COURSE
GUIDE

ODL 721

LEARNER SUPPORT SERVICES IN DISTANCE
LEARNING

Course Team Prof. RotimiOgidan (CourseWriter/Developer)-
NOUN

Professor Augustine C. Ukwueze (Course
Reviewer) - NOUN

Mr. Fatele Samuel (Copy Editor) - NOUN

e

oy
NaOUN

NATIONAL OPEN UNIVERSITY OF NIGERIA




ODL 721 COURSE GUIDE

© 2021 by NOUN Press

National Open University of Nigeria
Headquarters

University Village

Plot 91, Cadastral Zone

Nnamdi Azikiwe Expressway

Jabi, Abuja

| agos Office
14/16 Ahmadu Bello Way
Victoria Island, Lagos

e-mail: centralinfo@nou.edu.ng
URL: www.nou.edu.ng

Printed 2021

SBN: 978-978-058-362-0

All rights reserved. No part of this book may bprosluced, in any
form or by any means, without permission in writingm the publishe

.t




ODL 721

CONTENTS

Introduction ...
The COUISE....ouiii e
What you will Learn in this Course.............
Course AIMS......ooiiiiiiiiiie e e,
Learning Objectives...........cccovevviivievnnnnnn.
Working through this Course....................
Course MaterialS.........ccoeviiiiii i e e e,
Study UNitS....coeii e
Presentation Schedule............................
ASSESSMENL. ...
Tutor Marked Assignment (TMAS)...... cou......
Final Examination and Grading.................
Course Marking Structure................c........
How to Benefit Most from this Course..................

COURSE GUIDE

PAGE



ODL 721 COURSE GUIDE

INTRODUCTION

ODL 721: Learner Support Services in Distance hiegy is a semester,
two credit unit course. It is a course for snigewho offer

Postgraduate diploma in distance education progemawever, it is

also a suitable course of study for anyone who svémtacquire some
knowledge of how to provide support to learnerdigtance learning.

THE COURSE

This course is made up of three modules. Each reoclunprises five
units and in all, there are 15 units. The units aneaning of learner
support services in open and distance learningsoreafor providing
support to learners, theories of learning for leeash support,
characteristics of distance learners, learningest@nd orientations in
distance education, important elements in learappart services, role
of study materials in open and distance learniegunselling/tutoring
support services, technology mediated support @esyiinteraction
through assignments, personnel in learner suppowices, capacity
building for support service providers, studenbmiation systems in
ODL, research in learner support services and rsaofdlearner support
in selected ODL institutions. The course materad been developed to
suit not only distance learners in Nigeria by \ertof the fact that it has
practical examples from the local environment loualiso suit distance
learners elsewhere given examples and illustratiofisuniversal
dimension. The intention is to make use of locapeziences and
situations including international illustrations swpport the students
while studying and to ensure that the content reamaurrent.

This Course Guide is a window into the course bgeait tells you
briefly what the course is about, what course neleyou will be using
and how you can work your way through the materialsuggests some
general guidelines for the amount of time you stogppend on each
study unit of the course in order to complete dcassfully. It also gives
you some guidance on your tutor marked assignn{@Mg#\s). Detailed
information on TMAs is similarly made available. &k are regular
tutorial classes that are linked to the course.ughautorial classes are
not compulsory, but you are advised to attend tkessions.

WHAT YOU WILL LEARN IN THIS COURSE

This course material on Learner Support ServiceBigtance Learning
will provide you with interactive approach of fimgj out and
understanding the meaning of learner support sesvand the reasons
why support should be provided to you as a learnerdistance
education. It will take you through a process ofamaxing the
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mechanisms/strategies of providing support seryiggge you handy
information on the characteristics of distancereess, reveal to you the
different types of available supports services wekplanation on the
theories that are relevant in providing supportetrners just as it will
examine the various types of support services likketoring and
teaching; advising and counselling; and the adstraive services
including the use of on-line and interaction througssignments.
Similarly, you will come across and identify sp&ciéxamples of how
support service providers can interact with you aasearner using
support as a platform to meet your needs. Thisssoaraterial will also
show how support staff should be trained in ordantprove on service
delivery to learners. In addition, you will leafmetsteps to take on how
to carry out research that are related to providingport in a distance
learning outfit. Similarly, information would be grided on how some
selected Open and Distance Education institutiocr®sas the world
provide support to their learners out of which y@an come up with
your own version of how support service shoulddralered to learners.
As you go through the study material, you will leamportant
expressions and acquire knowledge that can beeappihen you find
yourself in a circumstance that requires givingpsupto learners in a
distance learning environment.

COURSE AIMS

This course aims to give you an understanding efctincept of learner
support services in ODL. The elements of learn@pstt services, role
of the support service providers and how they aamctfon to assist
learners by ensuring that they are well adjustetevdtudy is made easy
for them in the distance education programme.

These aims will be achieved by:

a. Introducing you to the definitions of the concept learner

support services;

b. Explaining to you what constitutes support servioeSDL,;

C. Mentioning and describing theories of learning fearners’
support;

d. Outlining the characteristics of distance learners;

e. Enumerating and explaining to you the learning estyland
orientations in distance education;

f. Listing the important elements in learner suppervises;

g. Explaining the role of study materials in open atidtance
learning;

h. Describing counselling/tutoring support services;

i. Explaining how technology is being used in supgervices;
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- State how interaction through assignments can éé tssupport
learners in their studies;

k. Mention the personnel in learner support services;

l. List reasons to justify capacity building for suppservice
providers;

m. Explain the importance atudent information systems in ODL,;

n. State the functions of research on learner sug@oxtices in the
development of ODL,;

0. State lessons that can be learnt from the modééaaier support

in selected ODL institutions

COURSE LEARNING OBJECTIVES

In order to achieve the aims set out above, somefully stated overall
objectives must be considered. In addition, eacilystunit also has
specific objectives. The study unit objectives aieays included at the
beginning of a study unit; you should read themoleefyou start
working through the study unit. You may want toeretio the objectives
as you go through each unit to check on your psggr&ou should
always look at the study unit objectives after ctaipg a study unit. In
this way, you can be sure that you have done wilatnequired of you
by the study unit. Set out below are also the wiolgjectives of the
course as a whole. By meeting these objectives, sfoauld have
achieved the aims of the course. On successful ledimp of the course,
you willbe able to:

o define the concept of learner support services
e explain using some specific examples, what the egihof learner
support services means
e itemise why it is important to provide support éauiners
e identify variety of theories that are related t@ort services in
Open and Distance Learning
e mention ways by which the theories can be useddwvige support
and enhance success of learners in Open and Dastaacning
e identify a variety of characteristics among leasnan distance
education
o Driefly state the meaning of learning style andrée® orientation
o list three examples of:
a) Learning styles
b) Learning orientations
¢ identify the key elements of ODL support services
e describe how study materials can be written in saickay as to
break the challenge of isolation in distance edanat
e mention at least five examples of the services ¢hatbe rendered
through counselling support
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e mention at least three reasons why technology stijpoeeded
in the education service delivery system of distalearning
e enumerate at least five ways by which assignmentbeaused to
encourage learning
e enumerate at least five personnel that are invoive@roviding
support to distance learners and identify spedyfes of support
services which they render
e identify the different steps that can be undertakgnan ODL
institution to build capacity for its learner supipservice provides
¢ identify areas needing research in ODL learner stigervice
e mention five functions of student information systen Open and
Distance Learning institution
e explain five lessons that can be learnt from supgenvice delivery
in the ODL institutions that were mentioned in thrst.

WORKING THROUGH THIS COURSE

To complete this course, you are required to rdsal dtudy units
carefully and other relevant and other materiadsest in the section on
further reading. Each study unit contains SELF-ASSHENT

EXERCISE (SAEs) and Tutor Marked Assignments (TMAsid at

each point in the course you are required to sulassignments for
assessment purposes. At the end of the coursdimalaexamination.

You will also find listed, all the components ofetltourse, what you
have to do and how you should allocate your timeaoh study unit in
order to complete the course successfully and aud gione.

COURSE MATERIALS

Major components of the course are:
1) Course Guide
2) Study Units

3) References
4) Presentation Schedule

STUDY UNITS

The study units in this course (ODL 721) are aoves:

Module 1

Unit 1 Meaning of Learner Support Services in Opand
Distance Learning

Unit 2 Reasons for Providing Support to Learners

Unit 3 Theories of Learning for Learner Supponvges
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Unit4 Characteristics of Distance Learners

Unit5 Learning Styles and Orientations

Module 2

Unit 1 Important Elements in Learner Support Sesi

Unit2 Role of Study Materials in Providing Supptar Learners
Unit 3 Counselling/Tutoring Support Services

Unit 4 Technology Mediated Support Services

Unit 5 Interaction through Assignments

Module 3

Unit 1 Personnel in Learner Support Services

Unit 2 Capacity Building for Support Service Prbsis

Unit 3 Student Information Systems in ODL

Unit 4 Research in Learner Support Services

Unit 5 Models of Learner Support in Selected OD&titutions

- University of South Africa

- Open University of United Kingdom

- University of Nairobi

- Open University of Sudan

- Open University of Sri Lanka

- University of Papua Guinea

- University of Bostwana

- The University College of Education, Winneba
- Zimbabwe Open University

- The Open University of Tanzania

- Indira Gandhi National Open University (IGNOU)
- National Open University of Nigeria (NOUN)

PRESENTATION SCHEDULE

The presentation schedule included in this courstenal gives you the
important dates of this year for the completiotiudér-marked
assignments and for attending tutorials. Remenyer are required to
submit all your assignments by the due date. Yaulshguard against
falling behind in your work.

ASSESSMENT

There are three aspects in the assessment of tingecoFirst is a set of
Self — Assessment Exercises (SAES), second is afsettor-marked
assignments (TMAS), and third is a written endevhsster examination.
In tackling the assignments, you are expected twirm®ere in attempting
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the exercises; you are expected to apply the irdbdon, knowledge and
techniqgues gathered during the course. The assigsmmust be
submitted to your tutor against formal deadlineatest in the
presentation schedule and the assignment file.Widr& you submit to
your tutor for assessment will make up 40% (poatigate) of your total
course mark. At the end of the course, you willchée sit for a final

written examination of two hours’ duration. Thisaexination will make

up the remaining 60% (postgraduate) of your todakse mark.

TUTOR-MARKED ASSIGNMENTS (TMAYS)

Assignment questions referred as TMA (Tutor MarRadignments) for
each study units in this course are stated. Ydubeiable to complete
your assignments from the information and matewailstained in your
reading, and study units. However, it is desirdbteyou to demonstrate
that you have read and researched more widely thanrequired
minimum. Using other references will give you adater viewpoint and
may provide a deeper understanding of the subject.

When you have completed each assignment, sendyethier with a
TMA (tutor-marked assignment) form to your tutoraké sure that each
assignment reaches your tutor on or before the lideadiven in the
presentation schedule and assignment file. Ifafgr reason, you cannot
complete your work on time, contact your tutor fobe the assignment
is due to discuss the possibility of an extenskxtensions of time will
not be granted after the due date unless in exuegticircumstances.
You are encouraged to submit all assignments.

FINAL EXAMINATION AND GRADING

The final examination for this course will be fard hours’ duration and
it has a value of 70% of the total course grades &amination will
consist of questions, which reflect the type off-sesting, practice
exercises and tutor-marked assignments (tutorgdténto problems)
you have previously encountered in this study nialter

Use the time between the last study unit and gition the examination
to revise the entire course. You might find it uséd review your set up
self-tests tutor-marked assignments and tutor camsnen them before
the examination. The final examination covers infation from all
parts of the course.
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COURSE MARKING STRUCTURE

COURSE GUIDE

The following table lays out how the actual coursarking is done.

Tablel: Course Marking Structure

Stages of Assessment Percentage of Scores
Assessments 30% (Postgraduate)
Final Examination 70% (Postgraduate)
Total 100% of Course Marks

COURSE OVERVIEW

The next table brings together the study units nilvaber of weeks you

should take to complete them, and the assignmieatgdllow.

Tablell: Course Organiser

Weekly Assessment(end of
Activity Unit)

1 |Meaning of learner suppq 1 Assignment 2
services in open and distar
learning

2 | Theories of learning for 1 Assignment 3
learner support services

3 | Characteristics of distance 1 Assignment 3
learners

4 | Reasons for providing support 1 Assignment 3
to learners

5 | Learning styles and 1 Assignment 2
orientations

6 | Important elements in 1 Assignment 2

learner support services

7 | Role of study materials 1 Assignment 2
providing support to learners

8 | Counselling/tutoring 1 Assignment 3

support services

9 | Technology mediated suppaort 1 Assignment 4
services

10 | Interaction through 1 Assignment 3
assignments

11 | Personnel in learner support 1 Assignment 3
services

12 | Capacity building for support 1 Assignment 3

service providers
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in ODL

13 | Student information systems 1 Assignment 3

services

14 | Research in learner support 1 Assignment 2

selected ODL institutions

15 | Models of learner support 1 Assignment 3

Total no of weeks 15

HOW TO GET THE MOST FROM THISCOURSE

In Open and Distance Learning (ODL), the study sumgplace the
University Lecturer. This is one of the great adeges of ODL. You
can read and work through specially designed studterials at your
own pace, and at a time and place that suit you Aésnk of it as
reading the lecturer. In the same way that theutectmight set you
some reading to do, the study units tell you whenmetad your other
materials. Just as a lecturer might give you anlass exercise, your
study units provide exercise, for you to do at #ppropriate points.
Each of the study units follows a common formate Tinst item is an
introduction to the subject matter of the studyt amd how a particular
study unit is integrated with the other study uratel the course as a
whole. Next is a set of learning objectives. Thebgctives let you
know what you should be able to do by the time lyave completed the
study unit. You should use these objectives to g@your study. When
you have finished the study unit, you must go back check whether
you have achieved the objectives or not. If you enakhabit of doing
this, you will significantly improve your chancekpgassing the course.

The main body of the study unit guides you throtighrequired reading
from other sources. This will usually be eithemfra reading section or
some other sources. You will be directed when tieereed for it.

Self- Assessment Exercises (SAEs) are stated thomigthe study
units. Working through these SAEs will help you aghieve the
objectives of the study units and prepare you e assignments and
examination.

You should do every SAE as you come to it in thuelgtunit. There will
also be numerous examples given in the study unitsk through these
when you come to them too.

The following is a practical strategy for workirgrdugh the course. |If
you run into any trouble, telephone your tutor indilaéely. Remember
that your tutor’s job is to help you. When yoledéhelp, don’'t hesitate
to call and ask your tutor to provide necessarydgute. You are
encouraged to take note of the following tips:
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=

Read this course guide thoroughly.

2. Organise a study schedule. Refer to the coursevievefor more
details. You should note that it is expected of youlevote at
least 2 hours per week for studying this coursee mmber of
hours to be devoted for intensive study stated alswoutside
other need driven academic activities like selphegroup
discussion and instructional facilitation. Note tti@e you are
expected to spend on each unit and how the assigamsate to
the study units. Important information e.g. detad§ your
tutorials, and the date of the first day of the sst@r is available.
You need to gather together all these informatiorone place,
such as in your diary or a wall calendar. Whatewethod you
choose to use, you should write in your own datesviorking on
each unit.

3. Once you have created your own study schedule vdoything
you can to stick to it. The major reason why ehuid fail is that
they get behind with their course work. If you geb difficulties
with your schedule, please let your tutor know befbis too late
for him to help you.

Turn to unit 1, read the introduction and the oties for the unit.

4. Assemble the study materials. Information abouttwioa need
for a unit is given in the table of content at begyinning of each
unit. It will be helpful for you to always read Ibhothe study unit
you are working on and one of the materials fothieir reading
on your desk at the same time.

5. Work through the Unit. The content of the unit itdeas been
arranged to provide a sequence for you to follow.y&u work
through the unit, you will be instructed to resettions from
other sources. Use the unit to guide your reading.

6. Keep in mind that you will learn a lot by doing afjbur
assignments carefully. They have been designed|myou meet
the objectives of the course and, therefore, valphyou pass the
examination. Submit all assignments not later th@due date.

7. Review the objectives for each study unit to confithat you
have achieved them. If you feel unsure about anythef
objectives, review the study materials or consatintutor.

8. When you are confident that you have achieved a’suni
objectives, you can then start on the next unibc@ed unit by
unit through the course and try to pace your stsoythat you
keep yourself on schedule.
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9. When you have submitted an assignment to your témor
marking, do not wait until you get it back befotaring on the
next unit. Keep to your schedule. When the assignme
returned, pay particular attention to your tutasnments, both
on the tutor-marked assignment form and also aemnrbn the
assignment itself. Consult your tutor as soopassible if you
have any questions or problems.

10. After completing the last unit, review the coursad gorepare
yourself for the final examination. Check that ywave achieved
the unit objectives (listed at the beginning ofteaait) and the
course objectives (listed in the course guide).

TUTORSAND TUTORIALS

There are 15 hours of tutorials provided in supjpbrthis course. You
will be notified of the dates, times and locatioh these tutorials
together with the name and phone number of your ta$ soon as you
are allocated a tutorial group.

Your tutor will mark and comment on your assignmserde will also

keep a close watch on your progress or any ditfiesilyou might

encounter and provide assistance to you duringcthese. You must
mail your tutor-marked assignments to your tutotl eefore the due

date (at least two working days are required). Tiwdlybe marked by

your tutor and returned to you as soon as possibenot hesitate to
contact your tutor by telephone, e — mail, or déston board if you

need help. The following might be circumstancesvhrich you would

find help necessary. Contact your tutor if: You daot understand
any part of the study units or the assigned readiMgu have difficulty

with the self — assessment exercises. You haveeatiqn or problem

with an assignment, with your tutor's comments onagsignment or
with the grading of an assignment. You shouldytoyr best to attend
the tutorials. This is your only chance to haveaeefto-face academic
contact with your tutor and to ask questions orbjgms encountered in
the course of your study.

To gain the maximum benefit from course tutoriplepare a question

list before attending them. You will learn a lobrn participating in
discussions actively.
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SUMMARY

Upon completing this course, you will be required hHave acquired
basic knowledge on learner support services in oped distance
education. You will be able to answer questions tikese ones.

1. In a sentence, mention the meaning of the coneepihér support
services in Open and Distance Learning

2. Mention at least five general reasons for providsupport to
learners who are in the distance education

3. Itemise three reasons why it is important to prevalipport to
learners.

4. Enumerate three theories of learning that are agleto support
services in ODL

5. Itemise five characteristics of learners in ODL.

6. Explain how the flexible nature of duration in ORbnstitutes
support for the learners.

7. State how course material can be used to breaétigolin an

ODL programme

8. State how counselling service can be rendereddpastilearners
in distance education

9. Briefly explain why it is necessary to use techgglonediated
support in transmitting knowledge in ODL.

10. State five reasons why interaction through assigreecrucial

in distance learning

11. Enumerate the major personnel in ODL Learner suppor

services

12. Mention the different steps that can be undertdikeran ODL
institution to build capacity for its learnsupport service
providers.

13.  State five ways by which learner support providesis use the
student information system in an ODL institatio

14.  State the major reasons why there are needsnituct research

in Learner support services

Xiv
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COURSE DESCRIPTION

This course material on Learner Support Servicg3pen and Distance
Learning provides you with interactive approach fiofling out and
understanding the meaning of learner support sesvand the reasons
why support should be provided to you as a leaineristance
education. It will take you through a process axamining the
mechanisms/strategies of providing support seryiggge you handy
information on the characteristics of distancereess, reveal to you the
different types of available supports services, l&@rpto you the
theories that are relevant to support in teachimg) l@arning just as it
will examine the various types of learner suppde | tutoring and
teaching; advising and counselling; and the adstramive services
including the use of on-line and interaction througssignments.
Similarly, you will be taken through specific exalegp of how support
service providers can interact with you as a leauséng support as a
platform to meet your needs. This course maternkkago explain show
how support staff should be trained in order to nowp on service
delivery to learners. In addition you will learretsteps to take on how
to carry out evaluation and applied research Hrat related to
providing support in a distance learning outfitm@arly, information
would be provided on how some selected Open anthiie Education
institutions across the world provide support teitHearners out of
which you can come up with your own version of hewpport service
should be rendered to learners. As you go throbghstudy material,
you are advised to take note of important exprassiwords, points that
will enable you to retain information and be reaolyapply such ideas in
a typical circumstance.
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MODULE 1

Unit 1 Meaning of Learner Support Services in Operd
Distance Learning

Unit 2 Reasons for providing Support to Learners

Unit 3 Theories of Learner Support Services

Unit 4 Characteristics of Distance Learners

Unit5 Learning Styles and Orientations

UNIT 1 MEANING OF LEARNER SUPPORT SERVICES
IN OPEN AND DISTANCE LEARNING

CONTENTS

1.0 Introduction
2.0 Learning Objectives
3.0 Main Content
3.1 Meaning of Learner Support Services
4.0 Conclusion
5.0 Summary
6.0 Tutor-Marked Assignment
7.0 References/Further Reading

1.0 INTRODUCTION

By now, you must have read through the course gwidieh is part of
your instructional package for this course. If y@ave not, please ensure
that you read the course guide before reading gourse material as it
provides a comprehensive outline of the materials will cover on a
study unit basis, starting with the topic you apewt to study: Meaning
of learner support services in Open and Distanaariieg. This study
unit will guide you through descriptions that widlad to clarification
and understanding of this concept. Let us look latwou should learn
in this study unit, as specified in the unit obpeet

2.0 LEARNING OBJECTIVES
By the end of this study unit, you will be able to:
. define the concept of learner support services

. explain, using some specific examples, the meanintgarner
support services.
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3.1 MAIN CONTENT

3.2 Meaning of Learner Support Services

A careful look at the meaning of Open and Distabhearning (ODL)
shows that it is a system in which learning opputies are taken to the
learner, irrespective of age, gender and priomiegt wherever he or
she may be, giving him or her the freedom to chalbsanode, medium,
time, pace, process and purpose of learning wisileguany one form or
combination of forms of available, suitable and rappiate technology.
This also indicates that in Open and Distance Liegrriearners are at
the center of all activities. Hence, ODL platforsnaften described as a
learner-centred approach of learning. Following,tsupport is therefore
provided to learners which are clearly reflectedthe planning, the
material development with, the choice and use dfrelogies. It is all
these practices which are directed towards asgidtie learners to
succeed in their academic programme so as to leet@aldomplete their
study as at when planned that are referred toagede support services.
Learner support can therefore be described as ppd&t system’
underpinning material and learning task provision.is the means
through which individuals are enabled to make usmstitutionalised
provisions. Learner supporters are ‘intermediayiedile to talk the
language of the student/learner and to interpret mhmaterials and
procedures of complex bureaucratic organisationss like a service
industry, in which the needs of customers are patsrin Sewart, (1993)
described learner support services as a procesBiah the learner must
participate actively, as well as the tutor/supporteearner support
services can as well be described as the noruciginal activities that
are provided by an ODL provider to support learmeducation, such as
catalogues, schedules, admissions, assessment dackmpnt,
registration, financial aid, scholarships, billindegree requirements,
grades, transcripts, student clubs, counsellingulfa office hours,
tutoring, laboratories, and library resources. tdeo to further provide
clearer understanding of the concept learner supgEwices, Bailey
(1987) adopted a guidance approach, preferring xjplam learner
support service function through a definition ofidgunce. As defined,
guidance means learner support which involves geaf processes
that are aimed at helping individuals become metkrsliant and more
able to manage their own personal, educational, @adational
development.

Similarly, Njui (2018) states that learner suppg#rvices involve
putting in place, programmes and co-curricular all as core-curricular
variables that ensure long term success in eskekills for life and
work place. These activities are supposedly packagel provided to

2
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learners on enrollment through completion of stsideefurther study or
transition into employment. It is also for learneniso are intellectually
capable but become confused and frustrated as @t re6 some
handicaps associated with domestic, social andndiah challenges.

SELF-ASSESSMENT EXERCISE

i. How would you describe the term learner supporvises?
Quickly state this in the space provided below

i. State three reasons why you think you would neadhtterstand
the meaning of the concept Learner Support Sesvice

4.0 CONLUSION

The need to have a knowledge of the concept Le&upport Services
is very important because it serves as the basisiriderstanding the
provisions that are available in an Open and Dcsaifducation
environment, the expectations of ODL and how tolisati the

opportunities therein to enhance adjustment anchatéely to complete a
course of study.

5.0 SUMMARY

i. What you have learnt in this study unit concernglaring the
concept of learner support services in Open andtabce
Education

i. An idea was provided on provisions in an Open amstaDce
Education that constitute support for learners.

i The study unit was used for introducing you to dkiger units in
the study material

6.0 TUTOR-MARKED ASSIGNMENT

1. In a sentence, mention the meaning of the coneaphér support
services in Open and Distance learning
2. Give examples of areas where learners can enjgyosufgom an

Open and Distance Learning Institution
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1.0 INTRODUCTION

After you have read and understood the meaningetoncept, learner
support services in Open and Distance Learningsamenow discuss the
reasons for providing support to learners who asmgy through the
Open and Distance Education programme. The reasongroviding
learners with support provide explanation on whgtatice education
providers necessarily should make various provsstonlearners in their
academic programmes. It is these support that eathplement the
learning activities that will eventually result mssisting learners to
acquire coping skills that would help them to béeab adjust to study
effectively and efficiently.

