University

05/12/2010 12602624 University of Illinois at Chicago

05/13/2010 12609201 Univ. of cincinnati

05/14/2010 12611151 University of Illinois at Chicago

05/14/2010 12612125 University of Cincinnati

05/14/2010 12612303 Ohio University Lifelong and Distance Learning

05/14/2010 12613037 University of Cincinnati

05/16/2010 12617208 U of Florida

05/17/2010 12619454 Florida Hospital College of Health Sciences

05/17/2010 12619784 Marylhurst University

05/17/2010 12619836 Florida Hospital College of Health Sciences

05/17/2010 12621221 Ohio University

05/18/2010 12627742 Eastern Kentucky University

e-Mail Address (only used to validate respondent affiliation with college or university):

04/19/2010 12369666 robbie.melton@tbr.edu

05/01/2010 12483649 BL@crossroadsoflearning.com

05/04/2010 12544355 m.e.brown@massey.ac.nz

05/06/2010 12562302 jstclair@umw.edu

05/11/2010 12594449 normann@cop.ufl.edu

05/11/2010 12595024 mcooper@bu.edu

05/12/2010 12602624 lpawola@uic.edu

05/13/2010 12609201 lisa.holstrom@uc.edu

05/14/2010 12611151 eswir@uic.edu

05/14/2010 12612125 Edward.Latessa@uc.edu

05/14/2010 12612303 dewert@ohio.edu

05/14/2010 12613037 linda.graeter@uc.edu

05/16/2010 12617208 beck@cop.ufl.edu

05/17/2010 12619454 don.williams@fhchs.edu

05/17/2010 12619784 mjones@marylhurst.edu

05/17/2010 12619836 loraine.brown@fhchs.edu

05/17/2010 12621221 wrighta@ohio.edu

05/18/2010 12627742 james.pharr@eku.edu



Location (Country, City, State):

04/19/2010 12369666 Nashville, TN

05/01/2010 12483649 La Canada, CA

05/04/2010 12544355 New Zealand

05/06/2010 12562302 Fredericksburg, VA

05/11/2010 12594449 USA, Gainesville, FL

05/11/2010 12595024 Boston, MA

05/12/2010 12602624 USA, Chicago, Illinois

05/13/2010 12609201 Cincinnati, OH

05/14/2010 12611151 USA, Chicago, Illinois

05/14/2010 12612125 Cincinnati, OH

05/14/2010 12612303 Athens Ohio

05/14/2010 12613037 Cincinnati, OH

05/16/2010 12617208 USA, Gainesville, FL

05/17/2010 12619454 Orlando, FL

05/17/2010 12619784 Marylhurst Oregon

05/17/2010 12619836 USA, Orlando, Florida

05/17/2010 12621221 USA, Athens, OH

05/18/2010 12627742 US, Richmond, Kentucky

Attrition Rate (Describes the number (or proportions) of students who fail to complete the unit of study in which they are registered):

04/19/2010 12369666 Graduate Rates: TTC=70% / Community Colleges=15% /Universities = 45%

05/01/2010 12483649 30%

05/04/2010 12544355

05/06/2010 12562302 24%

05/11/2010 12594449 20%

05/11/2010 12595024

05/12/2010 12602624 8%

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125 10

05/14/2010 12612303 don't know

05/14/2010 12613037 20%

05/16/2010 12617208 25%

05/17/2010 12619454 5-15%

05/17/2010 12619784

05/17/2010 12619836 12%

05/17/2010 12621221 5%

05/18/2010 12627742 5-10

Retention Rate (Describes the number (or proportion) of students who progress from one part of a program to the next. This might be used in the context of completing a
course so that the student is able to progress to the next course in a structured program):

04/19/2010 12369666 The average course retention rate for online is 40% for a full online course

05/01/2010 12483649 70%

05/04/2010 12544355

05/06/2010 12562302 84%

05/11/2010 12594449 85%

05/11/2010 12595024

05/12/2010 12602624 95%

05/13/2010 12609201 83%

05/14/2010 12611151

05/14/2010 12612125 10



05/14/2010 12612303 don't know

05/14/2010 12613037 90%

05/16/2010 12617208 70%

05/17/2010 12619454 75-90%

05/17/2010 12619784

05/17/2010 12619836 97%

05/17/2010 12621221 95%

05/18/2010 12627742 75

1.1 Defining Rationale: How does the IHE identify the rationale for technology expectations made of students? What is the importance of these Best Practices at Your
Institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 1.1.1 Identify technologies required 16 4.250

2. 1.1.2 Determine the purpose for using the
technology

16 4.062

3. 1.1.3 Determine the sophistication of use needed for
those technologies (staff and students)

16 4.188

4. 1.1.4 Align the requirements with the learning
objectives of the course or program of study

16 4.188

5. 1.1.5 Assess the implications of accessing the
technology for students

16 4.062

6. 1.1.6 Provide contingencies or plans to address the
failure to meet the expectations

16 3.938

Average 4.115

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 1.1.1 Identify technologies required 16 3.938

2. 1.1.2 Determine the purpose for using the
technology

16 3.625

3. 1.1.3 Determine the sophistication of use needed for
those technologies (staff and students)

16 3.312

4. 1.1.4 Align the requirements with the learning
objectives of the course or program of study

16 3.562

5. 1.1.5 Assess the implications of accessing the
technology for students

16 3.688

6. 1.1.6 Provide contingencies or plans to address the
failure to meet the expectations

16 3.500

Average 3.604

Comments Related to BPA 1.1?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151 Our institution needs to do a better job working with instructors.

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

1.2 Systems and Processes: How does the IHE incorporate technology expectations in formal systems, processes, and policies? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 1.2.1 Ensure consistency of technology use where
possible and appropriate

16 4.438

2. 1.2.2 Ensure that the expectations are apparent in
the formal instructional design procedures

16 4.250

3. 1.2.3 Ensure that the expectations are apparent in
the formal approval and oversight procedures

16 4.062

Average 4.250

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 1.2.1 Ensure consistency of technology use where
possible and appropriate

16 3.688

2. 1.2.2 Ensure that the expectations are apparent in
the formal instructional design procedures

16 3.500

3. 1.2.3 Ensure that the expectations are apparent in
the formal approval and oversight procedures

16 3.500

Average 3.562

Comments related to BPA 1.2?

04/19/2010 12369666



05/04/2010 12544355 We have clearly defined categories of online learning which are used for all courses for staff and students.

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

1.3 Student Expectations: How does the IHE identify student s expectations? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 1.3.1 Collect expectation information from students
and staff

16 4.250

2. 1.3.2 Conduct diagnostic assessments of students’
abilities to meet expectations

16 4.125

3. 1.3.3 Collect feedback after completion to see if
expectations were met

16 4.250

Average 4.208

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 1.3.1 Collect expectation information from students
and staff

16 3.500

2. 1.3.2 Conduct diagnostic assessments of students’
abilities to meet expectations

16 3.438

3. 1.3.3 Collect feedback after completion to see if
expectations were met

16 3.875

Average 3.604

Comments related to BPA 1.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

1.4 Communication: How does the IHE communicate technology expectations to students? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 1.4.1 Ensure that the expectations are apparent in
the formal communication procedures

16 4.312

2. 1.4.2 Provide students with opportunities to
familiarise themselves with the requirements prior to
commencing study

16 4.438

3. 1.4.3 Ensure requirements are reflected consistently
and completely in policies and statutes

16 4.250

4. 1.4.4 Provide a mechanism for obtaining assistance
in understanding the requirements

16 4.250

5. 1.4.5 Provide a mechanism for validating that the
requirements have been met

16 4.062

Average 4.262

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 1.4.1 Ensure that the expectations are apparent in
the formal communication procedures

16 3.938

2. 1.4.2 Provide students with opportunities to
familiarise themselves with the requirements prior to
commencing study