2.0 LEARNING OBJECTIVES
By the end of this unit, you will be able to:

. itemise why it is important to provide support ¢atners

o mention at least five general reasons for providingport
to learners who are in the distance education

o list five types of support services that learnsas access
in the ODL.

3.0 MAIN CONTENT

You will remember that while discussing the meanofgOpen and
Distance Learning, it was mentioned that flexipilirovides for a wide
range of choices which can be made by learnersil&8iy it provides
access to instruction in order to ensure that tieebeoad availability of
educational opportunities to all. Openness in ORkehdisregards age,
previous level of academic achievement that caaterartificial barriers
to education as a life-long pursuit in a democraheironment. This is

5
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the reason why ODL is a cost-effective system aftruction that is
independent of time, location, pace and spacearitaiso be stated that
Open and Distance Learning (ODL) means the systbereby learning
opportunities are taken to the learner, irrespect¥ age, gender and
prior learning, wherever a learner may be, giviing br her the freedom
to choose the mode, medium, time, pace, process pangose of
learning while using any one form or combinatiorfams of available,
suitable and appropriate technology. Learners age fo make the
choice of seeking and accessing supports in aéinitsety or they may
decide to study on their own or concentrate tothseresources which
they consider would help them to succeed in theidies. Research
studies and the philosophical foundations in distaaducation reveal
that, though the distance learner enjoys the freedd learning by
acquiring the learning materials from the instauati which are designed
mostly for self-study, distance learners still faddgferent types of
problems or barriers at different stages duringrthearning period
which need to be taken care of by the ODL insttutiParahakaran
(2018) enumerates reasons for learner support cesrvin distance
learning to include challenges due to time constsaiinability to
communicate with social peers, lack of specificllskio complete
assignments, inability to collaborate due to ladk specific skills,
juggling working hours and finishing assignmentsitiMncrease in
technology and its associated challenges, leaarersonfronted with a
lot of barriers and need learner support servioggrms of sincere and
genuine assistance in information giving, guidanoegistration of
programmes or courses, integration and adaptatanning processes,
and counselling for time management, appropriatdysbehaviours and
creation of self-awareness (Ukwueze, 2021). In tshall, the barriers
identified are:

. Study related barriers: Difficulty in
understanding/comprehension the subject matteck laf
awareness about carrying out /writing assignmemtdiow to
present answers to the questions etc.

. Time related barriers: Lack of time to attend contact classes, to
study at home or workplace in view of other respoifities and
priorities.

. Institutional barriers : Non-receipt of books in time, lack of

information regarding contact classes, assignmedédes of
examinations, etc.

. Personal barriers Lack of encouragement and guidance from
family members in some cases and financial andhmdggical
problems.
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The above mentioned barriers in distance learshmmyv that an
ODL institution therefore has the responsibility pfoviding
support for all students in their academic studmethe learning
environment. Support here should not be takerfpragping-up”
or giving assistance to the weak, the frail, thgggag or the
problematic learners.  Rather, it should be seemeadering
assistance or providing help to learners. Accordiaglpaye
(2004), nobody, no matter how upright he or shendsa no
matter how strong, and no matter how problem-fes not
need assistance at one time or the other. Leaupgort in ODL
iIs not concerned, as some perceived it, only wahlidg with
"learners with problems", neither does it focusyamh "solving
learners’ problems”, nor on helping only thosehwdifficulties
in their academic work. It does all these but doasstop there.
For example, learner support is much involved ie-@idmission
enquiries, orientation issues, registration mattersis much
embedded in transition issues as well as learngeds issues.
While only a few learners may have problems, alders have
particular needs; all learners need informatiorvanous aspects
of the system and all learners need guidance onteraat
pertaining to registration while coming fresh imt@rogramme or
into an institution. If nothing else, every learnat one time or
the other, has a question tugging in his or herdmwhich he or
she wants to ask someone who cares, who listersskmdws and
is willing to answer or who may not know but is Mgy to direct
or help to find out. It has been said that Learsigpport is a
major area of concern for distance education;anis of the most
important subsystems in ODLand it is an all pervasive
component of educational processes which ensuetddarning
and teaching are approached from a learner cenigsezh of
education.

. Personal support throughout study

Learners require personal support throughout thieidy. Such
support enables them to clarify possible ways fodaand make
progress; it helps them to deal with the inevitgimeblems that
will arise. Support staff can be provided forrleas with special
requirements and specific needs. For example, l@ddbarners,
as well as those with other special needs suclxas anxiety.
Similarly, support can also be based on the objeaif enabling
all learners to lead a full student life and to tribe University's
academic requirements. Learners need support fedhare is
no student, especially in the developing natioasjrig registered
for a course, would want to abandon it half-waysBeal support
actually goes long ways in helping learners achiéed goal of

7
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registering for an academic programme and compgjeiinto
obtain a certificate.

. Welfare support: It is obvious that, higher education generally
can be very stressful particularly for ODL learneirowever,
Learners need to know that while they experiencesst anxiety
and depression there are a number of sources pfthat they
could turn to for assistance.

. Communication and interpersonal relationships and
networking: A very crucial reason why learners need support
services is to help in sustaining personal andrpetsonal
relationships that will help them to build a netwiag of learners
with learners and learners with staff and the wsitgg In fact, in
most cases, it is the support staff that help k@rget net-
worked with their studies and study materials. oligh the
following communication activities which are proramt for
support staff though not limited to them, learnars assisted to
get connected with the system.

. correspondence with tutors via letter or email

. telephone discussion with tutors

. telephone/online discussions led by tutors

. tutorials: f2f; chat rooms; teleconference; e-mail
. weekend study sessions: f2f; chat rooms; telecente; e-mail
. field trips

. newsletters and news bulletins

. radio tutorials

. self-help groups

. social events

. Web sites (especially bulletin boards).

Support for peer tutoring: Some learners may wish to establish groups
on their own to facilitate peer tutoring where thegrn from each other.
Peer tutoring in some cases may in fact be moreflwga to some
learners than tutor led tutorials. Support stafiudi not only support
such ideas and moves but should also get involvédeblping learners to
organise and source for members etc. Supportrsi@ffalso be required
to tutor the learners in the art and act of pe#sritng. This in fact is
most economical to the institution since learnessndt get paid for
tutoring each other.

. Examination and Records
Learners need support from the Directorate of Eration and
Records in the University. They require accuratel atear
information on the conduct of examinations and eswe that
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their records of performance are well kept. Thespaleeded to
be provided useful information in case there is floding
records.

. Library Services
Learners in the ODL programme need to consullibmary staff
for information on how to link up with the virtudibrary or
electronic library. In some Universities, learnarge assisted to
locate printed reading materials.

. Student Advocacy

Learners require help from support staff to p@nththrough in
understanding their problems, personal difficultse®l concerns
.They also understand the language of authoritythednanners
of administration. Communication between learnersl dahe
institution will most likely break down if suppostaff shy away
or neglect their advocacy roles. Advocacy couldo afsean
getting parties to know more about each other, @mderstand
each other better. The third party in-between iwagb the
support staff. Often, standing in between the twihe gets
bruised, but that is part of the hazards of his/jbie.

According to Moore and Kearsley "Most students lagd in distance
education at the present time are adults." Howegeminority of

distance students will not be able to cope with #tsence of the
teacher-as-authority figure in distance learning@& and Kearsley, p.
166). The majority of distance students, after owering their initial

anxiety, "find distance education that is well desid and well taught to
be an exciting, even exhilarating experience bexahey have the
structure and interaction provided by a teachingfitution yet have
freedom to conduct much of the learning themselv@gbore and

Kearsley, p. 171).

Frequent communication between learners and tteadiers is a great
motivating factor for successful learning. Teach#erest is not only

essential to overcome learning problems but alsbles students to
measure their own value systems about their studiegell as their own

future. Technological tools assist in this task.

Peer support in learning is highly beneficial: $igrone’s own ideas
and responding to the ideas of others improve thgnland increase
understanding. Learning can improve by it beingeant effort rather
than a collection of solo performances. Study ¢adilities provide
tremendous opportunities for peer supported legrnin
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Feedback: Knowing what you know and what you dokmatw can be a
focus for future learning. Regular feedback onrtlperformance helps
students learn better and deeper.

Learner services exist to serve the missamal objectives of the
institution, and this will determine to a greattent where resources
are focused (Lyons, 1990). Hence, it is importantassess learner
needs within the context of the mission tbg institution. For

example, if providing access to educational oppuoties is the most

important objective of the institution, one implicam may be that there
are large numbers of learners who enter withoutjaale preparation.

In this case, investment of resources will mostliikbe needed in the
early stages of study to ensure that interventesasnade when they are
needed most to give learners the best opportunitguccess.

Some other learner specific and individual reasamg they should seek
to enjoy support services are:

. To access face-to -face interaction through theademic
counsellors and co-learners at the study centrespecified
Sundays;

. To reduce the sense of isolation among the learrsrs
communicating through different media;

. To enjoy guidance on course choice, preparatorgndisis and

study skills. To facilitate students’ learning afstructional
materials and regular formal and informal learnemyironments
such as access to group learning in seminar dodais.

. To have delivery of specified course contents atidential

schools and other prescribed face to face interscivith distance
learners.

. To have essential feedback mechanism charactevisgéffective
Open and Distance Learning.

. To participate in regular orientation programmesiew students
and staff of the NOUN.

. To monitor academic progress and liaise with peeus.

. To enjoy provide on-line learning support particlyla for

students who have access to and prefer web-baaedng environment.
SELF-ASSESSMENT EXERCISE

State three reasons why learners need support@pan and Distance
Learning

10
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4.0 CONLUSION

You have gone ideas on the reasons why learnetdcsbeek and access
learner support services in the course of theidystin distance
education. Some of the reasons advanced show t@ild be helpful if
supports re sought by learners while it may atséme time, it is not
compulsory to do so. It is however clear that suppervices could act
as catalyst and enhancer to learners in the coofsstudy and a
propelling force to assist learners in pursuingvideolge acquisition and
success in a programme of study.

5.0 SUMMARY

i) You have gone through the major reasons why a éeasinould
seek support in a programme of study in distaniceaion

ii) Different types of support were itemised and hoeyticould be
helpful to learners

iii) It was also stated that learners have the oppdytuai choose
which type of support to access in distance leargiving the
flexible nature of distance learning.

6.0 TUTOR-MARKED ASSIGNMENT

1. Itemise three reasons why it is important to prevaipport to
learners.

2. Mention five general reasons for providing supportlearners
who are in the distance education

3. List five types of support services that learreas access in the
ODL
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1.0 INTRODUCTION

It is important for you to identify theories thatearelated to learner
support services and how they can be applied in atitvities of

providing support to learners in the Open and DistalLearning

environment. Basically, theories of learner suppsetvices provide
ideas on the different dimensions of providing supphow support can
be provided, circumstances in which support coelgtovided and how
support services could be helpful in academic @ognes being offered
through Open and Distance Learning. It is obvidwz the field of open
and distance learning (ODL) has changed a gredtaea the years.
Many factors have contributed to the growth andettgyment of ODL

including increased pressure for access to edumzdtiopportunities,

technological innovations, and vast economic chamgea global scale.
Open and Distance Learning is therefore recognfpe playing an

important role in offering educational opportuedito people who
might not be able to gain access to education girdbe conventional
programmes of studies. Following the developmehtdstance

learning, practitioners and researchers have beooone critical in their

analysis of the teaching-learning process so & table to improve on
the method of service delivery that will also régol more functional

intervention that would reduce attrition and inaeéearners completion
rate in their academic pursuit. Beyond the différenodels of

explaining how learning can take place through smaduction of

learning materials, this unit explores theoretegblanations on how to
achieve effective learning through various suppgstems.

13
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2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

. identify variety of theories that are related tpgort services in
Open and Distance Learning

. mention ways by which the theories can be usegrtwide
support and enhance success of learners in Ope@tance
Learning.

3.0 MAIN CONTENT

There are different theories of how people leam.tHis unit, these
theories would be explained while ideas would bavisled on how to
apply them to support learners in typical learnrgmyironment through
the use of study materials.

According to Burns (1995) learning can be regardeda relatively
permanent change in behaviour. Behaviour in thigeod includes both
observable activity and internal processes suchiaking, attitudes and
emotions. Similarly, motivation is included in Bsgrnconcept and
definition of learning. Burns considers that leaghmight not manifest
itself in observable behaviour until sometime aftee educational
program has taken place.

. Sensory stimulation theory

. Reinforcement theory

. Cognitive-Gestalt approaches

. Holistic learning theory

. Facilitation theory

. Experiential learning

. Action learning

. Adult learning (Andragogy)

. Why consider learning theories?
. References

Sensory Stimulation Theory

The concept of learning can also be understoodguSiraditional
Sensory Stimulation theory which explains that@ffes learning occurs
when the senses are stimulated (Laird, 1985). Lquiates research that
found that the vast majority of knowledge held ulss (75%) is
learned through seeing. Hearing is the next mdst&¥e (about 13%)
and the other senses - touch, smell and taste aictmul 2% of what we
know. According to this theory, by stimulating thenses, especially the
visual sense, learning can be enhanced. Howevier thbhory posited

14
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that if multi-senses are stimulated, greater leaytakes place. In order
to achieve this, senses would have to be stimukltedigh a variety of
colours, volume levels, strong statements, factsented visually, use
of a variety of techniques and media.

Reinforcement Theory

This theory was developed by the behaviourist scbbpsychology led

by B.F. Skinner It was stated by Skinner that behavis a function of

its consequences. According to him, a learner wifieat the desired
behaviour if positive reinforcement (a pleasantssmuence) follows the
behaviour.

It was also stated that, positive reinforcementewards can include
verbal reinforcement such as 'That's great' or 'Méocertainly on the
right track' through to more tangible rewards sasha certificate at the
end of the course or promotion to a higher levenrorganisation.

Negative reinforcement can also be applied depgnoimthe behaviour
been exhibited by the learner. Negative reinforggnoan take the form
of punishment which is applied to weaken behavi®gause a negative
condition is introduced or experienced as a cormecgl of the
behaviour and teaches the individual not to regeatoehaviour which
was negatively reinforced. Burns (1995) explairtet tn behaviourism,
a set of conditions is created which are desigoeglitinate behaviour.
However, it was further stated that punishment islely used in
everyday life although it only works for a shonné and often only
when the punishing agency is present.

Burns notes that while Competency Based Traingwgpased on this
theory, it also useful in learning repetitive tatke multiplication tables
and work skills that require a great deal of pgcacbut higher order
learning is not involved. It is however important fmention that this
theory is criticised for being rigid and mechanical

Cognitive-Gestalt Approaches

This theory of learning is based on the concept ih@dividuals have

different needs and concerns at different timesaldb emphasis the
importance of experience, meaning, problem-solviagd the

development of insights (Burns 1995). Accordindtans, the theory is
prone to the use of subjective interpretationsiffei@nt contexts.
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The basic premise of this theory is that the 'irchlial personality
consists of many elements such as the intellectiens, the body
impulse (or desire), intuition and imagination thditrequire activation
if learning is to be more effective.

Facilitative Learning Theory (the humanist approach

The propagandist of facilitative learning theorysw@arl Rogers. The
basic premise of the theory is that learning wdtar by the educator
acting as a facilitator, that is by establishingamosphere in which
learners feel comfortable to consider new ideas amednot threatened
by external factors (Laird 1985.) Other charastes of this theory
include:

. a belief that human beings have a natural eagetadsarn,

. there is some resistance to, and unpleasant comsees of,

giving up what is currently held to be true,

. the most significant learning involves changing 'srencept of
oneself.

Facilitative teachers are:

. less protective of their constructs and beliefsitbéner teachers,
. more able to listen to learners, especially tortfeslings,

. inclined to pay as much attention to their relatitip with
learners as to the content of the course,

. apt to accept feedback, both positive and negainkto use it as

constructive insight into themselves and theiravetur.
Learners are encouraged to take responsibility th@ir own

learning,

. provide much of the input for the learning whickcocs through
their insights and experiences,

. are encouraged to consider that the most valualdkiaion is

self-evaluation and that learning needs to focudfaztors that
contribute to solving significant problems or ashig significant
results.

Experiential Learning

Kolb proposed a four-stage learning process withoael that is often
referred to in describing experiential learning (At & Beaty 1995).

The process can begin at any of the stages armhiguaous, i.e. there is
no limit to the number of cycles you can make ileaning situation.

16
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This theory asserts that without reflection we wdosimply continue to
repeat our mistakes. The experiential learningecycl
Kolb's research found that people learn in four swajth the likelihood
of developing one mode of learning more than amothe shown in the
‘experiential learning cycle' model above, learngig

. through concrete experience

. through observation and reflection
. through abstract conceptualisation
. through active experimentation

Action Learning

Action Learning is the approach that links the \@asf learning with the
world of action through a reflective process witlsmall cooperative
learning groups known as 'action learning sets'GM&: Beaty 1995).

The 'sets' meet regularly to work on individual nbens' real-life issues
with the aim of learning with and from each othEne 'father' of Action
Learning, Reg Revans, has said that there can Heamning without

action and no (sober and deliberate) action witlhearning.

Revans argued that learning can be shown by thewiolg equation,
where L is learning; P is programmed knowledge {eaditional
instruction) and Q is questioning insight.

L=P+Q

Revans, along with many others who have used, n&se and taught
about this approach, argued that Action Learningdéal for finding
solutions to problems that do not have a 'righBwar because the
necessary questioning insight can be facilitateghdxyple learning with
and from each other in action learning 'sets'.

Adult Learning Theory (Andragogy)

Malcolm Knowles (1978, 1990) is the theorist whoumght the concept
of adult learning to the fore. He has argued tltatithood has arrived
when people behave in adult ways and believe theaseéo be adults.
Following this, they should be treated as adults. thlught that adult
learning was special in a number of ways. For examp

. Adult learners bring a great deal of experiencehi® learning
environment. Educators can use this as a resource.

. Adults expect to have a high degree of influencevbat they are
to be educated for, and how they are to be eddicate

. The active participation of learners should be enmaged in

designing and implementing educational programs.

17
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. Adults need to be able to see applications for leasning.

. Adult learners expect to have a high degree otigrfte on how
learning will be evaluated.

. Adults expect their responses to be acted upon vals&ad for

feedback on the progress of the program.
Adulthood as a Social Construction

Adulthood could be perceived as a social conswactvhere life's

course varies from individuals to individuals aosulture. Burns

would probably support this view as he discusses ribtion that

‘definitions of the adult are not clear' and s#lys same is true of adult
education'. He discusses the 'petrol tank' viewahiool education: ill

the tank full at the only garage before the freewhgn away we go on
life's journey' (Burns, 1995). He goes on to disctigt problems can
arise when people have not had their tank fillethgletely at school

and he extends the metaphor to suggest that tlnenddsbe service

stations along 'the length of the highway of life'.

The question could be asked - when is maturity detep Is there no
further development after a certain stage in life?

Some authors think that while children at approxetyathe same age
are at approximately the same stage of developrttensame cannot be
said of adults. Adults would vary in levels of knedge and also in
their life experiences. There could be said toreméndous variation in
adult experience.

An adult's emotional response can affect learning

Some adults can approach formal educational setivith anxiety and

feelings of high or low self-efficacy. Their appobato new learning

contexts can be influenced by how they appraisevatuate the new
experience. For example: given two adults wherexaatcise is about to
begin, one individual may interpret the exercissuoh a way that leads
to a feeling of 'excitement’, while the other pergaerprets the exercise
in such a way that leads to the feeling of 'emiszmeent'. It is self-

evident that the way the individual interprets thieuation and the

subsequent emotion that arises, will affect thedkwf action the

individual is to take. (Burns, 1995,)

Burns considers that such appraisals, coupledlalils such as ‘fear’ or

‘anxiety' can lead some learners to emotionallyerdigage from the
source of discomfort that is the learning experendowever, when

18
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coupled with labels such as 'excitement' or 'chgheé the learner is led
to take actions that focus on the task.

4.0 CONCLUSION

It would be helpful to articulate a conceptual mooleframework that
would constitute support to learners using anyheftheories mentioned
above. It is obvious that application of any of theory could depend
on the personality of learner concerned, populatibfearners, age of
learners, context where learning takes place aadadity of learning
facilities. However, the features of the theory Idoprovide ideas that
would constitute an enhancer that would facilitéd@rning among
learners in Open and Distance Education offerings.

Similarly, the features of each model can be useatticulate the role of
learner services within the institution and showwhmterventions
facilitate the learning process throughout thee"ticle" of the learner,
from first contact to leaving. The developmentaframework can
include definition of each service, possible dealyve modes,
identification of priorities, staff roles, and léwd staff training required
to deliver various interventions.

It is however possible for an ODL institution toveéop a learner
support or intervention model that would facilitdarning. In order to
achieve this, there are a number of key issueg twobsidered. Some of
the issues which are common to many institutiores @esented here
below.

1) congruency between learner services and the iistial mission
and culture

2) fiscal restraint and resource location

3) centralisation v. decentralisation (control, auttyprconsistency
in service)

4) recruitment and marketing v. learner advocacy

5) universality of service

6) reinvestment: staff development, research and atiatu

7) external pressures: access demands, use of teggnolo
competition

5.0 SUMMARY

This unit has summarised a range of learning tksothat can be
applied to leaner support services. Support anthileg activities can be
designed and implemented to take principles oflear into account.
Also, it is interesting to think about individualifierences among
learners and to work towards including activitibatthave variety and
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interest for all the learners in educational praggaMost importantly,
since the major medium of learning in Open andddis¢ Education is
study materials, it becomes very important for ¢barse writers to be
sensitive to the facts of individual differencedahe issue of learner
separation from learning environment in the desigd preparation of
all the instructional materials so that they wobhé&lable to provide the
required support that would help learners to reddomt much problem,
understand and be encouraged to apply the knowledgk skills
gathered from their course of study.

6.0 TUTOR-MARKED ASSIGNMENT

1. Enumerate three theories of learning that are agleto support
services in ODL.

2. State briefly, how learning can be facilitatetthirough the use of
course materials.

3. Mention and explain a theory of learning thadr@sses the

context of Open and Distance Learning.
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1.0 INTRODUCTION

Open and Distance Learners are often describedeas fearners”. Most
learners in distance education are adult butgtasing that many young
members of the society have taken to distance @éduacd.earners in
distance education have a wide variety of reasamsldarning at a
distance. For an example, many of them had leffdhmal educational
system and want to drop-in back into the systerarmaélly; many no
longer like the idea of going to school but wouletlit if the school can
come to them; many have the constraints of tiney #re no longer able
to sit six to eight hours in class listening tociears teaching; many in
fact cannot afford losing their jobs to go baclstthool and many do not
have the opportunity for study leave with pay. Aaility of distance
learning facilities and the ability to finance theichooling are other
reasons why some adults cannot go into conventiamiersities.
Having been out of the formal school system for sotime, the
opportunity to come in contact with other studdnsn different social,
cultural, economic, and experiential backgroundth face to face and
electronically also push some learners to go infl_OThe present day
availability of technological facilities that caasly be used to promote
and facilitate leaning also motivates people tartterested in distance
learning. In Nigeria, the inability to gain admissiinto conventional
universities because of lack of access, in spittheir having the pre-
requisite qualifications, is one major reason whyrng applicants rush
into the distance learning programmes.
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Following the achievement which ODL institutions@ss are making to
increase access to education and the interest whietmbers of the

society are showing in ODL, it becomes necessafintbout about the

characteristics of the distance learners so a tabe understand them
and know ways by which support services can be naa@dable to

them to ensure that learning is made easier irctlese of their study.
This is particularly important since it is well kmo that the

characteristics of distance learners, are quiferdnt from those of

traditional, “old learners”. Similarly, even amomgidistance learners,
their characteristics are as varied as the numbestunlents, because
every student is different from the other, yet @fllthem are distance
learners whose main role and interest is to ledpayé, 2004).

Schuemer, (1993) reported that in a distance eiuncaetting, the

process of student learning is more complex foresdvreasons. He
argued that Distance Learners have a variety oforesa for taking

courses, and that such reasons are dependentionharacteristics and
needs. It was reported by Ipaye, (2004) that,rnlag at a distance is a
very challenging task, yet under the best of cirstamces, the
challenging task requires motivation, dedicatiolanping, strategising
and the ability to analyse and apply the infornmation learners

constructively for instructional facilitation.

2.0 LEARNING OBJECTIVES
By the end of this unit, you will be able to:

. identify variety characteristics of learners istdnce education
. mention at least five intervention approaches ofirassing
concerns of learners in distance education.