16 4.000

3. 1.4.3 Ensure requirements are reflected consistently
and completely in policies and statutes

16 3.875



4. 1.4.4 Provide a mechanism for obtaining assistance
in understanding the requirements

16 4.062

5. 1.4.5 Provide a mechanism for validating that the
requirements have been met

16 3.500

Average 3.875

Comments related to BPA 1.4?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

2.1 Recruitment: How do students learn about the e-learning program that is appropriate for their learning objectives and qualifications? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 2.1.1 Target qualified prospects appropriate for the
program of study

17 4.765

2. 2.1.2 Market the program of study with truthful and
realistic advertising messages

17 5.000

3. 2.1.3 Respond to interested prospects in a timely
manner

16 4.812

Average 4.859

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 2.1.1 Target qualified prospects appropriate for the
program of study

17 4.235

2. 2.1.2 Market the program of study with truthful and
realistic advertising messages

17 4.353

3. 2.1.3 Respond to interested prospects in a timely
manner

17 4.529

Average 4.373

Comments related to BPA 2.1?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151 We outsource.

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

2.2 Advisement: How are students advised on their proposed studies? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 2.2.1 Provide students with assistance in selecting
appropriate courses

16 4.562

2. 2.2.2 Ensure that students are not undertaking too
many e-learning courses

16 4.250

3. 2.2.3 Ensure that students understand the timing,
tempo, and workload implications of their proposed
studies

16 4.625

4. 2.2.4 Ensure that students understand the need to
maintain a high degree of personal engagement and
motivation

16 4.812

Average 4.562

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 2.2.1 Provide students with assistance in selecting
appropriate courses

16 4.188

2. 2.2.2 Ensure that students are not undertaking too
many e-learning courses

16 3.750

3. 2.2.3 Ensure that students understand the timing,
tempo, and workload implications of their proposed
studies

16 4.000



4. 2.2.4 Ensure that students understand the need to
maintain a high degree of personal engagement and
motivation

16 4.000

Average 3.984

Comments related to BPA 2.2?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

2.3 Assessment: How are students assessed for readiness and appropriateness for e-learning? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 2.3.1 Provide guidance on workload expectations 16 4.750

2. 2.3.2 Provide specific training on time management
for e-learning

16 4.188

3. 2.3.3 Ensure that students have the necessary
academic and technology literacy skills needed to
engage with content

16 4.625

4. 2.3.4 Ensure that students have the necessary
written communication skills needed to participate
effectively

16 4.688

Average 4.562

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 2.3.1 Provide guidance on workload expectations 16 4.000

2. 2.3.2 Provide specific training on time management
for e-learning

16 3.375

3. 2.3.3 Ensure that students have the necessary
academic and technology literacy skills needed to
engage with content

16 3.938

4. 2.3.4 Ensure that students have the necessary
written communication skills needed to participate
effectively

16 3.812

Average 3.781

Comments related to BPA 2.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

2.4 Diagnosis: What early diagnosis procedures are in place? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 2.4.1 Ensure students have all necessary resources
to start their studies promptly

16 4.875

2. 2.4.2 Provide early opportunities within courses to
test student abilities

16 4.562

3. 2.4.3 Provide prompt feedback to students on their
abilities to study using e-learning

16 4.688

4. 2.4.4 Ensure students are offered timely assistance
in addressing any personal study issues, including
study/life balance

16 4.688

Average 4.703

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 2.4.1 Ensure students have all necessary resources
to start their studies promptly

16 4.188

2. 2.4.2 Provide early opportunities within courses to
test student abilities

16 3.750

3. 2.4.3 Provide prompt feedback to students on their
abilities to study using e-learning

16 3.938

4. 2.4.4 Ensure students are offered timely assistance
in addressing any personal study issues, including
study/life balance

16 4.125



Average 4.000

Comments related to BPA 2.4?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12611151

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/18/2010 12627742

3.1 Pedagogy: Is the design of the e-learning courses supported by pedagogical underpinnings? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 3.1.1 Provide clearly written and measurable
learning objectives for e-learning course outcomes