3.0 MAIN CONTENT

It is expected that after studying and identifyinglevant learning
theories on support services in distance educaymmwould be able to
have clear understanding of the following discussion the
characteristics of learners in distance educatikbnowledge of the
characteristics is needed so as to be able togeawseful and relevant
support that would make learning easy for suchnkarwho are in the
distance learning programme. You would also be abkeppreciate the
fact that the characteristics of learners in dista@ducation are different
from the conventional system. The characteristiestated below:
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Age range of distance learners

In the conventional universities in Nigeria, theeagnge is between 15
and 24, while the average age of students is b2kgvin the Open and
Distance Learning system, students are adults, ofogtho are well
over the age of 24, with an age range of betwi€eand 70, a rather
wide range. On the average, they are older thadests in the
conventional university. At the National Open Unsity of Nigeria, for
example, the first batch of registered students @&890. The age
distribution is stated below:

Table 4.1: Age Distribution of first set registeratuidents in the
National Open University of Nigeria, 2004 (N=9,840)

Age bracket FrequengyPercentage Remarks
of total
Below 16 148 1.6 The youngest group of
learners
16- 20 712 7.5
21-25 595 6.3
26-35 3,258 34.3
36-45 3459 36.5
46-55 1182 12.5
56 — 65 119 1.3
66- 75 12 0.1 The oldest group

The age range as a characteristic is importantusecaccording to Ipaye
(2004), it provides information on learners’ workxperience,
background, prior learning, educational experiene@sl exposures
which are capable of affecting learners’ motivatiand interest that
could have impact on learners’ performance.

Distance Learners Work and Learn

In conventional universities, virtually all studerdre, or assumed to be
full time students whereas in open and distancenileg, most students
learn as they work. Most of them have jobs, amdilfas, and now add
another dimension to their life by going into dimsta learning, (which
many in Nigeria call part-time studies), a selftinstional mode,
within, hopefully, a virtual environment. As Spoklic1995) and North
(1995) noted, “For many workers, taking a yeanvar dff from work to
go back to school is an increasingly unacceptahléetoff. It is much
tougher to look for another job afterwards, despiggv training, since
the training may not directly relate to the changethe job which have
come about during those years”.
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In Nigeria, many civil/public servants feel reluttaaking time off to go
for full time studies because on completion ofshedies, and if they are
lucky to be re-absorbed, they may often than notbgck to the same
position and salary grade level on which they wieeéore going for
higher studies. Statistics shows that more th&nb 41 those studying
by ODL are employed. Employment history, type dills and
knowledge which ODL students bring to their studéege capable of
influencing their opportunities to put any new ldag into practice.
Similarly, it affords them the opportunity to immately apply what
they currently learnt to what they currently donairk especially where
there is a correlation.

Unemployed

Some ODL students are unemployed with lots oktspent on job
hunting physically or on the web, yet they haveuader for further
learning. Some believe that obtaining higher dualiions may open
the doors to employment but since they may not llagevherewithal to
pursue full time studies, distance learning proside suitable
opportunity.

Long Loss of Contact with Formal Learning

A number of distance learners had broken contatit fermal school
situations for a long time and now have to retoreducation after a gap
of so many years; re-entering studying and learrsrigation may
become rather hard to handle.

Open and Distance Learners are Self-directed

Students in distance education are self-directe@reds, to a large
extent, students in conventional universities, bgeanger, are other-
directed. They are “sent to school” by their p#&seor guardians. In
ODL the learner is self-directed because he/she mgaponsible for
making personal effort to apply for admission. Hiere, it was the
learner who applied to go to the university becawser she wanted to.
The implication is that he or she is accountableinaself or herself. In a
situation like this, it is assumed that the studeititdo his or her work
as at when due and as diligently as possible.

ODL Learners are Experienced

The ODL learner has a rich reservoir of experiethet can serve as a
resource for learning Most ODL learners are weplexienced people in
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diverse walks of life. Their experience of workeland living serve as a
reservoir or pool of knowledge from which they @anply draw as they
study at a distance. To those of them who do noerestimate such
experience and background, serves as a big adwamaagglping them

understand and apply what they read and study. eMmany ODL

learners may no longer be quite at home with mesmyifacts, and
theories, they are more likely to grasp and analyskerlying principles,

concepts and relationships between facts and ewsntsfaster and
deeper. This, to a large extent helps them toemdt@s university
students.

Personal Effort to Seek Knowledge

A penchant needs to know, to learn, to achievetamdve

The ODL learner wants to know, to learn and to edj he or she
wants to improve his or her present status or tsima This is most
probably why the learner applied for ODL in thesfiinstance. This
penchant for learning, and for having a certificade example,  will

serve as a push for the learner always to studysaty effectively too.
It is worth remembering that there are many thitigg will pull the

ODL learner away from studying. He or she showddspnally struggle
to resist them!

Self-motivated

The Open and Distance Learner is self-motivatefsheetends to learn
from within (internally/intrinsically) as opposed being obligated, or
subject to, external or extrinsic forces. Thougke thwer-all goal of
obtaining a certificate is there, the learner is poshed; rather she
pushes herself to learn and to acquire knowledge.

Ability to Self-regulate

As an adult learner s/he is able to self-regul@igalan his/her time and
often more able to stick to a plan with high abilib learn. Sometime,
his/her intellectual grasp of facts, ideas andthms may not be as
firm as that of the younger learner, but the ODdrieer compensates by
means of experiential grasp, high ability to apptagery and see things
with the eyes of the mind and the probability dateg things learnt to
what had been done before.

Capacity for Handling Independent Work
It is assumed that as adults, most distance learimave capacity for

doing independent work. They are not likely to rieguas much
supervision as the younger person would requirey tmave layers of
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experience and background to fall back upon andogpiate as they
learn. The adult learner may not feel as eastlated as the younger
one.

Easier to Manage

Groups of adults are more likely to be easier tmaga than groups of
young ones in a face to face situation, in grougsisa -either
asynchronously or synchronously; either in physical in virtual

environments. This could, among other things, beahse they are
more mature and more disciplined. They also haweenat stake
considering their reputation, status etc.

Discipline or Time Management Skills

Some believe that as adult learners, ODL learneils lve more
disciplined, have more self-control and self-mamaget and thus be
able to manage their time better than younger ones.

Instructional Needs and Styles of the Students

Typically, the instructional needs of the adultrtesxr are far different
from those of the younger learner. In Africa, tihddgrew up believing
that the adult is always right; that the teackealways correct and that
he as a child, must always be seen and not heBn carries over to
the classroom where the teacher does what he kheststo do — talks,
gives orders, etc. Most adult learners who tledves were used to
exhibiting behaviours like these often resist stlihgs been done to
them. Prolonged talking to, lecturing or didactiscdurse therefore does
not go well with adult learners. Practical prestotes, illustrations,
interactive texts, frequent review questions andnmrearies are
approaches that match the characteristics of ypes of learners. Adult
learners also tend to have a different learninglestifom that
demonstrated by younger ones.

Socioeconomic Backgrounds
The socio-economic background of most adult learreeguite different
from that of the younger ones. In terms of statuthe society, wealth,

position, and power, they are more prominent tim@nybunger learners
who, for the time being, merely borrow their paségaardians status.
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Familiarity with Distance Education Methods and Deivery Systems

One other characteristic is that some ODL studguajcularly those at
the postgraduate level, would have become familidin a system of
self-study, and thus entering into ODL will not b&#ange to them.
They thus face less adjustment problems and has® d&ficulties
settling down to do their private studies. Howewegunsellors have
more difficult time working with “stale” adults whorefer doses of
advice, and a “how- to-protocols” to the professiamalk therapy.

Adjustment Difficulties

Some ODL students however find it extremely diffigettling down to
their work early enough. Some of such students cpangcularly from
the group that have been employed for years, (nstudy, 15 to 20
years) but who had never gone on any in-servicgrprome, never
attended any workshop, seminar or conference dineg left formal
“schooling”. Settling down to read passages lonipan “file” pages
thus becomes really difficult. Some come from esgpients that have
little or nothing to do with reading, e.g. salesnmservice men, traders
and business people. Getting them to sit downread, getting them to
plan and stick to a study plan, getting them tatltgr assignments on
their own had all been tough if not difficult. Thgluthis is not a general
characteristic of this group and though it is a eniitial problem, the
fact that others do not show that tendency needssitour putting it
down here.

Self Confidence

Yet another characteristic noted is confidence. niinber of ODL
students show that unique confidence to succeatl tfasugh we had
followed them up for only about a year, it was oted that the level of
confidence does not wane, rather on each discussisgems to wax
stronger. This characteristic cuts across groupmder, age and
employment history.

At Ease with ODL Course Delivery Equipment

A number of ODL students were quite familiar witle equipments and
facilities used in ODL teaching and learning, soafethem use the
media creatively in their studies and during growgk,

Maintains a High Level of Interactivity

A number of ODL students show a high degree ofrauevity. They

interact with each other, with the Instructionatiitators, Counsellors
and Centre Staff in a most beneficial manner.
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Active Listening

Many ODL students are bountifully rich in primapggnitive strategies,
such as active listening, long attention span agatal reasoning.

The Ability to Work Independently in the Absence ofa f2f Teacher

Some demonstrate a lot of secondary, affectiveéesfies, such as ability
to work independently of the instructor. (SeéviByChap, 1994; Bernt
and Bugbee's study (as cited in Schlosser & Anaerk894).

Strategies and Issues in Building an Intervention Mdel

Building a model of intervention, choosing the segg to be offered,
and the technologies to be used in doing so isnaplEx process. As
suggested by the model presented in Figure 1, ipeaist never based
strictly on research data. Rather, the rationdlemunderpins practice
takes into consideration a number of factors mafhywbich are

contextual. It is important to be aware of what tdbates to the
development of a particular range of services alvely methods, and
to continually assess whether these reflect theeobibps they are
intended to meet. It is easy within the contexnetitutional demands
and constraints to lose sight of service goals.

Learner services exist to serve the missamm objectives of the
institution, and this will determine to a greattent where resources
are focused (Lyons, 1990). Hence, it is import@nassess learner
needs within the context of the mission tbe institution. For

example, if providing access to educational opputies is the most

important objective of the institution, one implicam may be that there
are large numbers of learners who enter withoutjaae preparation.

In this case, investment of resources will mostliikbe needed in the
early stages of study to ensure that interventesasnade when they are
needed most to give learners the best opportunitguccess.

The first issue is related to the mission of th&itation and was alluded
to already. It is critical that learner services an integral part of the
institutional culture and core business. A chrgmioblem in ODL is
that learner services are often perceived as "addll at best as retention
strategies and at worst, luxury items. Seen is thay, services for
distance learners can easily be dismantled anditocampletely in the
face of fiscal restraint or changing prioritiesedtner services should be
planned and implemented as an integrated systemes&ction which is

28



ODL 721 MODULE 1

clearly part of the overall teaching learning sigat (Brindley, 1995).
In this way, the role learner services and themntigbution to a particular
institution’s missions and goals are clear, andehthhe support of all
stakeholders.

Resource allocation is an issue which has becorostieal factor in
determining services to be offered. Resourcesidi®&hot just operating
budgets, but factors such as staff time and skaigailability of
technologies, and access to production faciliti&gith all of these in
short supply, it is essential to carefully asseass they can best be used
to meet stated goals. Within an institution, nevadmmic programme
growth can be pitted against maintenance of sesvite€ompetition for
scarce resources. By contrast, in an institutibickvhas a clear service
model, it is more likely that the costs of servieai automatically be
factored into development of new programmes. dusth be noted that
one way in which providers are maintaining and echay service
options is by finding innovative ways to collab@atvith their
colleagues within and across organisations.

SELF-ASSESSMENT EXERCISE

Quickly state five characteristics of distance heas.
4.0 CONLUSION

You have gone ideas on the reasons why learnetddshocess learner
support services in the course of their study stadice education. Some
of the reasons advanced show that it could be thelpfsupports re
sought by learners while it may at the same timis, mot compulsory to
do so. It is however clear that support servicagccact as catalyst and
enhancer to learners in the course of study andopeping force to
assist learners in pursuing knowledge acquisitiod guccess in a
programme of study.

5.0 SUMMARY

i The different characteristics that are associaté igarners in
distance education were mentioned and discusstsianit.

. The characteristics that are unique to the ODL e were
compared with those of the conventional institagion order to
show differences in the two groups.

i, Challenges that are associated with the uniqueactexistics
learners in ODE were identified so as to be abl&row areas
where intervention can be provided.

6.0 TUTOR-MARKED ASSIGNMENT
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1. Itemise five characteristics of learners in ODL.

2. Using good examples, state different areas whesiendes in
ODL institutions are different from those in thengentional
institutions.

3. List five examples of support services that canpbavided to
ODL learners to ameliorate challenges arising ftoeir unique
characteristics.
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1.0 INTRODUCTION

The discussion in the previous unit shows that dharacteristics of
Learners in ODL have their influences and impact the way

individuals learn and eventually on their succesiiture. The different

ways by which individuals learn constitute the agpicof learning

styles. This is the reason why learners as welthasinstitutions of

learning attach importance to learning and theestygr approach being
used for learning. While effective style of leampirtould enhance
success in a programme of study, poor learninge stduld make

learning difficult which is capable of spelling dar failure to learners
in a programme of study. Following this fact, thist shall be devoted
to discussing learning styles and how they can fyg#ied to support
learners in the distance education programme dfystu

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

o state briefly the meaning of learning style and rie®
orientation

. list three examples of:
" learning styles
" learning orientations

o explain three ways of helping learners to use tlegiring style

to improve performance in learning.
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3.0 MAIN CONTENT
3.1 Learning Styles

Learning styles can be described as the differexytswn which people
carry out activities that bring about learning. Ating to (Litzinger &
Osif, 1992, 73), each individual develops a prefgérand consistent set
of behaviours or approaches to learning, and susgroach is the
individual’s style of learning. Learning styles ctoerefore be referred
to as the different approaches or ways of learnwigch can be
categorised in many different ways on the basikafners’ consistent
behaviours and habitual approach to learning task&arning style
becomes effective and useful if and only when dsaretention of
learned facts or concepts. Learners need to beosigopto achieve
better learning behaviours that will give them asgeof self-direction,
motivation and satisfaction. Learner satisfactiomes into play when a
learner can remember what he/she learnt and udetdhaxcel in
assessment.

Brief Explanation of the Learning Styles

It is important to emphasis that, learning stylesns aspects of the
characteristics of ODL learners, according to Horsd Mumford
(1986) the four main learning styles could be désdr as follows:

a) Activists: In this category, learners involve themselvesyfalhd
without bias in new experiences because they ah@yere and
now activities. Learners in this category are mooenfortable
learning in group because they are naturally gregsr

b) Reflectors: Learners in this category usually stand back to
ponder on their experiences, they collect data &t to
postpone reaching definitive conclusions.

C) Theorists: These are the learners who adapt and integrate
observation into complex but logically sound thesyithey tend
be perfectionists, and can be detached and arallytictheir
activities.

d) Pragmatists: Learners who are pragmatists in orientation often
try out theories to see if they work in practidegyt act quickly
and confidently on ideas while they are impatieithwuminating
discussions.

e) Visual, Auditory and Tactile/Kinesthetic learnng styles:

Also, the visual, auditory and tactile/kinesthdgarning styles,
shows how learners in this category learn by: Readvisual),
Listening (auditory), Seeing (visual) , Speakingudigory) ,
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Doing (Tactile/Kinesthetic). They emphasised howetmat the
environment plays a role in the effectiveness ahestyle. The
first three on the list, according to them, arespas types of
learning, while the last two are active types darieng. How
much an individual remembers is a function of tlypet of
learning s/he prefers and his or her level of imgolent in the
learning. People often learn through a combinatbthe ways
described above.

. The Active Learning Modes

Given a good learning environment (be it onlinetraditional), most

people tend to remember best that which they doaetiging the real

thing. Next, a combination of doing and speakinguatwhat we learn

produces a high retention rate, followed by spegkilone. These levels
of involvement are all active learning modes.

. The Passive Learning Modes

The passive learning modes - seeing and readiad) just below the
active learning modes on the retention ladder. rAkpeaking, the
combination of listening and seeing produces thst betention results,
then listening, then seeing, and then reading.

The table below describes how learning styles @arelated to the way
individuals perform certain learning activities.

How people with different learning styles respondd various
activities

Learning style [Responds well to: Responds poorly to:
ACTIVIST New  problems, beirPassive learning, solita
'Here, let me dthrown in at the deep erwork, theory, precis
that' teamwork instructions
THEORIST | Interesting conceptLack of apparent conte
'Yes, but hovstructured situation or purpose, ambiguity ai
do you opportunities to questicuncertainty, doubts abc
justify it?' and probe validity
PRAGMATIST Relevance to real problenAbstract theory, lack ¢
'So long as |(immediate chance to tpractice or clee
works' things out, experts they cguidelines, no obviol
emulate benefit from learning
REFLECTOR |Thinking things througtBeing forced into th
'l need time to painstaking researclimelight, acting withou

consider that' detached observation planning, time pressures
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(Adapted from Honey and Mumford, 1986)
3.2 Learning Orientations

Learning orientation can be described as the ndethdearning that has
been imbibed after a period of induction. Therefatg major segments
of learning orientations. According to Martineze thfour segments are
different from learning style and can be explaiasdollows:

a) Conforming Learners

This segment comprises learners who like routitrectire, supportive
relationships, and stability. They generally arerencompliant and will
more passively accept knowledge, store it, andodkpre it to conform,
complete assigned tasks (if they can) and ofteasglend help others.
They also typically prefer to leave the holisticitical, or analytical
thinking to others. Conforming Learners value dtgpstep feedback
and guidance to help them monitor and review prgraccomplish
goals set by others, and plan next steps. Theyrginerefer to be less
sophisticated learners and have less desire taatamt manage their
own learning, take risks, or initiate change inirth@bs or environment.
Their focus is on social interaction and supportelationships.

b) Performing Learners

These learners are generally self-motivated inniegr situations that
particularly interest them, otherwise they may seskinsic rewards for
accomplishing objectives that appear to have ledgevor benefit to
them. They most often:

. are skilled, sophisticated learners that systemticfollow
principles, processes, or procedures, think hiareally, and
capably achieve average to above-standard leawhertives,
tasks, and performance.

. may sometimes clearly acknowledge meeting only steted
objectives, getting the grade, streamlining leagnefforts, and
avoiding exploratory steps beyond the requiremenitsthe
situation and learning task.

. take control and responsibility for their learnimgt may also rely
on others for motivation, coaching, goal settischeduling, and
direction.

. may self-motivate and exert greater effort in ditues that

greatly interest or benefit them. These learneray nose
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motivation or may even get frustrated or angriod much effort
or risk is required and the recognized rewards rave enough to
compensate the perceived effort.

. are steadfast, true, and reliable when they reeegrand
appreciate  the importance of implementing task®cexure, and
structure.

C) Resistant Learners

Resistant learners are resistant for many reasaosically, some

resistant learners may actually be eager learnetbar own outside of
formal learning institutions. For example, they mhg frustrated

transforming learners who aggressively resisted dinetures of too

structured, restrictive goals and school envirorisi@nd chose to learn
on their own, quite successfully. Learners in thaegory, lack a
fundamental belief that academic learning and aement can help
them achieve personal goals or initiate positivange. Too often they
have suffered repeated, long-term frustration fronappropriate

learning situations. A series of unskilled, imp@tbee instructors,

unfortunate learning experiences, or missed oppires have deterred
resistant learners from enjoying learning. Thesenlers do not believe
in or use formal education or academic institutiass positive or

enjoyable resources in their life.

d) Transforming Learners
These learners are generally highly motivated, ipaate, often

persistent even in the face of failure, and higbbynmitted learners.
They most often:

. place great importance on learning ability, commaitteffort,
independence, vision, and intrinsic resources.
. use personal strengths, ability, persistence, ehgilhg strategies,

high-standards, learning efficacy, and positivgpestations to
self- direct learning successfully.

3.5 Comparisons between Learning Orientations and
Learning Styles

Learning Orientation Learning Style

Considers how individuals leaf@onsiders how individuals learn
differently, using a comprehensiyaifferently, by focusing primarily
set of influences and sources fon cognitive ability, preference
individual learning differences, |and differences in how learners

w
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May including affective, Prefer to think or process
conative, social, information.
and cognitive factors.

Considers emotions and intentiq@onsiders cognitive ability and
as a dominant influence qpreferences as the dominant
learning (i.e., key influences thphfluence on learning.
may develop, guide, or manape

how we use cognitive ability).

Considers how learners genergdlBonsiders how learners upe
relate and respond to key interpedgnitive ability to process content,
and external influences in thgoften regardless of the
environment. environment.

Provides measures to assess onljastimates cognitive preferences.
learning ability.

Table 1. Describing Key Differences between LearnmOrientations
and Learning Styles.(Source: www.trainingplace.com)

3.6 Strategy for Effective Learning Style/Orientation in ODL

Support service providers should regard the devedop of effective
learning style /orientation as a very crucial issudée discussed during
the orientation ceremony either on-line or face faxe at the
commencement of programme of study to be rendeyateuniversity.
Learners should be clearly informed that the adopbf a particular
learning style depends on the individual learneilevtne effective use
of each style is important. Similarly, the contexder which a learning
style is adopted must always be put into consideramuch as the
course of study. The personality component of ¢laerner must also be a
subject of consideration while providing supportvgze on how learners
in ODL institutions can adopt and use learningessffectively in their
course of study. Similarly, learners the followisigould be encouraged
to use the following tips to encourage them adapbibe and use
appropriate learning style/orientation to achiewecgss in their studies.

. a willingness to interact with your instructor aakssmates, in
person or by computer and an interest in devetppipersonal
as well as a virtual partnership with staff/faguthembers and
class members at a distance.

. a willingness to dedicate the same amount of tineeeffort to a
distance education course that you would to a @ass-based
course.

. the self-discipline to learn without face to facgeraction with

your instructor and class members.
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. the necessary time management skills that will Engbu to
balance distance education course work with yoofegsional
responsibilities and socio-personal responsibslitie

. the ability to meet deadlines and keep track ofrywojects when
using the postal service or online file transmissio

. an appreciation of and commitment to the convemenad
flexibility that ODL but especially online courspsovide.

. a willingness to learn to use the technology nergs® complete
course work.

. be self-directed and self-motivated. Distance legrnstudent,

need to be self-directed and self-motivated in yapproach to
learning. He/she should assume a greater share hef t
responsibility for the learning that takes placédath offline and
online environments. He/she should note that trs¢ruotional
facilitators and/or Professors usually should assuhe actual
role of ‘facilitator’ and ‘guide’ for exploring aubject and not the
dispenser of the information.

. note that unlike the traditional classroom wherai yeceive
auditory, visual and non-verbal input, ODL eithgrgdrint or the
virtual classroom is primarily text-based. Commaiien occurs
almost solely in written form. Distance learningoyides less
opportunity for verbal interaction. If you learnsbey listening
and interacting with other students and instructorsf you are
dependent upon auditory input, you could be atsadliantage
sitting by your study material alone or in an oalgourse.

. be assertive. ODL student must make himself/heisadivn by
introduction and participating in discussions, segdemail
messages to the professor or facilitator.

. persistent. Learners should note that multiplengtte may be
common before tasks are successfully completedindds, you
will be confused and uncertain of what to do, mfyfunderstand
something, and have computer and/or network profleYiou
must persist and refuse to give up when any ofethseblems
occur.

. good problem solvers. When things go wrong, learrstrould
attempt to resolve a problem that occurs, rathan tivait for
assistance. When there is an obstacle, soluticausafow the
fulfillment of course requirements must be sought.

. good writing skills. ODL learners must be able tepress
him/herself effectively in writing in order to sweed in a course
of instruction.

. the ability to organise and prioritise work. An ODéarner is
responsible for creating an effective schedule &athncing
his/her time around class requirements, includiegnmeting
projects to be submitted.
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SELF-ASSESSMENT EXERCISE
1. State the meaning of,

a) Learning style

4.0 CONCLUSION

Discussion in this unit has provided a clue on Ismpport service staff
can assist learners to adopt effective learninte/styrientation in their
course of study. It is also crucial for supportffsta use different
strategies to motivate learners because motivationslearning are
important determining factors in learner’'s sucaa<sDL.

5.0 SUMMARY

1. The meaning of learning style and learning orieotawere
stated

2. Different categories of leaning style and learronigntation were
itemised

3. Learning style and leaning orientation were comgare

B

The strategies for providing support service tarlees to adopt
and imbibe effective learning style and learningemtation in
ODL were discussed.
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6.0 TUTOR-MARKED ASSIGNMENT

Itemise five ways by which a support service steéin use the
knowledge of learning style and learning orientatio assist learners in
ODL.

7.0 REFERENCES/FURTHER READING
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1.0 INTRODUCTION

Learner support services in Open and Distance liggia characterised
by some key elements that easily distinguish imfrine conventional
institutions. The elements show how ODL programniestudy is
directly hinged on support system for it to achieesults and to ensure
that learning is made easy for the learners. ODiivides therefore
underscore four elements that are significant amrler support services.
These are identity, interaction, time/place andcation for completion
of study.