17 5.000

2. 3.1.2 Provide an appropriate blend of course
materials and learning activities to meet learning
objectives

17 4.824

3. 3.1.3 Use appropriate instructional technologies that
facilitate or extend the learning experience to meet
learning objectives

17 4.882

4. 3.1.4 Ensure facilitators receive training, practice,
and support in e-learning pedagogy course delivery

17 4.882

Average 4.897

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 3.1.1 Provide clearly written and measurable
learning objectives for e-learning course outcomes

17 4.235

2. 3.1.2 Provide an appropriate blend of course
materials and learning activities to meet learning
objectives

17 4.000

3. 3.1.3 Use appropriate instructional technologies that
facilitate or extend the learning experience to meet
learning objectives

17 3.941

4. 3.1.4 Ensure facilitators receive training, practice,
and support in e-learning pedagogy course delivery

17 3.765

Average 3.985

Comments related to BPA 3.1?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151 This is done at the department level and there does not appear to be much oversight.

05/18/2010 12627742

3.2 Learner-Centered: How does the IHE provide a learning experience that is more learner-centered? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 3.2.1 Organize the course with a consistent structure
and sequence of instructional units to guide students
through the course materials and learning activities

17 4.706

2. 3.2.2 Monitor study time to ensure study load is
appropriate for course and learner characteristics

17 4.000

3. 3.2.3 Ensure learning design supports a range of
learning styles, multiple instructional methods, and
active learning opportunities

17 4.471

Average 4.392

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 3.2.1 Organize the course with a consistent structure
and sequence of instructional units to guide students
through the course materials and learning activities

17 3.882

2. 3.2.2 Monitor study time to ensure study load is
appropriate for course and learner characteristics

17 3.118

3. 3.2.3 Ensure learning design supports a range of
learning styles, multiple instructional methods, and
active learning opportunities

17 3.353

Average 3.451



Comments related to BPA 3.2?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

3.3 Community Building: How does the IHE promote learner engagement and community building? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 3.3.1 Ensure the course contains appropriate
presence and regular interaction with instructors and
facilitators / tutors

17 4.882

2. 3.3.2 Provide opportunities and explain requirements
for student-to-student collaboration and interaction

17 4.706

3. 3.3.3 Establish community building moderation and
monitoring processes

17 4.412

4. 3.3.4 Provide students and facilitators introduction
opportunities at the onset of the course

17 4.765

Average 4.691

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 3.3.1 Ensure the course contains appropriate
presence and regular interaction with instructors and
facilitators / tutors

17 4.059

2. 3.3.2 Provide opportunities and explain requirements
for student-to-student collaboration and interaction

17 3.882

3. 3.3.3 Establish community building moderation and
monitoring processes

17 3.824

4. 3.3.4 Provide students and facilitators introduction
opportunities at the onset of the course

17 4.059

Average 3.956

Comments related to BPA 3.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

3.4 Designed for Retention: How does e-learning design contribute to student retention? Importance of Best Practices?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 3.4.1 Establish mechanisms to track student
progress and success such as course milestones,
performance metrics, and reporting

17 4.706

2. 3.4.2 Provide mechanisms to assist students who
struggle with learning activities and performance

17 4.706

3. 3.4.3 Use a consistent e-learning course template
with provisions to provide accessible course
contents for students with special needs

17 4.706

Average 4.706

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 3.4.1 Establish mechanisms to track student
progress and success such as course milestones,
performance metrics, and reporting

17 3.882

2. 3.4.2 Provide mechanisms to assist students who
struggle with learning activities and performance

17 3.882

3. 3.4.3 Use a consistent e-learning course template
with provisions to provide accessible course
contents for students with special needs

17 3.824

Average 3.863



Comments related to BPA 3.4?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

3.5 Evaluation: How does the IHE provide assessment feedback and evaluation of the course and student performance? Importance of Best Practices?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 3.5.1 Establish processes for review of e-learning
course quality