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

o identify the key elements of ODL support service

o explain each of the key elements

o state how each key element constitutes suppothélearners in
ODL.
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3.0 MAIN CONTENT

3.1 Identity

In ODL learner support practices, it is important state that the
principle of individual differences is predominahkarners are seen to
be very unique, because he or she is a differedtiantity with his or
her own unique needs, concerns, problems, valued) wnique
approaches to learning goals and aspirations. kesirrequirements and
iIssues may be general but needs, concerns anceprslare individual
in nature, no two individuals may be the same.hi@ learner support
system therefore, there must be a focus on howespond to and
interact with a person or group that is known t® lgmarner support staff.
For an example, while the registry is in chargé¢hef learner’s files and
some vital information on learners, the learnemsupstaff deals with
the learner directly by offering among other thingsychological,
academic and administrative support to them .viddalisation is
therefore a key factor in learner support system, &r many ODL
systems, attention and focus on the wellness aViohaal learners is a
key capacity which is also the most exploited fesgof learner support.

3.2 Interpersonal Interaction

Another key element in ODL support system is therpersonal
interaction which distinguishes it from other methaf transmission of
knowledge. Interaction with a known individual orgaoup can be
synchronous or asynchronous but they are so impmottzat they
distinguish ‘learner support’ from other elementsthe ODL systems.
For an example, information about identity, genderd date of
registration may appear simple but can make a glealt of impact on
the content and style of interactions between Earmand support
service provider. In interpersonal interaction, the contexts within
which the interactive process of learner suppoppkas are identified
as, the institutional context and the course orchigg context.
Interactivity is regarded as a process wherebyléhener responds in
some way to the learning material, becomes activend the learning
situation, and gives or obtains feedback. There taro kinds of
interactivity:

a) Learning material interactivity which involves thiearners’
interaction with the medium, the level, and themiediacy of
feedback the medium itself provides, and the extervhich the
medium will accommodate learners’ own input anekction. In
line with this, learning material interactivity qwides

opportunities for :

40



ODL 721 MODULE 2

i) Learner-content interaction which is the method Wwhich
learners obtain intellectual informatioom the material.
ii) Learner-interface interaction by which means tharrer

manipulates technology to convert a learning dimatnto an
activity- laden one by carrying out instructionxercises and
activities stipulated in the learning materialt isl imperative for
learners to know how to handle, manipulate and aipethe
gadget or technology. A learner who wants to sedde an on-
line instruction for example must know how to iaterr with the
appropriate technology; he or she must have derstanding of
the use of the interface in all transactions.

b) Social interactivity which involves the extent tdiieh learners
interact with support service providers and edatierovia a given
medium. A learner who continues to read for hauthout any
activity or interactive process or one who keepadmg from

CD- ROM, or listening to audio tapes or watchindeo tapes without
any form of interactivity will soon be bored, trand likely sleep
off. Therefore, social interactivity, provides apfunities for:

i) Learner-instructor interaction which leads to mation,

feedback, and dialogue between student and teadtas. could be in a

face- to-face situation or could be in a synchr@dechnology

mediated situation.

i) Learner-learner interaction which most often resuib the
exchange of information, ideas, and dialogue betwlearners.
This form of interaction could take in group studgttings,
tutorials, chat-rooms or in teleconferencing.

lif)  Learner — support staff interaction also yides opportunities for
support from instructional facilitators, counsedlo and other
support staff. Such support is known to be vegjphul in

keeping learners on track, in getting them wefbimed and in

monitoring their academic activities.

3.3 The Time and Place of Study

Time and place form two axis and key elements alwhgh Open and
distance learning programmes fall. COL (2004) dbss this as the
time and place continuum and explains that theeptamtinuum has at
one end all learners and their tutor or instructgathered at the same
place, and at the other end all learners and th&wr or instructor in
different places. The time continuum has at oneadiheéarners and their
tutor or instructor interacting in ‘real time’, thig, at the same time, and
at the other end all learners and their tutor structor interacting at
different times. To illustrate the intersection weén the two, the
following chart is being used to explain the cooatles, which are
numbered and match four scenarios for open andraistlearning. Most
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open and distance learning providers use a combmaif the four

scenarios.

Scenarios for open and distance learning

Location Same time Different time
Same place Classroom teachin
facetoface  tutorial§ Learning resourg
and seminarg centres, which learne
workshops an| visit at their leisure.

residential schools.

Different place

Audio conferences ar

Home study, comput

video conference| conferencing, tutorig
television with one-support by emnail and
way video, twoway| fax

audio; communication

radio with listener-

response capability;
and telephone
tutorials.

Sources: COL, 2004:
a) Different time and same place of instruction

In this circumstance, learning usually takes placa lab or study center
where distance learners gather at different timesinteract with
instructors, tutors and other students. Certairegypf instructional
objectives can only be successfully met by arrapdor learners to
conduct an experiment in a lab and observing thigeement for
evaluation purposes. To provide this experience,stm@®pen
Universities, especially those running single modese local study
centers to support the distance learner by offemegtings with tutors,
discussion with peer groups, and library facilitid$is approach also
necessitates the use of learner support stafftlikarial facilitators or
academic counsellors and student counsellors whok wieyond
providing academic counselling. Many dual mode itasbns also
mimic similar experiences for learners which theyld not bring to the
main campus but often for didactic teaching andcbway but without
the required learner support services. Othertutgins use such centres
for merely providing learners or individuals accéssnedia equipment
such as videocassette players and microcomputedsljaary facilities
such as books, tapes and cassettes rather than anmakegements for
tutor student interaction.
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b) Different time and different place of instruction

The technologies used in this category are furthessified as those that
transmit one-way information such as print, aucwd &ideo cassettes,
and those that provide for interaction. Technolsgieat provide for
interaction are divided into two groups: those tpatmit interaction
between the instructor and the learner, and amaeagpg of learners
such as computer-mediated communication (CMC); #mubke that
provide learner-machine interaction through Computassisted
Instruction (CAl)/Computer Based Training (CBT) anteractive video
and videotext. The interactive video and videotexte highly
individualized learning experiences that can begiesl to give learners
control over their learning.

3.4  Duration for Completion of Study

The time duration for completing a programme tfdg is also a
unigue element of the Open and Distance Learnirige design of a
distance education programme is made flexible amyenient but with

high quality instructional delivery and student pog service

provisions. The duration to complete a degree pnogne in a typical
ODL institution like the National Open University Nigeria is hinged

on the principle of support system for the learné&fse duration ranges
between 4 years for full-time and 8 years for téximode of learning
in an undergraduate programme. The Postgraduatlondip takes

between 1-4 years to complete. A student will tfeeeerequire at least
120, 90, 60, 35, and 70 credit units to earn anr@vier any of the

Bachelor's degree, Postgraduate Diploma, Diplomaificate and

Masters’ degree certificates respectively. Simjladtudents spending
four years on the degree programme will offer ald®+5 credit units
per semester. Learners should therefore be enceditagcarry enough
credit load he/she can afford with consideration fesources that
available for such a learner to achieve an enhaguatity education in
the university.

SELF-ASSESSMENT EXERCISE

i) Mention the key elements of ODL

i) How would you describe interactive process in ODL
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4.0 CONLUSION

The discussion in this unit shows how unique thg ldements
mentioned are to ODL particularly in contributing tnaking distance
learners feel relaxed to seek knowledge througltgu@DL provisions.

It shows that even when learners are removed floamirtstitutions of
learning by distance, the facilities of supporttegs still promote good
and relevant interactions amongst learners and detwwhem and the
institutional support service providers.

5.0 SUMMARY

i The key elements of ODL were stated as, |deniitigrpersonal
interaction, Time/ place of study and duration tfee completion
of study

i Each of the key elements was discussed with iHtisins
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6.0 TUTOR-MARKED ASSIGNMENT

1. Explain how the flexible nature of duration in ORbnstitutes
support for the learners.

2. Give a concise description of,
1) Synchronous interaction in ODL.

i) Asynchronous interaction in ODL
7.0 REFERENCES/FURTHER READING

Commonwealth of Learning (2004esearching, Tutoring and Learner
Support. Vancouver, Canada: COL Press.
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1.0 INTRODUCTION

It is basic that most students feel isolated fromeirt instructors,

colleagues or fellow students which therefore mekdation a major

challenge in distance learning. Further, becausethef self-study

philosophy of most distance learning programmesgdesits limited

opportunities to meet in a face to face situatio®ne of the main

purposes of learner support services is thereforersure that the
learner receives individual attention and that sfbes not feel isolated,
neglected, marginalised or forgotten. Learner stppervices ensure
that no individual learner is lost in the crowd. utge material

development units and course writers ensure tiaysmaterials are
written and developed in such a way that the leameads and works as
if the instructor is there talking directly to hior her, thus trying to

prevent isolation from the instructor. Also, byrieas means the
Learner support ensures that the learner is nopkiely isolated from

his or her fellow students. One of such ways iolyanising support
groups for students to facilitate interaction wathers. Such groups
promote, among other things, more understandingnaterials read or
studied.  Support groups may or may not includeirestructor or

facilitator. In this unit, we would therefore diss how course material
development can be used to provide support to éearin the Open and
Distance Learning institution.

2.0 LEARNING OBJECTIVES
By the end of this unit, you will be able to:
e state the meaning of study material in ODL
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e list simple description of how study materials dasn written in
such a way to break the challenge of isolatiodigtance
education

e mention how a study material is different from sthbeok.
3.0 MAIN CONTENT
3.1 Learning Material

In ODL, learning materials replace the teacher.fdnt, the ODL

student’'s study material is the teacher, the leciuhe Professor, the
Instructor, and the classroom, all rolled into ordost of the tasks of
the teacher in a conventional classroom are peddrioy the study
material. This means among other things that tleseprtation of the
subject matter, the elucidation, the illustratierplanation, clarification
of doubts, the correction of misconceptions, intardl and frisky errors
are all done by the study material. To some ODRIdents, especially
those in the remote areas who have to receive stigdly materials by
post, the study material is probably the only syl representative
of the university. This means that the materfsge to do much more
than the course outline, handouts, class notesxtiodoks. The course
material has to be in the position of “all in allis-a-vis instructions to
the ODL student. To meet this responsibility, tbarse material, among
other things, should do the following:

i) provide the content to be learnt: As much as péessthe course
material contains everything that the student néedisarn in the
course. It is self-contained, comprehensive andusboblt is
explanatory, written in a discussion manner, tatkgou directly
as “you” and relates to you as if both of you (yamd the course
writer) are face to face.

ii) structure the content into learning sessions: ddwese material
is written in a modular form, each module contagnennumber of
units, of between 10 to 15 A4 pages; one or twdsuoii which
could correspond to a lesson or lecture.

iii) help students decide which parts they need to usevéen:
Since it is structured in units and the format isdoiar, you
could decide which part to read, study or work vatrany given
time and for how long.

iv) provide activities to help students to learn thaétent and to
apply it: Each unit contains a humber of exercisesivities and
similar interactive sections which help you lealh® tconcept
presented, work out answers to issues raised d@dteesections
already read to find out more details about an@seror activity.

) provide feedback to learners, to help them leaomfrtheir
mistakes: The course material provides answersustipns,
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Vi)

vii)

viii)

3.2

exercises etc. raised. Sometimes, it directs youhtere to get the
answers. Alternatively, as a means of providingirgelf with

feedback, you refer to necessary sections, paragrappages of
the material to find answers to questions and és&savhich you
think you do not answer well.

motivate students: The materials are written irysven which

you are well motivated to read and study and urnaedsthe
content.

help students develop those study skills that aserial to
individual learners: Your study materials are tentin such a
way that as you use them, you gradually develoguistudy
skills which if you retain and sustain, will keepuy sufficiently

motivated and wish to continue to study and getwath your

learning activities.

provide a means for students to assess their @sigreThe
materials give you copious questions, exercises ®ime of
which you are expected to assess yourself. Fuyryer can
easily see for yourself the units you have effetjivcovered; the
modules you need to base your continuous assessrmenthe
units you need to revise or re-read etc. You aasilye pencil

down or bookmark those points, issues, questionproblems
you want to take to your study group, to your tiatisror to the
attention of your facilitator. As you read, you aso are to
assess your progress.

The Structure of a Typical ODL Material

Course Materials in ODL are specially designed stndctured. They
therefore look different from the normal textbodBome of the features
of ODL study material are therefore stated below.

)

Size: Often, the ODL study material is larger,genand bigger
than the ordinary text book because many of themecin A4 or
sometimes bigger sizes.

Writing structure: A typical ODL study material silid contain
the following:

Learning objectives: The writers will state thgembive of the
course. Some will state the general objectiveusgply from the
specific objective. Often, the specific objectiveonstitute the
learning outcomes. These are stated in measusiohs because
often than not these form the root of evaluatiated in the

chapter, unit or module.
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units

One is pre-requisite to unit two etc. Others well you if the

are independent of each other in which gemecan decide to
study any of the units on their own independently.

Learning activities (with feedback): One of theewlof study
materials mentioned above is to provide Learningyisies that

will help learners master the content and applWi. need to add
that the feature that most distinguishes ODL leayninaterials
from text books used in face-to-face teaching éslénge number
of learning activities. Experienced writers knowatthstudents
learn best by doing; they therefore ensure that rtfaerials
stimulate a high level of activity and practice the learner.
Materials are therefore designed in such a way ttietlearners
spend the bulk of the study time doing activitiesther than
passively reading, if he is using print materiais,listening or
viewing, if he is using media-based material. Santyi,

successful activities depend on their being calsefstiructured
with sections to accommodate vital features likdle,ti
motivational introduction, instructions, answerdgrtime guide
and feedback among others.

A friendly style of writing, writers adopt a frielydand personal
style. As you read, you have a feeling that thetew is

discussing  personally with you. He addresses yotyau” most of
the time thus giving you a feeling that he or ghéhere with you
and for you.

Examples and illustrations: The material contairds | of

examples given to illustrate a point, support yument, explain
an issue etc. The examples may be drawings, tabtpges,

pictures or illustrations.

An open, highly structured layout with lots of hewys: As you
read, you will come across short and brief sestwith separate
headings, sub-headings etc. This is because tiber \wnew that
long passages will bore you, and yield an unprbdeaeading

and learning, or may make you doze off or slegaya

. Provision of signposting devices: Many signposts areated,
directing you to the main point, to the main gahlss directing
your mind and thoughts and making you focus on rien

themes.

Interactivity: Lots of activities are providediet material is full
of exercises which you will be expected to do; sonay require
your writing answers to puzzles, questions, pos&rs Some of
the time the writers provide answers which servdeasiback,
some of the time they refer you to relevant pagesres you will
find answers to the exercises. All these are expetd provide
some interaction between you and the materialwhters and
other writers. Sometimes, your study material maguire you
interacting with peers, other people within thealdy etc. hence,
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interactivity is the device used by study matet@alprovide not
only two-way communication but even multi-modal
communication. Its main role is to reduce to theebaminimum
learner isolation and solitude.

. Less text than in a textbook: The textual quardityour study
material is often less than you will find in a n@intext book.

. Structured spaces in which students write theiporse to the
activities

. You will find space provided for you to write shamswers, put a
list, or do other exercises or carry out SOmevas.

. Self-marked progress tests. With the answers g@ealifor

exercises and activities or references to releyaages from
where to get answers, you can score your own \aack see how well
you are doing and thus gauge your own progress.

. Effective communication: Course writers and indimal
designers in ODL had been cautioned by Shneide(d&82) to
begin with an understanding of their intended sisend to
recognise them as individuals whose outlook itetght from the
designer's own. In other words, if a writer watkte learner to
construct an idea which is similar to the writerthen he or she

should use an image, an illustration, a verbal mjgson etc. for the

presentation which will trigger a similar idea hretlearner's mind, in the
context of the learning environment and the leasnarior experiences.

These put together guide writers as they strivgpravide effective

communication in their development and writing loé tourse materials.

Summaries and lists of key points: Each chaptemdror module ends
with a summary giving the main points, the mainuangnt etc. of the
section.

SELF-ASSESSMENT EXERCISE

It would be helpful if you can quickly answer traléwing questions

1. In your own opinion, state the meaning of a seunaterial
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4.0 CONCLUSION

It is obvious from the discussion in this unit thats the course material
that replaces the teacher or the instructionalifair. Following this, it
is important that course materials are designetttenrand produced in
such a way that they would be learners friendlys Expected that apart
from the fact that they should be of good and ad®e quality, they
should be able to provide necessary support téetiraers in their quest
for knowledge. As quality course material providegsy access to
knowledge they would practically remove the usuatashce between
the learners and the distance education institsition

5.0 SUMMARY
i. This unit has discussed the meaning of course rabietODL

i. The role of course material in providing supportgarners
i, The structure of a typical ODL course material
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6.0 TUTOR-MARKED ASSIGNMENT

1. State how course material can be used to breaétisolin an
ODL programme.
2. Mention five different things that a learner caméi@ from an

ODL course material.
7.0 REFERENCES/FURTHER READING
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Publishing Company.
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1.0 INTRODUCTION

Face to face counselling/tutoring is another cluaspect of the support
system in Open and Distance Learning. CounsellimgOpen and
Distance Learning can be described as a procegsowiding help by a
knowledgeable staff to the learners. The help baingng can be
academic, emotional or social in nature. It isaiarthat once the help is
provided, there would be an improvement or relieveéhe life of the
help seeker. In Open and Distance Learning ingtitutiearners would
need the assistance of counsellors for differemt aarious reasons,
some of which can be personal- social, academimformation on
health related concerns. It behooves on the cdons@ ensure that
he/she is well equipped to provide the neededtassis that is believed
could facilitate learners’ adjustment and acquositof relevant copying
skill during the course of their study. While a neallor could render
support services in all areas like, orientatiorgcpment, information,
assessment, referral, follow-up, record keepingtoring services are
specifically tied to giving information and guidanto learners on issues
that are academic in nature like course regismatiow to study, when
to submit assignment and how to prepare and passaminations.
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2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

. explain the term counselling in Open and Distanearhing

. mention at least five examples of the services ttet be
rendered through counselling support

. state at least three qualities of a good counsello

o state how on-line counselling is different from dato face
counselling.

3.0 MAIN CONTENT

3.1 Need for Counselling Support

There would be some learners who, during registmaivill be confused
either by the amount of information they alreadyeyaor by the lack of
information in relevant and pertinent areas, oaassult of hindrances.
Such learners even at this early stage, need dtingselhe support
staff thus has to provide counselling during regigtn. Such
counselling could be on a one-to-one basis, oraug It could be by
direct face to face or it could be mediated byheotmeans, materials or
modes. Counselling could be preventive or for psgsoof curing
certain existing socio-personal issues and conceZosinselling is a
useful educational service described as the hubeafmer support
services in open and distance education (Ukwue¥E3)2

3.2 Counselling Qualities

Counsellors need to develop and demonstrate mslithat are
appropriate to their role. It is not for them to $imply ‘advisors’, as if
they had all the requisite solutions. Rather, thleguld be able to help
the learner reach his or her own conclusions. Galling without
imposing one’s own views unduly is a highly skillptbcess. In open
and distance learning settings, very often tutoi @thers are expected
to act in counselling roles although they are raned as counsellors. It
Is important that all learner support personnetjuding administrators
and clerical staff who might be in a situation imigh they provide
guidance or advice to learners, have some awarendisis area. Tutors
and others whose role clearly incorporates the selling function need
to be well versed and steeped in its principles.

Even so, many people find counselling effectivekgremely difficult.

The tendency is either to offer no help at all t(jus listen and
sympathise) or to tell the client (in this cases karner) what he or she
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should do. Simpson, et al (1992) describes theasisibutes of an
effective counsellor using the acronym ‘WHALES'’:

. Warmth;

. Honesty;

. Acceptance;

. Listening;

. Empathy; and
. Structure.

Furthermore, Truneckova and Viney (2012) assettttiexapists should
be good listeners, naturally inquisitive, show geaucare (empathy),
stability, have knowledge of them; they should destate good
interpersonal skills, tolerance, and good knowledgeself. Similarly,
Ukwueze (2018) maintains that a practicing counseBhould be
compassionate, stable and secure, honest, trubtworhtelligent,
tolerant, inspirational, and sociable with spifiself-control.

55



ODL 721 LEARNER SUPPORT SERVICESIN DISTANCE LEARNING

3.3 Counselling Activities

Counselling may be more or less directive. The tgrethe degree of
responsibility the learner takes for his or her ownderstanding and
decisions, the more useful the counselling is yiked be. In some
circumstances learners simply need straightforwafarmation; or, if
heading in a completely unproductive directionytingay benefit from
the advice of their tutor or counsellor. In anygincounselling session,
the nature of the interaction is likely to shiftckaand forth among the
following activities:

. telling: giving appropriate information;

. advising: suggesting best approaches or coursastioh; and

. exploring: helping learners clarify issues and peols for
themselves.

3.4 Counselling Processes

Counselling can be seen as a cyclic process ofghases $impson,
Rholes, & Nelligan, (1992).

. clarifying: ensuring the learner’s needs are clear;

. checking: ensuring the counsellor correctly underds the

needs;

. conceptualising: restating the need in the coumsellown

words;

. challenging: pointing out contradictions and otivays of seeing
an issue; and

. consequent action: agreeing to what the counsalhar learner

each might do as a result of their discussion.

3.5 Counselling Tasks

Counsellors take on a range of tasks when intexgatith learners.
These involve the following three primary tasks asociated sub-
tasks:

. selecting the appropriate mode for the interactimt|uding
informing the learner; advising the learner oroarse of action;
and exploring with the learner what the problemnse to be and
what courses of action might be possible;

. listening to the learner by reflecting back to tearner what the

counsellor has heard and understood; and opesdeasiopposed
to closed questioning;
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. structuring the interaction by clarifying undersdanys; checking
understandings and information; and agreeing ematttions that
will be taken consequent to the discussion.

3.6 Advising and Counselling through Prepared eaflets

Many learners experience common problems that, aaltd with
individually, can be time consuming. A number cfuss and situations
can be foreseen and addressed effectively with [epnepared leaflet,
which can be included in course materials and widbstributed to
study centres, tutors, or local coordinators. Tineetsaved in dealing
with these common problems in face-to-face coumggltan instead
focus on individual problems that the learner mayelxperiencing. As
well, by finding answers to common questions inldedlet, the learner
has been involved and takes more responsibilitglémisions taken.

For example, it is possible to provide advice aodnselling to learners
through prepared leaflets on the following topics:

. coping with exam stress and suggestions for pregdor exams;
. SELF-ASSESSMENT EXERCISE of time available for stud
learner fills in own schedule;

. how to catch up (sent out to learners who are dngpipehind);

. what to do if learner has missed assignments @xamination;

. reassuring and informing learners what to do ifythave failed

an exam;

. forming self-help study groups, and activities tioeyld use;

. withdrawing and dropping out from the course, tieaner who

IS talking of doing so; and

. withdrawing and dropping out to learners who haweedso (find
out why).

3.7 Online Counselling

Students in open education seem to be often cahfaiseut the progress
of their studies and may find it difficult to readheir counsellors for
face-to-face interactions thereby increasing théustration and
agitation to drop out (Ukwueze, 2016). It is ob\wptherefore, that with
sporadic or geometric increase in the number ofpleeseeking for
knowledge through opens and distance education, aitd the
introduction of technology into the teaching-leai process,
counselling has gone beyond the traditional faekte interactive
sessions, which are limited in space and time. Eleiin@ need for online
counselling, which is gaining a lot of ground intth@onventional and
non-conventional institutions all over the worldwioAccording to
Ukwueze (2016), online counselling could be refr® as e-
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counselling, Internet counselling, computer basedunselling,

automated counselling or virtual counselling, whiohkes use of ICT
facilities to provide assistance to people who aseparated
geographically and over a period of time especiailypen education
using web pages on the Internet such as e-magpwanferencing, web
based messaging, twitter and telephone services @sjor tools.

Thus, this method of giving help to learners thtoutgchnology
mediated outfits like radio, internet, intranet, bite phone etc is very
efficient. While the same procedure for face toefas followed,

sometimes, it can be synchronous or asynchronousedaout.

Regardless of the procedure being used, it is itapbto remember that
counsellors should be as objective as possibleewdtilthe same time
they should not be judgmental in helping the leaaofient

SELF-ASSESSMENT EXERCISE

i) What is counselling in ODL?

4.0 CONCLUSION

The discussing of counselling as an aspect of stmystem in Open
and Distance Learning shows that most of what isedm distance
education is hinged on giving support. Also if sogpis properly
rendered by knowledgeable members of the academneninity, it is
likely that most learners would be well adjusted their studies.
Similarly, the learners would be able to cope vitie stage by stage
challenges of pursuing studies in Distance Eduratio

5.0 SUMMARY

The following were discussed in this unit:
) Meaning of counselling in Open and Distance Leaynin
i) Quialities of good counselling

i)  Counselling process
iv)  Online counselling
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6.0 TUTOR-MARKED ASSIGNMENT

1. State how counselling service can be renderedgpastilearners

2. in distance education

3 Enumerate five major qualities of counselling inIO8upport
service system
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1.0 INTRODUCTION

One important and unique characteristic of Open dhdtance

Education is the technology mediated learner suppsarvices.

According to COL (2004) Learner Support is intentie@ssist students
in meeting their objectives from the point of firgiquiry about

admission through course of study, graduation dtehdor life time.

Technology mediated learning is very effective stanplishing the
following:

. Open opportunity for everybody(teenagers and aduhat is
interested to go to or return to school if and whigey are ready
to do so with a reasonable chance to succeed

. Provide them with open and flexible learning stoues

. Create critical thinkers who will throughout thdives, be the
pillars of a learning society, and, therefore depdhe skills and
attitudes of lifelong learners among all its stude

. Open up access to the specialist knowledge andleictigal

power through whatever means that are possiltkjdmg both modern
and traditional technology.
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2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

o mention at least three reasons why technology stppoeeded
the education service delivery system of distareening

o enumerate five examples of technologies that caruded to
support learners in ODL

o state five challenges of using technology to supfearners in

ODL institutions.
3.0 MAIN CONTENT

3.1 Preamble

Technology mediated support can be regarded asitative used to

assist, support and expand efforts to provide dducdo learners in

Open and Distance Education. Access to the releteatiinology for

learning is crucial particularly if the universibperates flexible mode of
learning. For an example, learners will need teeasdhe internet to be
able to gather whatever information they need albat university.

More so, it is suitable because demographic recsindss that work and
family responsibilities take precedence over tharrer's academic
activities. Considering this, the students wouldhiv® have access to
technology regularly since they would want to cleodiseir own time,

place of study and even when to write examinatidre implication of

been a learner in an ODL institution with flexabmode of learning
however is that such students would only gradwdien he/she has
accumulated enough number of credits. Similarlgytllso enjoy the
latitude of completing their programme by twice #heected duration.
Given this as an advantage over the conventiorstitution, some

learners concentrate fully on their studies sooabet able to complete
their programme in good time while others prefer part-time option.

There are arrays of technological facilities theg ased for mediating
the unusual distance between the learners anchghigution since some
learners reside in remote locations. To this categb learners, face to
face contact with the university is infrequent. oider to facilitate easy
communication between the learners and the institutNOUN, for
example created local study centres all over thmiry. Fellow students
in the ODL programmes easily communicate with theunterpart
learners. Familiarity with the use of computer &tgularly helpful to
the learners who are employed because it enabéss th enjoy their
studies combined with other commitments.
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3.2 Reasons for Technological Supportin ODL

Use of network all over the country helps to reddlce impact of

remoteness because most of the study centers inNNfdtan example

are hundreds of kilometres away from some of isrers. As a result,
many adults prefer to take part in organised le@rrithroughout their
life span through distance learning. It was alsseoted that the world
of today is populated by regular knowledge seekegardless of age. It
is this that makes non-formal learning to permeddiy life of some

people. This can also make them to register fodetéc programmes
such as short residential courses, fitness cergpesis clubs, heritage
centres, self-help therapy business managementlanttonic networks
techniques.

3.3  Example of Technological Resources

The technologies which are constantly needed in @&tticularly to
access study materials and to ensure that leaiseasy are,

. Live teleconferencing

. Computer mediated learning

. Mobile phone contact

. Contact by letters

. Audio cassettes

. Video CD

. Radio broadcast

. Online synchronous mode of interaction

. Online asynchronous mode of interaction.

Techniques for Managing the Technological Support stems

Through the study center network technology mediatgport services,
the lifelong distance learners can be effectivelgnaged. In other
words, computer technology and computer mediatedinmonication

strategies can be taken to every student’s computée classroom and
their chosen place of study. Ndlovu (1985) lentderece to this by
stating that, technology offers just-in-time detiweof complete

customised programmes, so that a learner enjoyssacto learning
opportunities anywhere and anytime. Since mosthef students are
adults who are also in employment they will neethidwe technological
facilities at their disposal. These facilities pa® services which the
face to face kind of study would have rendered. Obdechnology

becomes more crucial to the female students irsthdy Centers which
are located for an example in the Northern geoitigal zone of Nigeria
who live in the purdah since they should not shbeirtbare faces to
anybody outside their homes because of their wmlgyibelief and
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culture. The nomadic cattle herders would also fierse lot from
technology mediated distance education. Technadtagytherefore made
things so easy for this category of learners.

3.4 Challenges of Providing Technology Mediated Support
to Learners

It is obvious that virtually every aspect of theppart rendered to the
distance education students is dependent on thialaility and effective
use of technological facilities. It is this realdand quest for an improved
service delivery through Open and Distance Leartiag has raised the
following important challenges.

. High cost of procuring computer laptop and deskidpch is
particularly not within the reach of indigent stumds? Such
students are compelled to share with those whe baelse, they
may have to patronise commercial centers who alglb charge
them exorbitantly.

. Lack of internet connectivity in rural areas andnstimes at

some study centres in urban areas where inteerwice providers
cannot reach regularly.

. Most learners could have phobia for the use of adgerpwhile
some are not computer literate.
. Very high cost of procuring and maintaining telepbcervices

particularly for telephone interactive discussibetween the
learners and the university staff that are core@mith providing
information service.

. High cost of printing down loaded course materials.

. Most learners are still skeptical and so are nowfoatable with

the use of communication technology to plevsupport in science
practical courses.

. Epileptic power supply for internet gadgets thajuiee electricity

to power.
. Network outage especially in areas with loaded maskd
signals.

3.5 Recommendations

In order to bring about some improvement in theliguaf technology
mediated support for the distance education stsdetite federal
government, university authority and private pardni the education
sector should consider and work on the recommenuatated below.

. Provide subsidy for the purchase of computer (lept@and
desktops) with mobile phone facilities.
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. More course materials should be uploaded to rthernet for
students to download before they are readprimted form
(hard copy) for distribution.

. Corresponding audio, video tapes and video comgat on
course materials should be made available to éaenérs from
time to time;

. Television and Teleconferencing programmes shoule

organised  regularly to support the learners withstipulated time.

. The academic and non-academic staff at the stualyeceeeds to

be constantly trained on the availability and o$¢he modern
technology in order for them to improve the quabf support
rendered to the learners.

. Live teleconferencing facilities must be availableall the study
Centers and must be connected to the universagdwearters
. More information and communication technology expenust

be employed to work particularly at the study eent
4.0 CONCLUSION

If learning truly involves all of one’s life partitarly in this present age
when every learning activity is attached to the os&echnology, then,
technology mediated support for learners need®tpromoted for it to
become the mainstay of distance education inginuaind the hub of the
administrative and academic activities. Throughhtetogy mediated
support services, learners would enjoy support fribr@ education
providers just as they will interact amongst thelres without the

physical distance posing any barrier. However, tme of any

information and telecommunication equipment to echia veritable
purpose requires action on the part of the usarr{ex). It also requires
access to needed technological facilities and adgqn of relevant

skills at both ends particularly the learners.

5.0 SUMMARY

This unit discussed the following:

i) Reasons for Technological Supportin ODL

i) Example of Technological Resources

iii) Techniques for Managing the Technological Suppgsté&ns.

iv) Recommendations on how to improve on the use d¢in@ogy
mediated support services in ODL

6.0 TUTOR-MARKED ASSESSMENT

Briefly explain why it is necessary to use techgglonediated
support in transmitting knowledge in ODL
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2. Enumerate examples of technologies that can benputuse to
make learning easy in ODL
3. Mention and explain five challenges in the useteahnology

mediated support in ODL
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1.0 INTRODUCTION

Assignment in an educational institution referstask given to be
carried out or undertaken by learners. The task lmann form of

coursework, project or homework. Specifically, ipegd and Distance
learning, example of assignment is the tutor markesignment which
can take the form of homework or project. Sometigiesg assignment
can ensue while a learner is in the process ofaotmg with support
service providers like the psychological/ acadeomgnsellor or tutorial
facilitator. The common purpose of giving out assignt to learners is
to foster better understanding of a concept or.tdssst of the time

assignments are giving for the sake of assessmentutor-marked
assignment. Assignments are also given for theviaflg reasons:

a. To provide quality learner support including guidan

b. To develop and manage essential feedback mechawhbiob is
characteristics of effective open and distancelag;
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are

2.0

To review, assess and provide feedback on assigemmch

regularly submitted by students as part ofdiséance learning
instructional package.

To monitor distance learners’ academic progressatasvhen

necessary or due;

To engage in creative and innovative roles andities, which

will develop and incorporate a range of requireta@f particular
courses on programmes and learning groups?

LEARNING OBJECTIVES

By the end of this unit, you will be able to:

3.0

3.1

mention at least five reasons for giving assignnteréarners in
distance education

list and explain at least five major types of tutomments
enumerate at least five ways by which assignmemtbeaused to
encourage learning.

MAIN CONTENT

Tutorial Support

Tutors and the learning materials are very imparten terms of
providing intellectual support and facilitating taang activities.

tutor contact: Learners need to be prompted in l&aening
materials to contact their tutor at frequent inédsy by whatever
means is made available. This contact might beisouds a
particular issue, to plan for a major assignmenttoodiscuss a
returned assignment. Instructions that use icoashatpful; for
example, a telephone icon for telephone contach stamped
envelope for correspondence;

assignment dispatch and grading: Learners nead, demplete
and accurate information about when and how to #ulam
assignment, what to submit, where to send it, aw long they
can expect to wait before it is returned. Researditates that
‘turnaround’ times of two weeks or less have annopt effect on
learner motivation to continue, as does the requarg for
submitting an assignment early in the course. N&smners who
get over this first hurdle will end up completirgetcourse;
grading criteria: In the learning materials, leasineed to be
told the criteria by which their assignment will geaded, and
which aspects of their answer will receive parac@mphasis. In
turn, the tutors who grade assignments must becgipl grading
according to these guidelines, and provide commemisreasons
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for their grade that display all the charactersstmf effective
support: warmth, honesty, empathy, organisatiorplieation,
and the written equivalent of ‘listening’. Acceptanis a little
more difficult, since the tutor is in this case uggd to judge
performance, but even so such judgments can be oomated
in a constructive and helpful fashion; and

3.2  Tutoring Models

While engaged in the process of dealing with tharse's academic
content, the tutor may fulfill one of several rqoleepending on the
design and nature of the course, how the tutorgpers himself or
herself in relation to the learners, and the tstaiews of the teaching
and learning process. Four different models ofrtthe of the tutor are as
follows.

. Tutor as expert: The tutor seeks to explain thesmuaontent and
to act remedially if the learner has not underdtoo

. Tutor as facilitator: The tutor guides the learmerhis or her

studies in an enabling way without seeking to te@obxplain directly.

. Tutor as a reflective practitioner: The tutor expb with the

learner, without presuming to possess superiomwledge in
relation to the learner.

. Tutor as assessor: The tutor’s relationship withldarner is seen
primarily as that of an examiner or tester of lderner and what
he or she has learned.

Very often, the job of marking assignments and@rations and

the role of tutor fall to the same person. In otbiéuations, the
role of assessor is seen as primary. Howeveradf tutor were to

perform the broader role of the facilitator or leefive
practitioner in helping nurture the learner's teag experience,
learners would benefit more fully.

3.3 Qualities of Academic Counsellor/Facilitator o
Interaction through Assignment

i The academic counsellor/facilitator should be gealyi
interested in the art of distance teaching. He khbe able to
study and assess the teaching unit of the instrmaitimaterial.
He should be able to see from the point of viewth& course
writer.

i. He/she should have clear orientation and understgnof the
structure of the unit and thematic presentation. tAése will
ensure that the variance in the facilitation ofriéag at the
various Study Centres is as minimal as possible.
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a)
b)
C)

3.4

The academic counsellor/ facilitator should be ablealiscover
weaknesses in the assignment response which isessila of the
weaknesses or defects of the assignment and/eedlching unit.
The academic counsellor/ facilitator must be olbyectn his
formation so that the learner benefits from the agedic
advantage of discovering his/her assignment defects

Also, the academic counsellor/ facilitator shoulohsider the
organisational aspect of the assignment responseshduld pay
attention to the beginning, the middle and the mgdiThe logic
in the sequencing of points, the use of languaigecarrectness
and clarity must be assessed. Again, the acadeonsellor/
facilitator must not be distracted by the languagd style of a
response despite poor or irrelevant content.

Lastly, the academic counsellor/ facilitator sholdd able to
accurately and objectively grade the assignmergorese. The
grading should reflect the academic counsellor/ilifamr's
comments on the response. The comments should:

be motivating to the distance learner;

break the walls of isolation surrounding the distatearner; and
help the distance learner improve his learningugh teaching
type comments.

Tutor Comments on Assignments

The different types of tutor comments as enumerdtgdAdeboyejo
(2007) are explained below:

just
to

this’,

Harmful (HL) comment: Such comments are by thelnes
unpleasant. If anything, they make the learner tregefacilitator
and, this may lead to loss of courage on the gaheolearner. As
a result, the barrier between the learner and tReiri3titution
builds up, the channel of communication beginsaoaw down
and, the learner may eventually drop out. Exammesuch
comments are; ‘Horrible language...’

‘You beat about the bush too much...’

Hollow (HW) comments: There are certain comments tre
mere words. They may appear to have meanifighe meanings
are empty. Making meaning out of such commentiéstrying
guess what message the writer wants to passsadfor instance,
‘Please go through the unit again...”, ‘You can dettér than
‘You have lots of irrelevant material in yosubmission’. One
thing that is common to all these examples is thatwriter has
neither specified what the learner has done wnomigwhat is
expected of the learner.

Misleading (MG) comments: This type of commentscpldhe
learner on the wrong track. The comment usualgtricts the
learner to carry out activities which have no s For
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example a comment may read, ‘Please read thenlesste again

and re- submit your assignment’. The learner willoiw this

instruction  but without knowing what he can do itaprove his
assignment response.

iv. Null (NL) comments: Any comment which neither cenfs nor
questions, illustrates nor explains, refutes nmraves may be
termed null comment. All types of ‘no sentencehegks such as
question marks, double check marks, underlinindg ®rackets

or lines etc. constitute null comments. The omifpimation passed
across by these symbols is that the facilitat® ¢p@ane through

the  assignment response. Though symbols with ddfeition may
be used especially in situations where commentd ne be
repeated yet, it is pedagogically better to regaah comments in
sentences and not with symbols.

V. Negative (NE) comments: These are the type of camsninat
spell out to the learner what he has done wrorgpyTusually
refute facts, concepts, explanations, illustragjoanalyses etc.
They may also go against the relevance of theeoonof a
response, or the very approach to a given prolasmresented

by  alearner. These are the most needed of allliffexent types of
comments because without them the learner facesldhger of
misguidance. Examples are: ‘Not clear, not togbmat’, ‘you did
not give a single illustration to buttress youringo ‘your
explanation to question ... is not adequate’ etc.

Vi. Positive (PE) comments: These types of commentsnaant to
approve of the point of view of the learner. Thegicate that he
is on the right track. These comments help to erage the

learner to maintain and possibly improve on hisfqrenance.

Example of such comments are; ‘You have brilliargkplained the

concept of  distance teaching’, ‘Impressive, yoeaspmy mind’ etc.

vii.  Constructive (CE) comments: When a facilitator wesho inform
the learner of what he could have done to imprduse

performance, constructive comments are employbdugh such

comments  neither approve nor disapprove yet, tifey suggestions

on how to solve a problem more brilliantly. As arample, a

comment may go thus, ‘Always list out the pointkde discussed

when the guestion says list

vii.  Global (GL) comments: All the comments that haveerbe
discussed so far are usually written (in-line)seldo the portion

of the assignment response for which they are me@ifobal
comments encompass all the other in-line commeantd
summarise the overall performance of the learfidley may

point out drawbacks such grammar, spelling, ldigybetc. Also, they
serve to explain the grade awarded to the learGdobal
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comments are not in-line; they are usually madea @eparate sheet
of paper.

iX. Personal (PL) comments: These are the means thwwhigh the

isolation usually experienced by distance learnerbroken. A
DT who wants to help learners on this basis by intakuse of
personal comments must:

a) have a very high degree of patience;

b) be committed,;

c) know when and where a personal comment is needéd; a

d) possess the ability to blend academic commentsucisons and
information into a closely knit whole.

3.5 Typical Process for Tutor-Marked Assignments

Tutor-marked assignments provide a common meaosraiucting
formative assessment of learners in open and distaearning

Tutor comments are classified as shown ithe diagram below:

Tutor comments

Non-Teaching comment Teaching comment |

programmes. Typically, the learner completes pathe course, writes
an assignment based on this section, and sendastignment to the
tutor. The tutor then marks the tutor-marked assgmt, provides some
feedback comments, and returns the comments tedheer.

The tutor and the institution’s administration iy keep a copy of
the marks and sometimes of the feedback commenmi®ilearner’s file,
to provide a record of the learner’s progress aineaement.

3.5.1 Ineffective Regimes for Tutor-Marked Assignments

‘Tutor-marked assignment turnaround’, which is tiree it takes to
return an assignment to the learner, is one ofil@hst well performed
features of open and distance learning programf@as. aspect of this
problem is often administrative:

. slow or unreliable postal or other delivery systems

. lack of clerical capacity within the institution forocess and
record large quantities of tutor-marked assignsiendomptly; and

71



ODL 721 LEARNER SUPPORT SERVICESIN DISTANCE LEARNING

. the tendency on occasion for assignments to pile iup
academics’ offices waiting to be marked.

Another part of the problem may be that neitherrees nor their tutors
fully appreciate the potential value of engagingaismoothly running
and diligently conducted assignment submissionfaedback system.

3.5.2 Effective Regimes for Tutor-Marked Assignments

In order for tutor-marked assignments to help lees'mn their learning it
Is important that:

. the learner, tutor, and administrators involvedhale a shared
understanding of the procedure and value of ther-marked
assignment process;

. tutor- marked assignments are well designed, ratewa the
course, and engage the learner in useful leatmutigity of some
kind, whether it be analysis and essay writingcamying out a
practical task;

. learners have or are able to acquire the informatskills, and
other resources needed to complete the tutoredaaksignment;

. the tutor-marked assignments are transmitted slycusether

by post or other means;

. they are marked quickly and reliably;

. they are returned to the learner with feedback withminimum
of delay;

. the tutor writes full and helpful feedback commentst just a
mark;

. the marks and any other significant points are ncxb reliably

and used as a basis for assessment of the |panaer

. the tutor uses the tutor-marked assignment interatwith the

learner as an opportunity to develop a personaifépsional)

relationship: providing a ‘human face’ to the ington, making

the learner feel individually recognised and vdluand raising
the learner's morale.

3.6 How Assignments can help Learners to Learn
According to Adeboyejo (2007), assignments can lpewerful tool in

helping distance learners to succeed in their efydind serve a number
of purposes. Some of these are the following:

. measuring learning against objectives;

. checking that material has been understood andedye
. providing reinforcement of success;

. enabling diagnosis early on of weak point;
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. providing learner the opportunity to apply new feag;

. developing a personal tutor—learner link;

. facilitating learner’'s learning by making him orrhan active
learner;

. providing feedback to the learner on his or hefgoarance;

. identifying learners’ strong and weak points;

. providing opportunity for remedial help;

. providing opportunity for individual study;

. providing an incentive mechanism for progressivpriosnement;

. helping tutor—-marker to plan for face-to-face s&ss)

. providing opportunity to demonstrate new learning;

. helping learners prepare for exams;

. suggesting where learner should focus further study

. providing a basis for regular dialogue betweenreaand tutor;

. providing deadlines and set intermediate learninjgaiives;

. maintaining and developing learners’ commitment;

. guiding learners’ study of the course materials;

. alerting the tutor to any problems the learneraigifg; and

. alerting course writers to units learners foundialift and where

extra help is needed.
3.7  The Assignment Tool Kit’
Various components make up the tutor's ‘tutor-mdrkassignment

toolkit and can be used in combination to goodeetff Typical
components include the following:

. questions;

. model answers;

. marking criteria,

. feedback comments;

. assessment comments; and

. records of the individual learner’s past perforneanc

3.8 Feedback on Tutor-Marked Assignments

For tutor-marked assignments to help the learneg of the most
important factors is the quality of the feedbackmowents the tutor
provides. The learner will gain very little from reéy receiving a grade
or a short, automatic, and discouraging commenh |ag ‘You must
work harder?

3.8.1 Helpful and Unhelpful Feedback

Feedback can be helpful or unhelpful. Helpful fesskbencourages the
learner to proceed even if he or she has not demg well in the
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assignment just completed. Unhelpful feedback,henather hand, may
discourage the learner to the extent that he omsims to drop out of
the course. Unhelpful feedback also lowers thenkrds sense of self-
worth, causing the learner to view of himself orde#f as someone not
capable of learning. This self-concept is extremdbmaging and
counter-productive, and is not justifiable.

The first task in getting tutors to provide helpfekédback is to persuade
them of its value. The second task is to creatgdssibility for them to
provide helpful feedback, by means of training, teys, materials,
arranging realistic schedules and workload, and dmntinually
motivating them to improve their skills.

Following are some characteristics of helpful antelpful feedback.

a) Helpful feedback
Helpful feedback does the following:

. establishes rapport between tutor and learner twiging a sense
of belonging; and being facilitative and personal;

. links the learner’s previous and future learninditiing the level
of the learner;

. encouraging the learner to review the course nateand

leading the learner to further consideration efidsues raised;

. encourages a deep approach to learning by promoighggue;

acknowledging the learner’'s ideas; commenting elevance;
being open to further discussion; and suggestiagswio improve
study techniques;

. provides complete and accurate information by bengmpt;
being clear; explaining the grade awarded; fittithge grade
awarded; and being precise on where errors hd a
improvement is needed

b) Unhelpful feedback
Unhelpful feedback does the following:

. suggests the tutor sees the learner as addijibeing aggressive
or intimidating; providing a negative start; beirapitomatic
rather than personal; and discouraging rather #mmouraging; °
offers inadequate information to the student bndpéate;
being careless and inaccurate; not being speaificlear; being

too  short; providing no suggestions for improviagd not indicating
any follow-up.

74



ODL 721 MODULE 2

3.9 Guidelines for Feedback from Assignments

3.9.1 First Assignment
Tutors should do the following when marking thetfiassignment:

. respond quickly;

. offer praise and recognise effort;

. refrain from being too critical,

. emphasise the next assignment (for example, “Reraen
answer the next assignment in full sentencesiql,

. establish a personal link.

3.9.2 Every Assignment

In every assignment, tutors should do the follgwin

. start with personal tag;

. first, praise and identify the good,;

. then, point out where and how the learner needspoove;

. finish comments with upbeat, positive, and encoumggvords;
and

. close with a reference to the next assignment éoample,

“Looking forward to your next assignment ...”).
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SELF-ASSESSMENT EXERCISE

i) For this exercise you will need copies of a congaedssignment
for which you will pass a comment and then confifrryour
comment was helpful or harmful

i) Exchange feedback with a partner, and discuss thg the

partner approached the task, and what problems evea@untered.

i) Have a discussion face to face or on-line on thalehges of
providing helpful feedback.

4.0 CONCLUSION

Interaction with the learners through assignmenpasticularly very
crucial in distance education because of the adganit has in breaking
isolation among learners and the opportunity toehavstage by stage
check on how learners are faring in their studyisitherefore very
pertinent for the academic counselor/tutorial featibr to possess the
needed skills to be able to co-ordinate the intera@ctivity the way it
IS expected so that it can be used as a majoityaidilhelp learners to in
a way that the objective for the interaction thriowgsignments shall be
achieved patrticularly by offering helpful commesisd prevent use of
comments that cannot help the learners.

5.0 SUMMARY
This unit has discussed the following:

) Meaning of assignment

1)) Reasons for giving assignments

i) Qualities expected of academic counselor/ tutdgailitator on
assignment

Iv)  Process of Tutor Marked Assignment

V) How tutor’'s comment can help learners

vi)  Types of comments on assignments

6.0 TUTOR-MARKED ASSIGNMENT

1. State five reasons why interaction through assigrinsecrucial
in distance learning ii) What is helpful commentsl &ow is
different from harmful comments iii) Enumerate fiaeeas where
tutor comment can help learners

2. iv).Give three examples of helpful comments ané¢hexamples
of harmful comments on tutor marked assignments
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MODULE 3

UNIT 1 PERSONNEL IN LEARNER SUPPORT
SERVICES
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1.0 INTRODUCTION

In Open and Distance Learning, every employee igolued in
providing support that would assist learners in @rag/ or another to
facilitate learning and to ensure equity and etquali opportunities for
the acquisition of flexible and qualitative eduoati for learners
anywhere, anytime and via an appropriate and dbsttere medium.
Consequently in order to accomplish this, sometuigins use network
of Study centre combined with the activities at tleentral
administration. Like in the National Open Univeysadf Nigeria, Study
centre is the hub where the university physicalymanisters her
students in spite of the fact that many of thevétadts are mediated by
information communication technology. Personnel amegularly
assigned to render support which would ease outculiies that
learners would likely come across in the coursstodly right from the
stage of advertisement for admission to coursestegion, settling
down for study, and writing of examinations to gration. Learning
activity in this unit will therefore centre arourgiscussion on the
personnel who are in charge of assisting learnergpen and distance
education.

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:
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° enumerate at least five personnel that are involaegroviding
support to distance learners

° identify specific types of support which they rende

. mention cases of specialties in personnel suppovices.