17 4.824

2. 3.5.2 Provide criteria for student evaluation of work
and course grading and calculation methods

17 4.882

3. 3.5.3 Establish mechanisms for students to evaluate
e-learning course effectiveness and satisfaction

17 4.824

4. 3.5.4 Establish and communicate service levels for
facilitator availability, responsiveness, and feedback
to students about achievement and performance

17 4.647

Average 4.794

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 3.5.1 Establish processes for review of e-learning
course quality

17 3.941

2. 3.5.2 Provide criteria for student evaluation of work
and course grading and calculation methods

17 4.176

3. 3.5.3 Establish mechanisms for students to evaluate
e-learning course effectiveness and satisfaction

17 4.176

4. 3.5.4 Establish and communicate service levels for
facilitator availability, responsiveness, and feedback
to students about achievement and performance

17 3.941

Average 4.059

Comments related to BPA 3.5?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

4.1 Technology Infrastructure: How does the IHE ensure it has provided the technology infrastructure for e-Learning? What is the importance of these Best Practices at
your institution?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 4.1.1 Evaluate and choose technology via a formal
process that explores the system’s capacity to
address institutional needs, trends in student
use/expectations, the fit with the culture of the
campus/community, ability to provide measureable
learning outcomes and how it increases efficiency,
effectiveness and access

17 4.353

2. 4.1.2 Provide services and assistive technologies to
support the learning needs of disabled students

17 4.588

3. 4.1.3 Determine that technology system provide
tools for communication between students and
instructors, access to course materials, student
assessment and feedback/grades

17 4.588

4. 4.1.4 Provide staff and resources to support and
maintain technical systems and infrastructure

16 4.750

5. 4.1.5 Evaluate the technology frequently based on
its intended purpose of the software and goal and
the intended audience for the system

17 4.412

Average 4.538

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied



1. 4.1.1 Evaluate and choose technology via a formal
process that explores the system’s capacity to
address institutional needs, trends in student
use/expectations, the fit with the culture of the
campus/community, ability to provide measureable
learning outcomes and how it increases efficiency,
effectiveness and access

17 3.706

2. 4.1.2 Provide services and assistive technologies to
support the learning needs of disabled students

17 3.529

3. 4.1.3 Determine that technology system provide
tools for communication between students and
instructors, access to course materials, student
assessment and feedback/grades

17 4.000

4. 4.1.4 Provide staff and resources to support and
maintain technical systems and infrastructure

17 3.882

5. 4.1.5 Evaluate the technology frequently based on
its intended purpose of the software and goal and
the intended audience for the system

17 3.412

Average 3.706

Comments related to BPA 4.1?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742 Changes in systems without faculty or student input is frequent. Without consulting faculty and students in on-line programs, technology support was
eliminated during weekend and evening hours - those times when on-line activity is greatest is when support is not present. These issues cause significant
problems for both faculty and students.

4.2 Front-End Functionality: How does the IHE assure the front-end interface and functionality? What is the importance of these Best Practices at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 4.2.1 Determine if the system employs active
learning technologies

15 4.600

2. 4.2.2 Determine if the system’s interface is
user-friendly and customizable within a template for
common look and feel

17 4.529

3. 4.2.3 Determine if the system provides a technology
infrastructure that supports learning and teaching

17 4.706

4. 4.2.4 Determine if the system allows students to see
progress in their course of study

17 4.235

Average 4.518

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 4.2.1 Determine if the system employs active
learning technologies

15 3.533

2. 4.2.2 Determine if the system’s interface is
user-friendly and customizable within a template for
common look and feel

16 3.375

3. 4.2.3 Determine if the system provides a technology
infrastructure that supports learning and teaching

17 3.588

4. 4.2.4 Determine if the system allows students to see
progress in their course of study

17 3.412

Average 3.477

Comments related to BPA 4.2?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037



05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

4.3 Back-End Functionality: How does the IHE assure the back-end interface and functionality? What is the importance of these Best Practices at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 4.3.1 Determine if technology integrates with other
data systems as needed by the IHE