3.0 MAIN CONTENT

3.1 Study Center Managers/Study Center Directors

It is important for all distance learning instituts to have an effective
management system which would support and enhdwecmstructional
delivery services. In the National Open Universidy Nigeria for an
example, each study centre has a person who ibaghd and who is
responsible for the day to day administration ef tentre and regularly
liaises with the Headquarters (seat of adminigtmtiof the Distance
Learning Programmes.

It is usually considered that for anybody to beapied to the position
of a Study Center Manager/Director, as a mattenexfessity he/she
must:

1. Be an experienced academic or administrative steff, below
the level of a Senior Lecturer/Directguivalent.
2. Should have served in management capacities imgudi

Department/Head of Division/Academic Affairs O#is with no
less than 10 years cognate experience.

Major Responsibilities

Study Center Managers/Directors are responsibtaarfollowing areas
in order to ensure that study centers are well igetha

a) To head, manage and coordinate the day-today &esivof the
Study Centre.

b) To act as the first contact point for the ODL ihgion y in the
immediate locality of the Study Centre.

C) To liaise with the headquarters on matters relatingthe
distribution of instructional materials to diste learners and
instructional facilitators.

d) To review and determine from time to time the adeguand
suitability of the technology facilities at théu8y Centre;

e) To monitor the turn-around time of Tutor Marked igssnents;

f) To supervise the work of staff involved in the Optogrammes
delivered through the Study Centre.
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0) To liaise with the course developers, examinersessors and
advisory peer groups within the locality of the®/ Centre;

h) To liaise with other sections of the public anckstelders in the
management of the Study Centre and act as caretdkthe
facilities in the Study Centre.

i) To fully engage the study centre and make fadlif@ learning

to students;

) To participate in the recruitment, training andeswsion of part-
time tutors;

k) To monitor tutorials and coordinate the use of mMmdtia
information and communications technology avadalat the
study centre.

Expectations from the Study Centre Manager/Director

The Study Centre Manager is expected to among akinegs provide
management support and leadership for the daysyt@administration of
the Centre and maintain regular liaison with Headtgrs of the
University. They monitor the distribution of insttional materials to
distance learners at their Centre, as well as$teuctional Facilitators.

They also monitor the turn-around-time of Tutor-kad Assignments
(TMAS).

Other expectations as listed by Obidairo (2008]uithe:

. To review and determine the adequacy asditability
of technology facilities in the Centre

. To supervise the work of staff involved in the amat
programmes delivered through the Study Centre

. To liaise with other sections of the public ancksteolders in the

management of the Centre and act as the careihiter facilities
in the Centre

. To coordinate the use by distance learners and mendf the
local community of the multimedia information dan
communication technology available at the Centres!;

. To ensure that the contact sessions and face-céoecture
delivery period in the Centre is problem free anell-
coordinated.

3.2 Instructional and Tutorial Facilitators

Quality distance learning and teaching is alwaygpsued by
instructional facilitation and tutoring carried obly knowledgeable
personnel. Instructional and tutorial facilitatosse in charge of the
conduct of tutorial meetings and instructional litation at the various
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Study Centres. They also assist with organisindgegsional workshops,
course material development and design. They ajerinan charge of

the tutor marked assignments, and assist with tbadwct of

examinations.

Any person wishing to be inventorised as an Insiwnal and Tutorial
Facilitator should:

i Either be a retired or serving public servant df-eseployed or
employed in the private sector and be intereste@aching and
can motivate others with learning at a distanckeyT should
possess a minimum of,

i. First degree (with a minimum of Second Class) an&ost-
graduate Diploma in Education

v First Degree with a minimum of Second ClassAnts, Science
and Engineering with at least five we@aching experience.

Characteristics of a Good Facilitator

A good instructional facilitator should possess tlellowing
characteristics:

1) Provides clear explanations on his/her expectatamts marking
style;

i) welcomes questions

iii) locates one’s fault but corrects them kindly”, saystudent, “and
explains why marks have been lost or awarded”

iv) Makes thorough but cheerful and constructive contsénin
contrast with another student’s plaintive remdtke comments
left one feeling criticised, threatened and nesipu

V) Gives an extra boost to encourage a student irculiies

vi)  Clarifies points which have not been easily graspedorrectly
learned

vii) Is helpful in achieving the student’s objectives) \Offers
flexibility when it is needed

vii)  Show a genuine interest in motivating learners rieth®se who

are  beginners and so perhaps at a less interestage for the
Facilitator)

iX) Writes all corrections legibly and at a meanindéyel of detail,
above all, returns all assignments promptly.
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Major Responsibilities

a.

b.

3.3

To provide quality learner support which includaedgunce about
course choice, preparatory diagnosis in studjssidc.

To facilitate students’ learning of instructionalatarials and
regular formal and informal learning environmenistsas access
to group learning in seminars and tutorials;

To undertake the delivery of specified course auisteat
residential schools and other prescribed facete-fateractions
with distance learners;

To develop and manage essential feedback mechanisms
characteristics of effective open and distanceniagr

To review, assess and provide feedback on assigemegularly
submitted by students as part of the distance ilegrn
instructional package and transmit same througlsthdy Centre
Managers to the University headquarters;

To participate in regular orientation programmesnew students
and staff of the University;

To monitor distance learners’ academic progressatasvhen
necessary or due;

To review, adapt and prepare instructional fadibta materials
for use by the School;

To liaise with external examiners, assessors amk@y peer
groups;

To undertake examination duties including the praf@n of
examination papers and monitoring of assessprecedures;
To provide online learning support for students wiave access
to and prefer the web-based learning environmentthe
University;

To engage in creative and innovative roles andiies, which
will develop and incorporate a range of local rseéal support
learners?

Students Counsellors

It is the student counsellors who offer regulardgmice and counselling
to learners at a distance with respect to theidistu including

enrolment, choice of programmes. Student counsel&dso provide
accurate information on courses on offer and givdance on when and
how to study, and when to seek for special clinicadcademic guidance.
Professionally trained guidance counsellors are ekpected to provide
constant assistance to students at their respedtigations. The

Counsellor has the responsibility of keeping in stant touch with

distance learners, and to provide any early warmsiggals regarding
difficulty with studies in order to ensure that pnot remedial actions
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are taken by the University distance learner at@rorelated service
providers.

Qualities of Student Counsellor. A trained studeatinsellor should
possess qualities such as the following:

i) Be professionally trained in the theory and practé guidance
and counselling;

i) A Master’s degree in Counselling or Psychology

iii) A Medical degree with specialisation in Psychiatiyr

Community Health

Major Responsibilities
The major responsibilities of Student Counselloesta:

- To advise distance learners regarding selecti@ma registration
in programmes and courses on offer in the Unitersi

- To provide professional consultation to studemtsl staff who
may have difficulty with rejoining theademic world.

- To guide distance learners in the choice and gemant of peer
groups for purposes of tutorials and other insional
facilitation.

- To constantly monitor all counselling needs ofideints and
professionally provide them prompt and effectively

- To devise, develop and manage student databagmifposes of
providing counselling and guidance services.

- To liaise with Study Centre Managers/Directorsthwithe
University headquarters regarding counsellingjgassent and
examination related matters.

3.4  Knowledge Management Technologists

The experts in knowledge management technologiesregquired to

support the electronic and computer mediated legrenvironment in
the distance learning University. These groups ewfhmologists are
responsible for all computing, multimedia learningraterials

development, web-site development and managemetworking and

programming activities to aid open and distancelea and learning.
They are also responsible for the national techgylostructor frame
work and the electronic library aspect of the opad distance learning
programmes.

Requirement for a Knowledge Management technologisiude the
following:
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i. At least a Bachelor’s degree with at least a Secads Division
in Computer Science, Information Technology or @ater
Engineering Technology. A doctorate degree withegience in
open and distance learning environment will basset.

i Good knowledge of Web technology in particular, Weised
instruction and on-line learning environment.

ii Must have demonstrable expertise in analog and tatligi
electronics circuit design, micropro@@sbased programming,
communications network design and other relevdatt®nic
material devices.

iv Excellent computer skills (e.g. statistical anayashd Hyper Text
Markup Language, Extensible Markup Language, Gaab
management) and especially networking, databasegrdeand
management. Knowledge of Call centre is also requi

Major Responsibilities

a. To develop and support the University’'s management

information systems including project managemsgstems analysis,

design, programming, use liaison, technical suppand

documentation for Internet and new technologyqutsj.

b. To construct, manage and constantly update the dusity’s

web- site and web based learning environment;

C. To undertake and facilitate useful training fbe tUniversity’'s
staff and students

d. To use Java programming especially with Flash aottimedia

in course development;

e. To model, simulate and visualise communications aimple

gueuing theories (e.g. coding and decoding, time faequency
domain representations, convolution etc)
f. To develop computer applications using Internet and
Client/Server technologies as well as the prowisof technical
and user support  of computer systems.
g. To use and instruct others in the use of a rangsoftivare
including: UNIX/Linux.

Windows NT/2000, Apache/HS, Tomcal/OAS, Java
Serviet/Application, XML, Perl/PHP/ASP. Flash, Pbsttop, Dream
weaver, Oracle PL/SQL, Developer 2000 and COBOL.

h. Responsible for the set-up, testing, maintenandeoaeration of
audio-visual and editing equipment at Educatiohethnology

and  Publishing Unit.

i. Required to work on irregular hours/or shift duties
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- To implement and maintain different A V and compuggstems
including hardware installation and configuratiand software
problem solving

k. To assist in the production of multimedia and avelcomponents
such as computer animations and streaming Vidaod, test
various hardware and software.

3.5 Other Personnel in Learner Support Services

Some other personnel play vital roles in providilegrner support
services to ODL students. They are the librariaadministrative
officers, store officers, account officers, seguribfficers, and
environmental staff.

I Librarians : A librarian is qualified academic staff in libyaand
information services who also provides educatica learner
support services. They manage the main library la¢ t
headquarters and the libraries at the study cenBesks of
different disciplines are sorted out and kept ireleds for
students’ use when they visit their study centras tioe
headquarters to read and carry out some assignméhts
University Librarian is a management staff as teadhof other
library staff. Librarians pick and arrange books their
appropriate shelves after use by students and staff

. Administrative Officers: These are non-academic staff that
provide administrative functions at the headquaréerd the study
centres. They help in day to day running of officederms of
staff administration and discipline. At the studgntre level
where learner support services are provided, adimative
officers assist in admission and registration psees. They
certify admission letters printed by prospectiveidents on
completion of their admission online. They asdigt tounsellors
in managing students’ files as well as staff files.

ii. Store Officers These are also non-academic staff that receive
course materials and other learning resources themvarehouse
and manage them for students’ use especially ateah&es. They
issue out course materials to students who haveleted their
admission processes. Any item meant for the stsdamd staffs
get to them through the store officers. During thatriculation
and convocation ceremonies, store officers issueacademic
gowns to students and staff and retrieve them éepk after each
ceremony. The store officers are the purchasinges who buy
fuel, stationeries and other items for the admiaigin of the
centres. They also maintain damaged facilities ansure that
they are put into use by students and staff.
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V. Accounting Officers. These are also non-academic staffs who
serve as financial officers that deal with finahecratters. Those
of them at the study centres are accountable toUthgersity
Bursar at the headquarters. They clear students vave paid
their school fees and issue them with clearanceergsaghat
qualify them to write examinations. They also gifreancial
advice to the management at all levels. Accountnfficers
process the payment of facilitators’ honorarium alhowances.

V. Security Officers: They are non-academic staffs who provide
security to both staff and students. They alsoiedke protection
of physical facilities of each institution. In atdn, they provide
security to staff and students during facilitationsnd
examinations to ensure safe environment. They galswvide
sundry services to senior officers.

Vi. Environmental Staff: These are non-academic staff that clean
the surroundings, the classrooms for facilitationnd a
examinations, staff offices, and run errands fonsstudents and
staff. Some of them also serve as nannies to stsideno are
nursing mothers during examinations and assessment.

4.0 CONLUSION

Support personnel in distance learning occupy wenyortant facet of

distance learning to the extent that all learnéividies are connected in
one way or another to the services being offeregdygonnel in learner
support services. The personnel already mentiobegeaare therefore
important right from the stage of application famassion, registration
for courses, studying, carrying out differentigssents, submitting
tutor marked assignments providing information d@bexamination,

graduation and even follow-up after graduation.

5.0 SUMMARY

This unit discussed personnel in ODL learner supgervices with
particular reference to the following:

)] Explanation on the activities of Center Managersie@ors,
Student Counsellors, Instructional Facilitatorsd aftnowledge
Management Technologists. ii) Qualities of eachspenel in
learner support services.

6.0 TUTOR-MARKED ASSESSMENT

=

What is personnel in ODL learner support?
2. Enumerate the major personnel in ODL Learner supp
services
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3. List and explain five ways each by which knowledge
management technologists and student counsellorslere
services to learners in ODL.

4, Briefly discuss the duties of the Centre Directod accounting
officer in providing learner support services todgnts.
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(COL, (2004. Researching, Tutoring and Learner Support. IrEBR:
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1.0 INTRODUCTION

The previous discussions in this course materigiosand the fact that
ODL is learner- centred and this account for thasom why the
activities of support staff cannot be over emplesi$ersonnel in ODL
are, therefore, important for ensuring that leagnm made easier and
that learners are well adjusted during their progre of study. In order
to be able to achieve the good intention of suppgrthe learners in
ODL, it becomes essential to put in place the meishas that would
ensure that such staff that would provide help édl equipped with the
right knowledge and skills that would help themptovide acceptable
services to the learners. According to Siaciwer@9¢), since training
the support staff in ODL is one of the basic suppequirements for
support staff in ODL then lack of such training htignean that the need
for learner support is not appreciated. Followinig,tthere is therefore a
need to have a discussion that is centered on bdwitd capacity for
the support service providers in ODL. Part of thauld involve how to
provide constant training to the for the Studeati@ellors, Knowledge
Management Technologists and provide short terming to Course
writers and instructional facilitators so as toleef the concept of
learner centeredness and cater for the peculedsnef distance learners
in the course design, development and writingref®rted by Lewis &
Hawkridge (1998), exposure to relevant trainingl wiélp the support
staff to better understand and use approacheseahditues involving:

participating in a learner-centred environment,
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. running a learner-centred environment,

. assessing learner participation, deliverables anderatl
performance,

. initiating and maintaining a publicly accessiblarlger portfolio
on the web

. evaluating a learner-centred environment,

. designing a simulation script. (Lewis & Hawkridg&®98)
2.0 LEARNING OBJECTIVES
By the end of this unit, you will be able to:

. enumerate at least three areas that requires tapagiding for
support service providers in ODL

. identify different steps that can be undertaken dy ODL
institution to build capacity for its learner suppcservice
providers

. state how sharing of experiences can be utiliseé &sol for
building capacity among support service providersan ODL
institution.

3.0 MAIN CONTENT

3.1 Capacity for Emotional Support and Prevention 6Burn-
out

Support staff needs to be capacitated on how twigwoemotional
support and prevent burn-out. Handle t is a commp@ctice in ODL
institutions to over-load support staff with worknsidering the high
staff to student ratio. Overloading staff with woldad may not be
inevitable most of the time particularly in devdlugp economies where
staff/student ratio is generally high. It is imgot to state that, this may
sooner than expected lead to stress for many supptaff.
Inadvertently, it will have serious negative effect a staff's ability to
function maximally well. For support staff whose imdocus is on
providing personal and relational support, incrdaserkload may
hinder their ability to provide the levels of humaapport that ODL
learners need. It is also possible that adjustmgew techniques of
doing things, new styles of working particularly fkimg with new
technologies may indeed be stressful for suppaff sh developing
economies especially since most of the equipmedtgaagets will be
new to most of such staff. For Counsellors inipatar who had been
trained to work with adolescents, working with aduh ODL may be
stressful, for tutors who had been used to teaclaeg to face in a
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conventional manner, adjusting to tutoring in ODhenre the tutor is
expected to lead, guide and facilitate rather thenengaged in direct
teach and tell, may be stressful. In fact, mangrtuwould find out that
providing academic support for learners put a gredemand on their
time. The instructional facilitators would also abser that, every
minute spent in one-to-one dialogue with an onllearner or in
monitoring patterns of student engagement, or imkimg with small
group is one less minute available to do othargg he/she normally
had been used to as a conventional teacher. Cepthgvork pressures
like this can be rather difficult to withstand. @ding to Baldwin and
Mclnnis (2002), “Difficulties of the job in an ingstion at times can
induce feelings of debilitation. When staffers are¢hat mood, how do
they then cheer up distance learners who are @ealiscouraged?”
Baldwin and Mclinnis observed further that no mattex extent of the
learner’s need for support, facilitators and othi@pport staff “can only
give so much to students from the spring waterth@f own wellbeing.
Unless all players in a human activity system psssaifficient energy
to sustain their inputs into the activity, theipirt will be scaled down,
weakened or terminated”. They concluded that “then trisks are
dropout by students and burnout by staff’, bothwhiich can lead to
“system breakdown”. (Morgan and Mckenzie 2003)ns€idering all
these, it becomes very necessary for the Univeasitiiority to organise
regular capacity training workshop for all suppstaff so as to ensure
that they are well equipped with the emotional congnts of support
service delivery to a level where they readinesassist would always
radiate on their faces while burn out is constaptigvented amongst
them.

3.2 Peer Support

Staff of learner support services needs to havec#ipacity to support
each other at least for purposes of professiomatldpment. But more
than that, peer support could be an important compbin assisting
staff in developing supportive behaviours and wdt and in seeing
things with the third eye and hearing them with thed ear. For
example, peers can be powerful opinion leaders whay their
colleagues to see the benefits of supportive dispos, of learning to
use new approaches in group work, in facilitatimyirses or even in
individual relationships. Peer support can help d@vercoming
technophobic tendencies, and in adopting class raurovation by
listening, guiding, using questioning techniques, mther than tell and
teach. Peers can also serve as mentors to eaah atid thus becoming
instrumental in providing support to colleagues wiere beginning to
sag and lose hope, interest or motivation. In, falcker colleagues could
be ‘mentored’ by younger ones who are more famdiadt more at home
with technology as they work in the on-line enviment. Older
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colleagues can mentor younger ones as the lattér cgefused,

frightened, or alarmed by the enormity of studentshcerns and
difficulties. In order to accomplish this it is ressary to organise forum
where support staff members of the ODL communitybl@cquire the

skill of working together, to see themselves asy/gisa who need to
cooperate constantly in order to achieve the gbatarning easy and
removing tension that may arise among learnersDh.O

3.3 Contextual Support for Service Providers

Considering the interconnected nature of the varidapartments in
ODL institutions, it is obvious that the practicé ajfering support to
learners is dynamic because most of the servicesdatated by the
individuality of the learner and the creativity dfie support staff.
Capacity building for staff must therefore be engéad. In carrying out
this, it would be helpful if it carried out through-house training and
workshops where activities would be centered arousel of theory,
experience and practical realities of situations tbe ground. The
cultural setting, availability of resources and austration’s disposition
to support services matter a lot to the succesiseotvork of the support
staff. In learner support services many thingsleaent outside the text
book. Senior and experienced members of the contyntherefore are
veritable assets which have to be maximally utlis&hey in particular
will serve as mentors to the younger ones, and sheyld thus see the
younger ones as peers in the process of develdbénew profession
of supporting learners. Most importantly, the neesitshould treat each
workshop or in-house training session to createrses that this was an
evolving experience where everyone needs to dewlstyle of doing
things collectively to promote a style which is que to ODL
institution. The process also involves the moreeeigmced coaching the
less experienced in certain aspects or identifredsain terms of how to
do certain things thereby allowing the support mervor the institution
as a process to unfold. Similarly, staff memberaparity shall be
enhanced with the mentors continued support atehttessness in
coaching their colleagues through use of caseestudse of contextual
materials or some of the frequently asked questisnsases for teaching
and coaching the less experienced.

3.4 Sharing Experiences at Orientation and Workshop

It is good practice for capacity building when tRDL institution
provides regular orientation, workshop and in-hawaming for support
staff. This will give staff the opportunity to sleaexperiences, concerns
and fears as well as hopes and prospects for theefuAt such
workshops, staff will interact and ask each otheesgions. They will
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also use it to avail themselves the opportunitiprimnstorm on ways of
handling some common concerns, problems and afahficulties just
as they can discuss some frequently asked quegi6s) and map out
acceptable answers and responses.

4.0 CONCLUSION

There are lots of benefits for the ODL institutiand the staff when
capacity building for the service providers is maalepriority and

becomes part of the culture of the institution. sThwill help to

constantly improve the way things are done in &mgidearner to be
adjusted to studies and exploit the opportunitiest tare in distance
learning. Support service providers would also lbe & discharge their
services with little or no stress, make learningyeand by so doing
prevent attrition among the learners.

5.0 SUMMARY

This unit discussed capacity building for the supgervice providers in
ODL with particular reference to the following:

) Capacity for emotional support and prevention ofnbaut ii)
Peer support

iii) Contextual support for service providers

iv) Sharing experiences at orientation and workshop

6.0 TUTOR-MARKED ASSESSMENT

1. State in clear terms the components of emotionpp@u as a
form of capacity building for staff @DL.

2. Enumerate different steps that can be undertakeanbODL
institution to build capacity for its learner sapp service
providers

3. Explain how sharing of experiences can be utiliaed tool for
building capacity among support service providersan ODL
institution.
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1.0 INTRODUCTION

An important facility that can be used to managelsiht record is a soft
are called Student information system (SIS) Thigliagtion can also be
referred to as student information management sy$&MS), student
records system (SRS), student management systen®)(Séampus
management system (CMS) or school management sy§&wiS).
Support service providers will realise that theyaheo avail themselves
with the information on students before they came®nce rendering
assistance .This is because records in the studfmtmation service
system are adjudged to be valid and reliable. Huditly is therefore
considered to be comprehensive and essentiallyrtogge of all
necessary information which the support servicevigeys can readily
lay hands on in the university database very rgadihytime and
anywhere. It is expected that all relevant datawery learner are kept
and made available in such a way that anytime afgrmation is
required, it can be retrieved and utilised for thepose of helping the
students. It is also such a veritable provisio@DL to the extent that if
it is well managed, it can be used to enhance sscgkthe individual
learner and for institutional accountability. Itdecause of this that most
institutions rely heavily on the effectiveness bistrecord system to
provide support to its learners than it is don@ iconventional or face-
to-face university.

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:
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. mention five functions of student information systan Open and
Distance Learning institution

. identify at least five types of records that carkbept in the
student information system

. mention five ways by which the records in the shide

information system can be utilised to offer supgortearners in
distance education.

3.0 MAIN CONTENT

Student information system relates directly to eas in an open and
distance learning programme and so it is basi@allyaspect of activities
in the distance learning programme delivery sesvit¢e this unit, there
would be discussion on functions of the studenorimiation system,
what records to keep, and how to keep the recondsexaluate the
process for keeping and utilising student records.

3.1 Conditions for a Good Student Information System

Considering how important student information systes in ODL,
record systems should therefore ensure that Iéarmgnades and
performance data are securely logged while leanevelfare are
documented in an informative way.

Moreover, because there is large number of studeitis diverse
academic computer based systems are very muchrgdokfeo manual
systems, as they can generate a great deal ofl us&tmation and
reduce labour and errors considerably. However, ynapen and
distance learning organisations still function withper-based systems.
It is in view of these that it is crucial for thgstem to have the
following qualities:

. logical;

. simple;

. understood by its users;
. secure; and

. sustainable.

3.2 Functions of Student Information System

One of the characteristics of ODL is regular dem&nd access to
information by students, and support service prergdand others who
would be interested in such records. Similarly, shedent information
system is being used for large multi-campus orgdioss. Following
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this, it is important for the student informatiogstem to be able to
support the maintenance of personal and studynrdbon relating to:

. Handling inquiries from prospective students
Handling the admissions process
Enrolling new students and storing student couratenals
. Automatically creating class & teacher schedules
. Handling records of examinations, assessments, ananades
and academic progression

. Maintaining records of absences, attendance arskthwno have
withdrawn from programme of study.

. Recording communications with students

. Maintaining discipline records like cheating in BXaations,

plagiarism, and late submission of tutor markesiggsments.
Providing statistical reports

. Maintaining Learning Groups and study Groups.
Communicating student details to whom it may concer
Providing special support services

. Student health records
Check progress of learners;

. Provide continuity regardless of changes of pershnn

. Assist a tutor in his or her organisation and tagpr
Institutional reporting purposes e.g. management;

. Tracking individual learner progress;

. Make comparisons between courses, tutors, learsergs, and
years;

. Make analysis of learners as a cohort possible tandientify

emerging trends

Historical proof of things done;

Data for research;

Verify regularity of attendance;

Give feedback to learners, tutors, and others
. Evaluate the system.

3.3 Constituents of the Student Information Systa
The following can be found in the student inforraatsystem:

assignments submitted;
. marks allocated to assignments;
test marks;
problems learners face;
problems in implementation of the programme;
correspondence;
feedback;
. attendance register;
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. learner personal files personal data; progressrtiepssessment
record;

. log or journal: incidents, visits, equipment andienial

. issue of modules;

. financial records; and

. notes regarding meetings and counselling and altgessions

with reference to necessary follow-up action.

3.4  Method for Evaluating Records Systems

Records can be evaluated basically through the afsehecklist
procedure. To confirm the usefulness of the re@ystem questions in
the checklist below are used:

) Does your learner record system contain the folgwi
information?

. personal details, including name, address, age, ilyfam
circumstances, and employment?

. academic and professional qualifications?

. special requirements such as specially adapted riadatefor
disabled learners?

. tutorial record, including dates when assignmergseweceived,
grades, and copies of tutor comments?

. list of materials sent, including date of dispatch?

i) Are your records detailed, accurate and up-to-ddde?you
ensure that

. records systems are regularly monitored to enchae they are
functioning efficiently?

. information is disseminated to the right peopléatright time?

. records are kept in a secure fashion so that onthoaised
personnel have access to them?

. legal requirements governing the handling and gtoraf

information are met?

iii) Are your support staff members, whether instruaipn
counselling, or administrative, trained and update@ an ongoing
basis on the records system and how it is to bds

There is certainty that if honest responses areiged to the questions
stated above, it will be possible to gather Datd tan be used to judge
the effectiveness of the student information systeman ODL
institution.
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SELF-ASSESSMENT EXERCISE
Make notes on the following questions.

i) What specific forms or procedures in the recordstesy are
particularly important to make the open and distaiearning
programme run effectively?

1)) How could the effectiveness of these formgcedures be
improved?

4.0 CONLUSION

Considering the fact that the student managemestésyis a repertoire
of many data which are relevant to the studentsvaimidh the learner
service providers will always need to be able taycaut the crucial
service of assisting learners in their academig¢ipslogical, social and
domestic needs that can impinge on their perforesas learners, then
it is important for the authorities in the ODL igtion to make it as a
point of duty to ensure that in house trainingeigularly organised for
the service providers to be able to acquire ne&desvledge and skill
that would assist them in the management of thdesituinformation
service.

5.0 SUMMARY

This unit discussed student information servic®©DL with particular
reference to the following:

) Meaning of student information service

i) Conditions for a good student information service
iii) Functions of student information service

iv)  Constituents of student information service

V) Methods for evaluating student information service

6.0 TUTOR-MARKED ASSIGNMENT

1. With relevant example, state the meaning of studgntmation
system

2. Mention and explain the qualities of a good studafdrmation
system in ODL

3. Enumerate five ways by which learner support pressccan use

the student information system in an ODL institatio
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1.0 INTRODUCTION

Research is an important activity in the life ofydmgher educational
institution. With research activity put in placeta obtained would help
the institution to work more effectively and efeatly. Research helps
in improving practice. It helps in building theoy test new methods as
the basis for interventions when things are notkmgr well in a system.
Research can therefore be describedragctivity that is conducted to
increase knowledge by systematically collecting,algsing, and
interpreting data to answer carefully formulate@sfions about publicly
observed phenomena. Similarly, research in lesupport services can
be described as activities that are carried oubutiin a systematic
procedure to collect information on issues and eamthat would help
to assist learners to maximise their benefit inld@ning process of an
institution. Invariably research can help to redwt#ition, increase
retention and enhance completion rate/throughpldashers.

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

. mention activities that are involved in ODL resda
. identify areas needing research in ODL learner sumgervice
. define research in relation to learner support
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. discuss and provide a rationale for doing reseanctearner
suppor t
. identify methods that are commonly employed to stigate

issues in learner support.
3.0 MAIN CONTENT
3.1 Principles of Research in Learner Support Serge

Basically, there are principles to bear in mind lehconducting a
research. The principles are stated as follow;

1 The purpose of the research. Purpose of the rdsenuost be
identified. Most of the time the purpose is torgase knowledge
by gathering data to answer questions.

2 Researchers investigate publicly observable véldia
phenomena with procedures that canrdpeated in similar
conditions.

3 Research questions are formulated carefully soitiatlear.

4 Research data are collected, analysed, and intedore
systematically to maximise confidence in the anmswkeing
provide.

5 Most of the time, questions asked are drawn sydieatlst from

a body of theory, and the answers obtained supgepand, or

refine that body of theory

Using the principles mentioned above, researchbeanarried out on a
particular concern in the institution like attitwd®ward school in which
case a research method such as attitude surveysisyed.

SELF-ASSESSMENT EXERCISE

Look through the proceedings from a conference suscthose from the
African Council for Distance Education Conferencad aGeneral
Assembly or International Council on Distance Ediata You can also
pick up a Journal such as West African Journal @erOand Flexible
Learning (WAJOFEL) or any other Journal on Distahearning.

) Find a short article describing a research stullyn st and find
out if it incorporates the principles discussedvaho
i) i) Note ways that the study can be improved upon.
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3.2 Identifying Areas Needing Research in LearnebBupport
Service

In this activity, you will identify your areas ofrgatest interest as
follows:

1 List your areas of personal interest for reseaftiese may be
exploratory in nature such as trying to underdtlearner
behaviour better without a specific theorymind, a test of a
theory or an assumption, an evaluation of curpeattice, or an
experiment with new methods. What would yow lth know
more about that would help with your practice?

2 List areas of research that you think are mostsomgsfor your
institution. What would do you think will make thmost
difference in terms of progress towardalg? (e.g. a

breakthrough in improving completiorieiss a more cost-
effective tutoring  system, an increase in thenber of satisfied
students who recommend the institution to athewvailability of
data on employment of graduates).
3 Score your list of areas on a scale of 1 towith 1 high and
10 low, on each of the following criteria:
. your own interests
. possibility for improving practice
. making a positive difference to the institution
. and contribution to practice in the larger conteatf distance
education.

If you want to be more precise, you can weight eatlihe criteria
according to which you think is most important.

3.3  Need for Research in Learner Support

Hadley and Mitchell (1995) listed a number of reesdor why you
should be engaged in research including the onlesvbélthough they
are speaking specifically about counselling pragtitheir points are
equally applicable to tutoring and other areasafrier support practice:

1. research offers the best available means for e@lons to know
which kinds of interventions are most effectimad which do
not merit continued use with certain kinds oérls. Research
reduces the likelihood that ineffective intervensowill be
continued based on the belief that they might work.

2. the experience of serving clients yields iddasresearch that
are more relevant to counselling than they woub® if
developed without this experience.
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3. conducting research requires counsellors to kedpeast of
related literature more than practice alone ddkes knowledge
benefits both research and practice.

4, a counsellor who conducts research can put thdinfys
immediately into practice; research reportstten by others
often reach readers after a long delay.

5. conducting research encourages counsellors to tigakously.
In turn, such thinking encourages counsellors tedoet service
activities so that their results are clearly deni@ime.

6. being skilled at conducting research helps cdlorsemake
good decisions about whether existing knowledygsuifficient
for the tasks at hand or whether new researéuseto be
carried out.

7. conducting research and publishing in the profesdiliterature
expands opportunities for two-way communicationhwibther
scientist-practitioners, thus enriching the prafassl knowledge
base of all participants in the counsellor's netwo

SELF ASSSESSMENT EXRCISES

i Think about the reasons why you might engage inare$. For
example, what information would you like tovka about
your practice that you do not currently haved amhat would
it enable you to do?

i. Write down your most important reasons for doirggegch.

i, Now think about and write down some of the barrigrsyou
doing research. You can come back to this lisrlaas you
work through this course, and see if theseofacare still
valid, and if so, what you can do to reducertegect.

3.4 Research Methods

There are many different ways of doing researchybut purpose is an
important factor to determine the method to be used

It is helpful to star t by thinking about the pusgoof your investigation
by asking the following questions:

Do you want to better understand a particular p®csuch as

motivation? Do you want to know whether to investface-to-face
tutorials as an adjunct to written communicatioriwaen learner and
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tutor? Would you like to know more about who yoearners are and
how they experience interaction with your instibatior organisation?
Are you anxious to find out what students think @bahe new
orientation programme that you are planning fos tiew term?

Would you like to be better able to articulate timpact of tutoring on
learning outcomes?

Following this information about the purpose for thesearch, you
might begin by thinking about research with follogipurposes:

1 description, and
2 exploration of the relationship between or amongiawdes.
training in open and distance learning

A variable is a characteristic (e.g. of people, immments, physical
objects, behaviour, tasks) that can be categodseteasured. Examples
include gender, age, teaching method, geograplication, or amount
of time spent studying.

Some variables are theoretical constructs sucimtalligence or social
support. We cannot necessarily directly observeseghéut have
developed ways to measure them.

Description

Sometimes we want to be able to better describ@wapga process, an
institution or other educational phenomena by usorwg or more

variables to categorising it. For example, we mighnt to find out how

many open universities have special needs progranore disabled

students and what services are offered by theseieOnight want to be

able to categorise our learners by age, gendeomagc geographical
location, and previous educational level achieved.

Relationship between variables

In investigating relationships, we are usually @ned with seeing
what effect manipulating a particular variable (sues an aspect of
teaching) might have on another variable (suchoasse completions).
For example, we might want to know the effect onrese completions
of adding an interactive radio programme to a a@uhs this case, we
choose a group (sample) and then see if their nsgpto a variable
(course completion) is correlated with their resggoto another variable
(interactive radio).

Sometimes an exploratory study to improve desaonpts a good first

step before investigating the relationship amongabtes. For example,
you may want to know more about your learners’ abiristics (e.g. is
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there any pattern that tells you about which onesmore likely to
complete courses? What are students’ expectatidwes whey star t to
study? What factors do they perceive as contrigutm or detracting
from their satisfaction and success? What are thginions of their
current experience with your institution?). On tteer hand, you may
already have this kind of information, and are angi to either
experiment with some new practices or evaluateeotirones. Whether
the purpose of the investigation is description exploration of
relationships, there are choices to be made abetltads of inquiry.

3.5 Categories of Research-: Quantitative and Quightive
Research

Research methodology is usually categorised into bnwoad areas of
inquiry: qualitative and quantitative. It is impant to discuss these in
relation to the purpose of the investigation areltiipe of data required.
Qualitative research tends to be concerned witHoexig phenomena
through getting accurate descriptions, definingiades more clearly,
trying to understand experience, and looking foanieg. Quantitative
research is concerned with categorisation and atzumeasurement of
pre-specified and clearly defined variables.

Qualitative Research

The qualitative study will tend to yield a rich sdtdata (the scripts of
the inter views), and being a verbatim accounilitaccurately (albeit
subjectively) reflect the experience of the pattcuutors inter viewed.
As such, the qualitative approach is often saithdee greater validity
than a quantitative method, that is, it addresdestwhe study purports
to address: the experience of these particularsutbhe qualitative
approach generally relies less on strict design stnacture than the
quantitative approach, and is less concerned wdlahility and

generalisability and more concerned with gaining ptde of

understanding of the phenomena being studied. B@mpgle, a

qualitative approach to better understanding arsitexperience of
working with learners might involve in-depth intelews with a few

tutors, recording exactly what they say, and tloarkihg for patterns of
similarity which emerge from what they tell you. Quantitative

approach might consist of a short survey of mangrsuthat asks them
to endorse specific statements that match theirerexpce. Their
responses can then be quantified in terms of frequesf endorsed
statements. Both types of study have the potentialield useful

information.
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Quantitative Research

The quantitative approach (in this example, theeypof a large number
of tutors), with its structured design and largengke can yield a great
deal of useful information and is relatively easy darry out. The

collected data are not difficult to analyse (usuallmatter of counting
and calculating), and unlike qualitative reseathls type of study relies
less on the researcher’s ability to interpret tlesults (has greater
objectivity).Further, the quantitative study, witls strict protocols is

more easily replicated. In other words, given likecumstances, the
same survey is more likely to yield similar reswdtsanother time and
place (have greater reliability) than the in-deptterviews. However,

the gain in objectivity and reliability comes withloss of nuance and
personal meaning. The information gained from thandjtative method

is more of a broad brush approach as opposed wetladed painting of

the qualitative approach. For example, from thevesyyrwe might find

out what percentage of tutors believe they neetthéurtraining, but not
what it is like to tutor if you feel unsure of yoskills.

Qualitative versus Quantitative

There are advantages and disadvantages to botbaas to research.
Hence, both qualitative and quantitative data dienccollected as part
of the same study. For example, in student satisfasurveys, ratings
are usually collected on specified variables sushc@urse materials,
contact with tutor, etc. The addition of some op&wled questions can
help explain and add meaning to the numerical gatinSimilarly,
follow-up inter views with subjects who have papated in a
programme evaluation or an experimental study @mded to collect
descriptive information that gives depth and aidgarstanding of the
guantitative data.

The purpose of your study will be the main deteatenof the methods
you use. As noted above, it is sometimes impott@amo a preliminary

investigation that yields descriptive informati@@ometimes there is not
enough information about a particular phenomenorprimceed to a

guantitative study. An exploratory study using gaélve methods can
be an important step toward identification of vales and possibly
relationships among variables to be investigated subsequent study.
In the example above, the in-depth inter views wuitiors might turn up

a pattern of concern about lack of training, a gtloce to take on a
personal counselling role, or dissatisfaction witt being able to adapt
course materials to local contexts.

Within the broad categories of qualitative and diiative research,
there are many specific methods that can be emgldgeexamine
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learner support issues. These include, experimesatsous types of
observation, surveys or inter views, and compargtadies.

Comparison between Qualitative and Quantitative Resarch

Hadley and Mitchell (1995) stated that the coreaidd# qualitative
research is that projects do not need to colletz mlanumerical form or
use quantities or numbers to analyse the data. Afesmriptor for
research, qualitative represents a matter of engphasher than a
separate and distinct category. Ideas and methadslbeen drawn from
anthropology (ethnographic field methods), sociglofparticipant
observation), and phenomenology (studying peopleibal reports of
internal experience). Many case studies are qtigétain nature.
Similarly, qualitative research missions are:

. descriptive
. exploratory
. people’s internal experiences which include gdnexther than

specific research questions, and are vaguestatbut evolve
as data are collected and analysed.

Quantification means to measure on some numeriaalsp if only
frequency. Whenever we count or categorise, we tfyaiseparating
people according to astrological sign is quantifama So is giving a
grade to an essay.

A qualitative approach, by contrast, emphasisesninga experiences
(often verbally described), and descriptions etawRlata will exactly
what people have said (in interview or recordedveosation) or a
description of what has been observed. Qualitatiaga can be later
quantified to some extent but a ‘qualitative apphddends to value the
data as qualitative. It is rather like the difiece between counting the
shapes and colours of a pile of sweets as dgaiesling them,
playing with them, eating them. Or counting sets rather than
appreciating them. The difference between eachnwe be somehow
quantifiable.

4.0 CONCLUSION

There is much to be improved in learner supporeassh including
‘stronger conceptualisation, more repeated testingoncepts and the
creation of organising frameworks or theories msoewhen learner
support is now seen as not only a legitimate, beegrg necessary part of
distance education practice regardless of the nobdateraction with
students. As such, it requires sustained researdregaluation activity
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in order to continually test assumptions and tlesgrand to measure the
effectiveness of practice.

5.0 SUMMARY

This unit discussed research in ODL learner suppaitt particular
reference to the following:

i) Principles of research in ODL learner support

i) Identifying areas of research

ii). Need for research in ODL learner supportvga iv) Type of
research in ODL learner support

6.0 TUTOR-MARKED ASSIGNMENT

1. What is research in ODL learner support?

2. State the major reasons why there are needs taiconesearch
in Learner support services

3. Compare qualitative with quantitative research
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1.0 INTRODUCTION

There are different approaches to rendering suppolearners by the
support service providers in the different ODL itgions across the
world. In this unit you will find out that the medti of providing support
to learners could be determined by several factoothering on
population of learners and whether the institut®single or dual mode.
In some institutions, learner support is compreivenghile in others it
is partial but there is definitely a form of suppdtinat is provided to
assist the learners. As you go through this uratyy will come across
institutions with similar practices in learner soppand institutions with
unigue method of handling issues of providing suppo learners. It
would also be discovered that there are lessolesata from practices in
each of the distance education institutions. Yoli aso come across
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some specific challenges while the way forwardeddldressing such
challenges are mentioned.

2.0 LEARNING OBJECTIVES

By the end of this unit, you will be able to:

. state an acceptable definition of learner suppestises

. mention specific challenges in learner supportisesvin some of
the ODL institutions mentioned in this unit.

. enumerate at least five suggestions that can b tosenprove
the method of providing support to learners in Qbdtitutions

. explain five lessons that can be learnt from sup@rvice

delivery in the ODL institutions that were mentidna this unit.
3.0 MAIN CONTENT

3.1 The University of South Africa

University of South Africa is regarded as the otdasd the biggest
distance education institution in Africa, It hasresponsive student
support services for its over 300 000 students.ISM\has a network of
community learning centres that provide tutoriapmort, counselling
services and peer-group support. These centresdpra place where
people can meet, attend classes and discussiopgretudy, pick up
books and other materials for learning. Where mas possible to offer
face-to-face tutoring, tele tutoring (telephonedea, and computer-
conferencing) with lecturers is also used as wekupport a two-way
communication between the teacher and the learf@le-tutoring is
utilised to reduce student’s sense of isolationabse it can overcome
geographical barriers and provides immediate dsonsand feedback.
Several technologies, such as UNISA’s Learning Manzent System,
My Unisa, have also been used to provide interaciiad resources that
supports all areas of teaching and learning. Théimmedia approach
that UNISA uses is much more effective than usimg onethod of
delivery. Despite well-meaning efforts of distaremucation providers,
students especially those from disadvantaged emvients still find it
extremely difficult to adjust to and succeed intalice education. The
present landscape of education in South Africa &¢odt escape the
prevailing political, economic and social factoffsits creation. There
are distinctive social conditions that precede accbmpany the student
as he or she enters higher education. These atenstaharacteristics,
enabling inputs and outcomes, the social, politieald economic
environment. All these elements have impact orlifeef student who
is in an ODL programme of study and must be undedstoefore an
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institution can enhance learning through provisioh appropriate
support services.

Characteristics of UNISA Students

For many years, distance learners have always jpesented as adults
who are fully employed, who are often at a geogi@gistance from the
campus and who pursue their study part time. RBgehere have been
changes in the demographics of the distance learb®tISA has seen a
growing number of younger distance learners whostirdying full time
and most of them have never worked. In most Westauntries,
distance learning has become attractive to yousg&tents because it
offers flexibility. However, in South Africa, youeg students enrol in
distance education institutions because the tuifii@s are much lower
than on contact-based institutions.

In the past, most students who enrolled at UNISAevtkose who were
geographically separated from the institution; ngeunger students
leave their homes in rural areas to find rentedormernodation in the
vicinity of the main campus, Unisa Mucleneuck Campu Pretoria.
These students who call themselves “full-time” stutd move closer to
UNISA in the hope that proximity to the universityould enable more
help with their studies. This has become a dilenfionghe institution
because now students require a study area for dedyand also expect
lecturers to attend to them on demand and on & Oasis. For these
students learning is contextualised in terms olydatcess to facilities
like study areas, the library, lecturers and o#ftadents in the vicinity.
The support services have to take into cognisaree dhanging
landscape of ODL institutions while not neglectimgjority of mature
students.

Way forward

The UNISA’'s 2007 ODL report suggests new ways oflragsing
limitations of the present student support systermsthe new system,
each student should have a personal tutor who stsp@ad understand a
student as or she grows through the course. Tt &iso has to
provide feedback and mark students’ assignmentss fble of a new
tutor system is seen as “at the heart of learngpat’ (Tait 2003). An
efficient and effective support system should beugded on the
strength of the student context. It is in thisaregthat other tutorial
systems that have been used effectively in othgeldping countries
should be explored.
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3.2 The Open University of United Kingdom

The Open University of UK, established in 1969, ywasbably the first
Open University to use the radio and televisioraanassive dimension
thus proving skeptics wrong. Distance education,ovkm as
correspondence education prior to the mid-sixtielsed mostly on print
materials sent by post. A few really bold instiuis ventured into the
use of audio but not much more; radio lessons fiongry school level
education were all right but at the post-secondamnel they were
anathema. Nineteen sixty nine witnessed the fogndinthe UK Open
University and that institution’s association witte BBC. The synergy
between these two remarkable institutions resultedniversity level
courses using radio, broadcast television, priorespondence and
interpersonal tuition. Since then, many open umlsies as well as
conventional ones have been using a multitude oflianéo deliver
curriculum to widely dispersed student populatioAs.inception, the
UKOU massively used the radio and television in thaivery of
instruction, cooperating closely with the British roBdcasting
Corporation, BBC. The use of radio and televisicaswot an accident
because from the planning stage, the governmenttinaking of a
University of the Air, but the Minister in chargd establishing the
university Jennie Lee, “hated the term 'Universitythe Air' because of
all the nonsense in the Press about sitting int fobthe television to get
a degree” (Jennie Lee, 1969). Even the first Videreellor of the
university said, “I had heard about the Universitfy the Air, but I
regarded it as a political gimmick unlikely everlde put into practice”
(Walter Perry, first VC of OU, UK 1969). The Mimgs was clear in her
mind the type of involvement she wanted for theioaahd television.
This view is supported by her when she said, “Hhallson asked me
to go to Chicago and Moscow. Neither was anythikg What | wanted
to do. The Chicago lads were lovely but they warly short- circuiting
the first year or two of the degree. In Moscowthély were doing was
routine long-term broadcasting and some correspueleourses”.

The Open University was set up in Britain in parshg with the British
Broadcasting Corporation, to pioneer the systenop®En and distance
learning for adults. It teaches degree-level aaaire many subjects via
BBC radio and television broadcasts and summeratshdhis means
that  Television programs are an integral partthed sophisticated
learning system by which students study at homes@&hprogrammes
are made by the BBC, which provides production, rajenal,
engineering and support facilities at the OU's Botidn Centre, in
cooperation with the university's academic stas of 1996, almost 30
years later, about 200,000 students are regisi@rexhy one time for
undergraduate, postgraduate and continuing educabaorses. But in
addition to the OU's 'official' students, the BB&limates that six to
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eight million people watch the OU's broadcasts ywseek. [The
Roland Collection& Pira International, 1996) With the combined use
of the print material, radio, television, computerd other multimedia,
including the internet, the “blithering nonsenskn( Macleod) of 1969
has today crept to the apex of excellence. Thssl&aely fulfilled the
prediction of the university’s founding Chancellatho said, among
other things in 1969, “... We are open as to methodsAlready, the
development of technology is marching on, and Idjgtethat before
long actual broadcasting will form only a small tpaf the University’s
output. ... Every new form of human communicatioti ¥ examined
to see how it can be used to raise and broaderetie of human
understanding ...”

The nineteen sixty nine experiment showed cleahligt tbeople can
literarily “sit in front of a television to get aedree” and that “academic
excellence need not be compromised by openness”.

3.3 University of Nairobi
Brief description of the programme

The External Degree Programme of the University Ndirobi is
conducted in the Faculty of External Studies, G@lef Education and
External Studies.

The establishment of the External Degree Programintee University

of Nairobi in 1986 followed two feasibility studies 1976 and 1983,
which established the need and relevance of sughtogramme in

Kenya. The External Degree Programme was set ugptpade both
professional and academic qualifications of secpndahool teachers
who had trained to teach the first two classesescbsdary school but
who, due to a shortage of staff, found themseleashing O level and A
level classes in the secondary school curriculumnrotigh distance
education these teachers would receive in-serviaing without

leaving their families and as they continued tofgren their duties. Of
the 600 candidates who were selected and admitteldet programme
from more than 3,000 applicants, 504 registerediiderent subjects in
the External Bachelor of Education (Arts) programme

Problems encountered

Planning and managing distance education

The university with its six colleges is a dual madstitution. The fact
that the External Degree Programme operates withidual mode

system has its own inherent problems. The programhagsea core of
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academic staff that serve full-time as subject doators and are in
charge of a group of subjects. These core staff Imesncomprised of

subject experts, editor, radio and audio lectuagid a graphic artist,

identify, train, and supervise part-time staff mens#) who are engaged
to write, review, and edit instructional material$ie radio and audio
lecturer, editor, graphic artist, and printer areharge of the production
and distribution of instructional materials undee tsupervision of the
chair of the Department of External Degrees anddtan of the Faculty
of External Studies. Both the chair and the deawanto the principal

of the college, the Deputy Vice-Chancellors, arel\tice-Chancellor, in

that hierarchy.

The department and its core staff perform dutieslar to those of a
publishing house.

The subject coordinators provide academic guidamckecounselling to
students during residential sessions and also byesjmondence. Each
subject coordinator handles part-time staff in aolehsubject area (for
example, history), which constitutes a departmenit own in the
conventional internal programmes of the univerditythis arrangement,
part-time staff are paid for their services on acpi work basis. The
costs of running the programme are met from goveninsubsidy,
student fees (the programmes run on a cost recdasig), and from the
sale of materials to other institutions such as @pen University of
Tanzania; Makerere University, Uganda; and the b&nsity of
Zimbabwe.