17 4.412

2. 4.3.2 Determine if technology integrates adequately
with other campus resources, such as library and
registration, to support student needs

17 4.353

Average 4.382

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 4.3.1 Determine if technology integrates with other
data systems as needed by the IHE

16 3.562



2. 4.3.2 Determine if technology integrates adequately
with other campus resources, such as library and
registration, to support student needs

17 3.647

Average 3.605

Comments related to BPA 4.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

4.4 IT Support: How does the IHE respond to system outages and technical issues? What is the importance of these Best Practices at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 4.4.1 Establish mechanisms and service levels
within the IHE to quickly and effectively address
system outages and technical faults

17 4.706

2. 4.4.2 Create a procedure to formalise software and
hardware maintenance

16 4.625

Average 4.665

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 4.4.1 Establish mechanisms and service levels
within the IHE to quickly and effectively address
system outages and technical faults

17 3.706

2. 4.4.2 Create a procedure to formalise software and
hardware maintenance

17 3.353

Average 3.529

Comments related to BPA 4.4?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

5.1 Technology Readiness: How does the IHE build student confidence with technology? What is the importance of these Best Practices at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 5.1.1 Provide personal encouragement to students
directly

17 4.647

2. 5.1.2 Include communication exercises in
introductions to courses

17 4.118

3. 5.1.3 Ensure that facilitators have an early
opportunity to know students individually so as to
identify their needs

17 4.059

Average 4.275

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 5.1.1 Provide personal encouragement to students
directly

17 4.000

2. 5.1.2 Include communication exercises in
introductions to courses

17 3.588

3. 5.1.3 Ensure that facilitators have an early
opportunity to know students individually so as to
identify their needs

17 3.471

Average 3.686

Comments related to BPA 5.1?



04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

5.2 Skill Assessment: How does the IHE recognize student technology skills? What is the importance of these Best Practices at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 5.2.1 Provide a means for students to independently
validate their skills

16 4.125

2. 5.2.2 Explicitly recognize student’s prior experience
and skills

17 3.941

3. 5.2.3 Explicitly address multiple technology literacies
when providing support

16 4.062

Average 4.043

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 5.2.1 Provide a means for students to independently
validate their skills

17 3.176

2. 5.2.2 Explicitly recognize student’s prior experience
and skills

16 3.188

3. 5.2.3 Explicitly address multiple technology literacies
when providing support

17 3.118

Average 3.161

Comments related to BPA 5.2?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

5.3 Remediation: How does the IHE remediate student skills? What is the importance of these Best Practices at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 5.3.1 Provide training that is planned, systematic
and just-in-time

17 4.118

2. 5.3.2 Ensure that training and support is linked to an
assessment of specific and required skills

17 4.000

Average 4.059

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 5.3.1 Provide training that is planned, systematic
and just-in-time

17 3.118

2. 5.3.2 Ensure that training and support is linked to an
assessment of specific and required skills

17 2.882

Average 3.000

Comments related to BPA 5.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024



05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

6.1 Orientation & Warning Systems: What systems are in place to advise students about support services and for early identification of at risk students? What is the
importance of these Best Practices at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 6.1.1 Implement student self assessment of
e-learning readiness

17 4.235

2. 6.1.2 Conduct learning preparedness assessment
and support/encouragement telephone calls with
new students before start of first course

17 4.412

3. 6.1.3 Require online orientation course that includes
description of support services and how to access
them

17 4.588

4. 6.1.4 Provide training and support to students for
accessing library resources online and developing
information literacy skills

16 4.562

5. 6.1.5 Develop individual e-learning action plan with
remediation, as needed

17 3.765

6. 6.1.6 Give new students opportunity to evaluate
e-learning start-up and services

17 4.176

Average 4.290

To what degree are these Best Practices applied at your institution?



Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 6.1.1 Implement student self assessment of
e-learning readiness

16 3.500

2. 6.1.2 Conduct learning preparedness assessment
and support/encouragement telephone calls with
new students before start of first course

17 3.882

3. 6.1.3 Require online orientation course that includes
description of support services and how to access
them

17 3.765

4. 6.1.4 Provide training and support to students for
accessing library resources online and developing
information literacy skills

17 3.529

5. 6.1.5 Develop individual e-learning action plan with
remediation, as needed

17 2.941

6. 6.1.6 Give new students opportunity to evaluate
e-learning start-up and services

17 3.235

Average 3.475

Comments related to BPA 6.1?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

6.2 Proactive Prevention: What proactive prevention strategies are in place to prevent students from dropping out? What is the importance of these Best Practices at your
institution?



Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 6.2.1 Advise students about expectations and
workload prior to course choice

17 4.706

2. 6.2.2 Teach students time management, self-help,
and organizational skills

17 4.059

3. 6.2.3 Contact students by individual tutor (personal
support counsellor / retention specialist / adjunct
facilitator / mentor) by phone before first assignment
or assessment is due

17 3.765

4. 6.2.4 Log student contacts to predict those at risk
and trigger interventions/referrals in a timely manner

17 3.824

5. 6.2.5 Implement peer-to-peer or student
ambassador support networks

17 3.176

6. 6.2.6 Use student evaluation feedback for
continuous improvement of services

17 4.765

Average 4.049

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 6.2.1 Advise students about expectations and
workload prior to course choice

17 4.294

2. 6.2.2 Teach students time management, self-help,
and organizational skills

16 3.250



3. 6.2.3 Contact students by individual tutor (personal
support counsellor / retention specialist / adjunct
facilitator / mentor) by phone before first assignment
or assessment is due

17 3.353

4. 6.2.4 Log student contacts to predict those at risk
and trigger interventions/referrals in a timely manner

17 3.353

5. 6.2.5 Implement peer-to-peer or student
ambassador support networks

17 2.706

6. 6.2.6 Use student evaluation feedback for
continuous improvement of services

17 4.235

Average 3.532

Comments related to BPA 6.2?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836

05/17/2010 12621221

05/17/2010 12619784

05/17/2010 12611151

05/18/2010 12627742

6.3 Access to Student Services: Can e-learning students access the same services as on campus students? What is the importance of these Best Practices at your
institution?

Overall Matrix Scorecard

Question Count Score 1 - Not Important 2 3 4
5 - Very

Important

1. 6.3.1 Provide portal to online student services 17 4.588

2. 6.3.2 Provide online application, registration, fee
payment

17 4.706



3. 6.3.3 Provide online financial aid information and
processing

15 4.800

4. 6.3.4 Provide online textbook ordering and access to
digital content

17 4.706

5. 6.3.5 Deliver tutoring and academic remediation 17 3.941

6. 6.3.6 Provide online transcript information 17 4.059

7. 6.3.7 Deliver online library resources 17 4.941

Average 4.534

To what degree are these Best Practices applied at your institution?

Overall Matrix Scorecard

Question Count Score 1 - Dont Know
2 - Never
Applied

3 - Inconsistently
Applied

4 - Usually
Applied

5 - Always
Applied

1. 6.3.1 Provide portal to online student services 17 4.176

2. 6.3.2 Provide online application, registration, fee
payment

17 4.471

3. 6.3.3 Provide online financial aid information and
processing

17 4.235

4. 6.3.4 Provide online textbook ordering and access to
digital content

17 4.235

5. 6.3.5 Deliver tutoring and academic remediation 17 3.647

6. 6.3.6 Provide online transcript information 17 3.412

7. 6.3.7 Deliver online library resources 17 4.529

Average 4.101

Comments related to BPA 6.3?

04/19/2010 12369666

05/04/2010 12544355

05/06/2010 12562302

05/11/2010 12594449

05/11/2010 12595024

05/12/2010 12602624

05/13/2010 12609201

05/14/2010 12612125

05/14/2010 12612303

05/14/2010 12613037

05/16/2010 12617208

05/17/2010 12619454

05/17/2010 12619836
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