The learning system of the External Degree Prograras been mainly
the print materials supported by audio and videssetes, face-to-face
tutorials, and supervised teaching practice, witbhdents studying
specially developed print materials in each subj&uairing the four

residential sessions held at the University of bdlaireach year in
August, November, January, and April, during schioolidays and at
the six regional study centres which are spreadiinmajor towns,

writers and subject specialists introduce courséenads to students,
revise course content, and mark assignments aretgned tests that
form part of student assessment as provided firdmegulations.

The regional study centres are managed by residentrers who are
core staff within the External Degree Programme.

Management challenges
The management of the External Degree Programnienwatdual mode

institution has presented a major challenge.
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To start with, the students are external. Wherdcelsomust be made,
the needs of internal students come first and tlodsxternal students
come second. This problem is particularly commorth@ sharing of
resources. If the timetable of internal programisesdightly interrupted,
for example, then the residential sessions forreatestudents, which
are held at the university where accommodatiorifi@s and tutors are
based, must be rescheduled. These interruption®tsoas mean re-
scheduling supervised tests and examination schgdutausing
frustration to students and part-time staff.

The distance education mode of delivery is noteguihderstood by
senior management. The programme managers ondbadyhave often
found it difficult to explain and justify, for exgrte, expending tuition
revenues on the production and reproduction (aimtpg and dubbing)
of study materials because the term ‘tuition’ hadiflerent meaning in
the conventional mode.

When the programme started in 1986, students atenelgional field

tutorials once a month, twelve months a year, iditamh to three

residential sessions at the University of Nair@ddthough very popular
with students, the field tutorials were discontidua 1990 due to the
high costs of paying the field tutors and the aqoanying supervision
constraints due to limited core staff. However, tioairs from the field

tutorials were recouped into the residential sessgp that students still
have the same number of tutor contact hours pgestutWhile senior

management are convinced about the value of fregstelent—tutor

physical contact, it is difficult to raise funds pmy for the monthly
accommodation and transport bills field tutors mcu

Instructional design and production for distance edcation

Materials development has been another problem. andaen the
programme was launched in August 1986, only twdsufnooklets) in
Education were written and ready to go to studemt® 10-subject
External Degree Programme. Consequently, the atreerials were
developed as students waited, causing frustrabomany. By the time
students were ready for their first-year examimatioan 1988 only 388
out of the registered 504 students sat for theamex By 1990 the
programme had only 260 regular students who wentoograduate in
1994. This high drop-out rate was partly due tack lof study materials
to maintain and sustain student motivation and m@sg through the
programme because students lacked credibility atreusustainability
of the programme. Also, materials development welayed due to low
motivation on the part of writers, reviewers, anmlit@s, which resulted
from delayed payment for work completed becausgbé@etong part-time
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claims scrutinisation process by the finance depamt. After the claims
were approved for payment the amount due was debj¢c super scale
taxation as required by law, leaving the part- tistefff dissatisfied with
the very small sum of money earned from writingreseumaterials. As a
result, the External Degree Programme lost manyl goal trained part-
time staff, thus prolonging the already protraateaterials development
process.

Possible solutions

Problem Suggested Solution
External Degree Programme if - There is need for sor
dual mode institution degree of autonomy for t

progress of the programme.

. Management is often t
conservative, leaning mg
towards the conventional mo
They should be sensitised ab
the needs of external students.

. Measures of fulime
students equivalent contact hg
should be based on the distg
mode

Materials development
. There is no need for lg
time to develop or acquire ready
use course materials.

. A programme that sta
with limited study material shol
wait for the materials to roll off tf
press
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Processing of part-time claims % To avoid delays, the Extern

Degree Programme requires
own budget to process pdite
claims and to procure printing g
other materials required for {
production of study materials.
course, this budget would
subject to both internal &
external audit asithe rest of th
universities

Problem

Suggested Solution

Learner support
services

. Support services are a vital |
between students and the institution provi
the programme.

. Field tutorials should not
substituted with anything else as they pro|
the maintenance function for learners whd
isolated from the providing institution, th
tutors, and from fellow learners.

. Logistics for implementation coS
who will bearthem, and the availability
physical facilities and field tutors should
planned well in advance in order to i

drawbacks after the programme is launch¢d.

. However, the programme has 1
come of age and the regional centres

Conclusion

The External Degree Programme has been a realpsreen Following
successful completion and graduation of the ficdtart of 260 students
in December 1994, a second cohort of 1,500 stuagemtdled in August
1995 and the drop-out rate is negligible becausstnobd the study
materials required in the Bachelor of Educationtgficourse are now
readily available. Study materials from this prograe have helped
expand education frontiers through distance educdt other countries
and other institutions in Kenya. In time there l&®n a cost benefit
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accrued from the study materials as different cishof students use the
materials, thus reducing the unit costs substdytial

3.4  The Open University of Sudan

Introduction:
The emergence of the university and its foundation:

The Open University of Sudan established on, Ap8il 2004 to meet
the extension of the revolution of higher educatian increase in the
content to suit social and economic conditionserstic seekers of
higher education, a desire to liberate higher etiutafrom all
restrictions temporal and spatial, it was necestgaprovide this type of
Education through open and distance education.

Objectives of the University
1. Expansion of higher education opportunities angegpond to the

growing social demand ‘'and the diversification @ademic
programs and providing access to them.

2. Compensation opportunity for those who missed tbeess to
higher education for social or cultural conditiasrseconomic or
geographic.

3. Provide opportunities for training and continuingueation in-

service involved in the Ilabor market, according toe
professional development needs, and to develops skild raise
the level of performance and production among them.

4, Providing education to students in their accommodat

5. Develop different participation faith society forochl
development.

6. Creating the appropriate environment for graduatbeliss and
research associated with the different needs aégoc

7. Resettlement of modern technology and good uskeretfective
delivery of academic programs.

8. Strengthen cooperation between the higher educatistems of

traditional and open to facilitate the movement stfidents
between different educational institutions.

9. Documentation relating to the public and educatiamstitutions
to meet their own in planning programs and curdcutd provide
scientific and technical advice.

10. Rooting Science, and the emphasis on the statégaific and
English and interest in other languages and traasla
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11.  Closer attention Sudan in terms of inherited calt(¢ohysical and
verbal) and its environment, its population, it®mamy, living
and so on.

University Center's Management

1. Management of the educational process at centistaots and
the linkage between them, and between differepadments of the
university in the academic affairs, administratigad financial.
Providing appropriate educational services.

3. Provide human and material resources assignect tedhicational
process.

4. Create good relations, and distinguished betweerettucational

areas of the Open University of Sudan, and unitess and state

ministries.

Supervision of academic centers, and development.

Link the student community through cultural events.

Create social bonds between learners.

To optimise the distribution of educational medmreach the

educational centers in time, and place.

9. Storage media are fit.

10. Delivery of textbooks according to the actual needsthe
educational zones according to accurate census.

11.  Prepare periodic reports on the general attituddeicurriculum
in terms of exchange and monitoring of the books] aon-
academic educational activities.

12. Proposals to increase the number of copies of arpdok on
statistical analysis of data from the Scientifidafs Dept.

13.  Training courses for centers employees.

14. Increase the number of educational centers Statesyell as
increased university admission.

15.  Establishment of computer centers in educatioredsar

N

© NGO

Educational goals attribution

The main goals for this section is the Managemétiteeducational
process, the study centers and the linkage betiteam and between
different departments of the university relateédt¢ademic affairs, to
work on evaluating the performance of studentsiecac, and the
development of the educational process at the tsitye

Tasks and functions

1. Educational guidance and counselling for universitydents in
coordination with mentors

2. Supervision of the educational process in coortnatwith
supervisors
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3. Make sure the distribution of books and academmoagments,
and collected from students in a timely manned &slow-up
corrected, and monitoring grades

4, Quarterly follow-up examinations, and the end, aodtinue the
process of debugging, and monitoring
5. Academic programs meetings, and guidelines for rsigus,

mentors with students, and make sure it's in alyim&nner, and
in locations across the educational centers

6. Help students to make the most of the Universipregrams
through radio broadcasting, television and in co@tion with
units Responsible for it, choose the times thatsudents

7. Work to supplement the university feedback from taes)
supervisors, and students

8. Follow the registration process in all Center'strilits, and
supervision of staff

0. Oversee the introduction of center's districtseafthe results

corrected, and monitoring grades

10. Holding seminars and workshop for educational appated
attribution in coordination with the Human Resource
Development Center to develop their performanced an
development in the field of educational referendensitted to the
Open Learning students, and distance education

11. Research and studies related to the developmemicademic
work, and academic supervision

Distribution Section: Tasks and functions

1. Continue setting up educational media with the ostemt
authorities at centers

2. Overseeing the inventory of existing educationaldimestores
university, stores and school districts

3. ldentifying the needs of center’s districts anditgapplications
sent
4, Follow up the ratification of the requests for @t districts

5. Submit monthly reports on the position of the dsttion of
books, multimedia and other aids to the differeducational
areas
Beside these we aim to improve the use of ElemrBducation
through covering all centers’ district by providimew computer
laps, internet facilities and training. We areiriacthe challenges
to restore areas at the conflict areas. We haveiraber of
students at South Sudan; we need to help thenortplete their
education.  Now they are facing the new regulatafter referendum.
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3.5 University of Papua New Guinea, Institute of 3tance
and Continuing Education

Brief description

Distance education began at the University of Padaa Guinea in
1974, with the establishment of the Departmentxdéision Studies. In
1994, the Institute of Distance and Continuing Edion (IDCE)
replaced Extension Studies, adopting a broadernaoniss\d new funding
and reporting processes. Enrolment in the distadceation programme
has increased continuously in recent years, witbwtr in all
programme areas and at each of the 15 distancatalucentres in the
provinces and on the main campus in the Nationgit&laDistrict. The
central activities are the Matriculation Programapper high school),
the Diploma in Commerce Programme (two-year unityediploma in
accounting), the Bachelor of Education In-servicegPamme (for
upgrading elementary teachers), and the Non-cré&tibgramme
(mathematics and English review). In 1996 thereewapproximately
16,000 course enrolments throughout Papua New @u({np from
4,000 in 1991), and, in 1997, enrolment is expetbteshow continued
increases.

Problems encountered
Planning and managing distance education

. A lack of planning for growth in distance educatisna serious
problem. The nation is growing at an annual ratd #xceeds
most other nations, yet the high school systemitagased its
intake only slightly by building new schools anck thniversity
system has not increased its intake in severalsydacreasing
enrolments result from the increasing demand fastadice
education, and increasing enrolments also resutt the opening
of new centres and new courses, but due to natifmahcial
limitations the institution has had repeated cutsstaff and
funding.

Using and integrating media

. Courses are based entirely on the printed pagduwardng, and
no media have been introduced. The tropical enwent and the
lack of air conditioning results in prompt growthroold on the
few audio and video cassettes that have been ebtaisoon
making them unusable. There are no facilities felattng audio
or video cassettes, no staffing or funds to doasm, equipment
for playing cassettes exists only at a few cenfaesl then it is
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typically one machine in the director’s office). Btaentres have
a computer for administrative use, but only in arentre are
computers used for education.

The most important issue: The planning environmenat the
University

Guidelines for IDCE planning are derived primarifyjom three
documents: The national higher education planlhigersity of Papua
New Guinea’s five-year plan, and the plan for thetitute. Though
these documents assign our mission and providebé&st and most
comprehensive structure for our activities, proldemith each limit
their usefulness.

Both the national higher education plan and thevehsity of Papua

New Guinea’s five-year plan have gone unrevisedséweral years, well
beyond the period they were intended to cover,thad they reflect the
priorities and values of several years ago. An gtamf an outdated
value is the advocacy of goals for IDCE enrolmemwgh that are so
conservative that they were fully achieved six geago. Current issues
and the concerns of the nation and the universtyemot been woven
into the structure of these documents. Examples bhex the failure to
address the massive change in teacher educatiomemceducational

standards, and the failure to reflect major changeseducational

emphasis growing out of the restructuring of ouramal and provincial

governments.

Lacking any other guidance, the guidelines providsd the higher
education plan and the University of Papua New €aimfive-year plan
have been closely reflected in the plan for thditute. Indeed, the
rationale for operation as an institute is preskmethe national higher
education plan. The national plan also providesftamework within
which growth and development of the institute ipexted to occur.
IDCE has continued to take the derived plan for ith&itute very
seriously, particularly since it has been endorbgdthe University
Planning Committee, the Academic Board, and thevélsity Council.
This document was the basis for recurrent requesiacreased staffing
and financial resources in the past three yearhjowi any results. In
fact, the IDCE central office’s annual budget o,BO0 kina in 1994
has been reduced to 23,000 kina in 1997, whicthesequivalent of
about one United States dollar per course enroln@wer the past six
years we have repeatedly proposed that a standarddbpted for
staffing (most recently suggesting a ratio of 1,680dents to each
academic, which if accepted would double our staff) no action has
ever been taken. It must be said that there hasheeéetectable support
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for the planning process as a basis for resourtmcation in the
university.

The plan for the institute contains our view of tB&E’s future, and as
such it is our guideline for mission accomplishmé&dr example, in the
years ahead our priorities for growth in certairagr and reduction in
others will be as outlined in the plan. Similarlgter this year when
IDCE occupies the new building constructed for yt the European
Union, and when IDCE eventually expands its staifl ancorporates

new media, the utilisation of these resources bellas described in the
plan. If and when the national higher educatiompba the university

five-year plan is revised in the future, the planthe institute will then

be revised to assure the compatibility and supiat is required in an
effective planning environment. We have electedb® true to our

assigned mission of bringing increasing educatiay@dortunity to a

nation that desperately needs it. By franchising @aurses to private
institutions and by raising and retaining registnat fees we have
assured operating funds for essential IDCE acatwitat the main
campus. Provinces usually provide budgets for usitye centres, but
some provinces have virtually no money and mosttresnare in

poverty.

We have begun a planned reduction in non-creditgckal mathematics
and English) courses, reducing non-credit enrolsmémtoffset some of
the growth in matriculation and degree programnt¢sing collected

fees we have recently hired two new staff memiibmjgh we may not
be able to retain them as the university does ratigee benefits such as
housing because they are not a part of the regatablishment.

In 1997 an estimated 62 percent of all studenthenuniversity will be
in the distance education programme, but IDCE Imdg six academics
and two administrators on the main campus and aimma of two
persons at each centre. Funding, already sub- neygs expected to
decrease by five percent each year for the negetfiears, disregarding
inflation. Staffing has been cut, people who learenot replaced, and it
is difficult to remain confident of our future aiyl to grade papers much
less revise courses. We are at a crossroads, wajtitly increasing
demand and massive expectations, and no agreed-pfon for
achieving our assign.
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3.6 Centre for Continuing Education, University of
Botswana

Brief description

The University of Botswana, which hitherto existad a constituent
college of the University of Botswana, Lesotho, &whziland (UBLS),
became a separate national university in 1982. uifieersity is a dual
mode institution that offers on campus degree pnognes through
various academic faculties, conducts research gifr@arious institutes,
and provides off-campus academic and other outrgaogrammes
through the Centre for Continuing Education whehe tDistance
Education Unit is based. The mandate of the CefaireContinuing
Education is to provide educational opportunities adults through
distance education, evening and weekend classdsic paducation
conferences, workshops, seminars, and radio praogesion a variety
of subjects that are in high demand by the public.

The university’s involvement with distance educatiates back to the
1970s when radio campaigns, complemented by faf&sto contact,

were used to educate the public on issues of ratioterest such as
civic education. Geographically, Botswana is a \@gintry and radio
broadcasts could reach many people simultaneotisiglay, the main
responsibility of the Distance Education Unit, whiconducts its
distance education programmes mainly through the predium, is to

increase the university’'s capacity for distance cation and, in

collaboration with relevant departments, to identiind develop
certificate and non-certificate programmes for \dly at a distance.
The Distance Education Unit plans to provide progrees at non-credit,
certificate, diploma, degree, and post-graduatelse\Currently, the unit
offers a certificate in adult education for peopigolved in literacy,

adult, continuing, and community education prograsnmA diploma in

primary education commenced in 1998 to upgrade ggnteacher’'s

certificate holders in a bid to raise the standaras$ quality of education
at the grassroots level. Plans to launch furth@egm@mmes are also
underway.

The certificate in adult education course developntg experience

The Distance Education Unit has, in the past, effea certificate in
adult education programme in a semi-distance edurcahode, with
materials developed by consultants and heavy kdidoeing placed on
residential study schools in Gaborone, where mbshe teaching has
taken place. This programme was reviewed in 198Bisbeing revised
so that it can be offered completely by distanagcaton.
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This exercise has proved to be a useful pilot ptogs it has brought to
light a number of problems in the area of matemggelopment that the
unit will have to address in the future. These f@ols relate largely to
four specific areas of course development: the ldpweent of the

syllabus, the recruitment of course writers, thénsigsion of a first

draft, and the actual development of the materials.

Developing the syllabus

The syllabus outline for each of the five coursessvdeveloped as a
collaborative effort between the Distance Educatibmt and lecturers

in the Department of Adult Education who have beeaching the

courses. As each course will be taught over a ®vwester academic
year, courses were divided into two modules, eacisisting of 10 to 15

units, but no firm guidelines were set regarding #xact number of
units that would comprise each module. The contérgach unit was

then detailed under several major topic areas. $eowriters were thus
armed with mutually agreed upon unit outlines te as the basis for
their writing but these were insufficiently detalle

Recruiting course writers

In the unit's material development process, cowséers are recruited
mostly from the co-operating departments and celietpat run the on-
campus equivalent of the programmes. In the Ceatdi in Adult

Education programme, some of the course writerg bha&en drawn from
the Distance Education Unit because of their psadesl training in

adult education. A decision was made that all wsjt@part from unit
staff, would be paid for their services and thatnadterials developed
would be recognised as academic publications faff sappraisal

purposes. Contracts were not signed as they refjtiire approval of
university authorities. Thus, course writers havecpeded with their
task on the assumption that they will be paid foeirt efforts in due
course. In each course, at least two course wnterg appointed and
decisions relating to a division of the writing Wlwad were left up to
the individuals concerned.

As distance education has not been a significaatufe of the

University of Botswana in the past, it is underdtgrie that most writers
have not had any experience of writing materiatsdigtance learners.
As a result, course writing workshops were heltramn writers for this

specific function. During these workshops, the &stwere made aware
of the nature of distance education programmesfethieires that would
be expected in materials, and the reasons for pocating them. They
were advised that a typical unit should be 10 taypgd pages in length
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and consist of an overview, unit objectives, seveeations of content
divided into subsections, interactive questionssuammary, SELF-
ASSESSMENT EXERCISE questions on the whole unit anist of

additional reading materials. They then set offtart writing.

Submitting the first draft

In most cases, materials were not forthcoming astersr were
preoccupied with teaching activities and could fiotd the time to
devote to additional tasks. Many manuscripts, whegomitted, did not
conform to expectations, and in some cases, igntinedguidelines
altogether. Consequently, the decision was madbotd a series of
writing retreats during which writers were isolat@d comfortable
surroundings conducive to the activity of writingSecretaries
accompanied the group to word process materialsthay were
submitted and there were high expectations thatuaits for both
modules would materialise. In reality, although stheretreats have
produced units, less than half of the expecteduiutps been achieved.

Once written, units were passed on to the wordge®sars and editor for
word processing, formatting, and editing. On thelehthe submission
of hand-written manuscripts resulted in unnecessamjusion and delay
as word processors struggled to decipher handgraimd instructions.
The content was often not divided into subsectionth identifiable

headings and manuscripts were incomplete as theeynali contain all
the expected features. Many units did not follove thgreed upon
syllabus outline for content and, in some caser lainits were
collapsed into previous units and dealt with flegly as the agreed
range of twelve to fifteen units per module was nuit, leading to
unequal workloads for students over the semester.

Actually developing the materials

A combination of inexperienced distance educatiartevs and word
processors has meant that part-time copy edita¥sdvéde employed to
work on the initial word processed drafts beforeytiwere passed on to
the editor. In addition, the volume of work arrigimt one time meant
that it has not been possible to return a firsttdoacourse writers within
a short period of time. The underlying assumptibtha time was that
hand-written materials would only need word procesand superficial
editing and formatting by an editor. The realitysh@een that this is not
the case and that there must be far more concemntia developmental
processes if quality standards are to be met. Nddercould be
improved considerably by the input of instructiodalsign, graphic art,
and media staff.
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Possible solutions

MODULE 3

Identified Problem

Possible Solution

Development of syllabus outling

. Divide modules into a s€
number of units.

. Develop behavioural
objectives for each unit.

. Identify and list major
topics to be covered in each uni

. Identify and list sub-
topics to be covered under maj
topics in each unit.

Recruitment of course writers

* Recruit from a evigpool of
potential course writers b
advertisement.

Identified Problem

Possible Solution

Progressive  payments ar
requiring the submission of
model unit for assessment
writer suitability.

* Be prepared to
enforce

Training of course writers

. Provide rigid guideling
stipulating the essential featy
that will be expected in each ur

. Assess amodel unit t
determine the course writg
suitability and compliance w
requirements.

. Extend the training peri
to permit submission of at le
the first two units.

. Stress the significance
the team
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Submission of a first draft  Stipulate and enforce minim
standards for presentation
hand- written drafts.

Course development process [
. Recognise the importar
of developmental staff a
increase their numbg
accordingly.

. Spread realistic submiss
dates for units over the wh
writing period to  avoi
developmental congestion.

. Provide profession
development training for wao
processors.

3.7  The University College of Education of Winneba
Brief description

Until 1992, diploma teachers who wanted to furttiezir education by
upgrading themselves to the degree level had tsuputhe same four-
year courses planned for sixth-formers at the Usitye of Cape Coast.
The University College of Education of Winneba (URE was

established in 1993 through the amalgamation ofersediploma-

awarding teacher training institutions to servehsdgploma teachers.
The college was therefore established with the raliag purposes of
both preparing teachers and other professionalsevice to the nation
and improving upon the basic education needs of n&hay

concentrating on the training of teachers at bdté Diploma and
Bachelor of Education degree levels. UCEW therefmagies out its
mission by designing and implementing pre-servicducation

programmes for the preparation of teachers andr gg@esonnel. Even
though the college was set up to recruit more ®acto pursue higher
courses, the limited accommodation facilities afd#é militated against
the achievement of this noble objective.

To complement the efforts of the university collegeneeting the ever-

increasing demand for access to its programmes, Inkgtute for
Educational Development and Extension (IEDE) wasldished as one
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of seven academic divisions of UCEW to co- ordinduwe offering of
some of the courses at a distance. The distanaaedo unit, which is
by far the largest of the five units of IEDE, iethfore charged to run
the Bachelor of Education (In-Service) degree paogne for teachers
and teacher trainers holding diploma certificatdsovexpect to study
part-time without undue disruption of their work hedules. The
programme will run alongside the internal two-ygamst-diploma
Bachelor of Education programme and will offer @@e of equivalent
status. Like most distance education programmesdeveloping
countries that have been heavily influenced by datmuntries, the
IEDE received some funding at least in the begigpninom the
Department for International Development (DFID)inferly known as
the Overseas Development Administration (ODA). Dhtiested in the
initial survey of the learner profile of prospeetistudents to enrol in the
Bachelor of Education programme and also helpedaddress the
training of writers of participating departmentgaigh consultancies
involving workshops that were run jointly by extalexperts, the DFID
subject advisers, and local counterparts (coordisatof the IEDE.
Even though IEDE co-ordinates the course materigting of the
departments, the participating departments areorssiple for the
content of the distance education programme. UCgWiarefore a dual
mode distance education institution using departatecourse teams
and editors. Coordinators at IEDE serve in varyiags from simple
proof-reading and assisting with artists’ briefsddayout to offering
advice for the restructuring of study material.

Problems encountered
Planning and managing distance learning

. Academic staff of the participating departmentsiaé provided

release time for the writing and review of theiucse material.
This has caused delays in the submission of cooraterial since
lecturers have many functions such as lecturingamsing tutorials, and
marking their examinations as well as supervisihgirt on-campus
students on teaching practice.

Implementing quality assurance

. Lecturers in the participating departments wergailty skeptical
about the credibility of the programme, taking ictansideration
the user-friendly language proposed for the writofgdistance
education course material. However, this skepticisam be
explained in light of some lecturers’ inexperienogth the
delivery systems involved in distance educationgpammes. It
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should, however, be emphasised here that extessaksors have
been engaged to read and comment on the courseiatsatnd
provide supportive feedback to the course writ&@ch course
has its own editorial team of two or three memhen® review
the materials initially and provide feedback to #uthors.

Using and integrating media in distance education

. The use and integration of media in the distancecatbn
programme of UCEW leave much to be desired, sithee
departments engaged in course writing do not haeebasic

skills or the necessary equipment to enable themse any medium
other than print.

Instructional design and production for distance edcation

. Instructional design is the sole responsibilitytioé departments
although coordinators at IEDE monitor their workdagive

advice. The production of course materials is if@atéd at IEDE with

the help of support staff using the equipment paseld by the DFID.

Learner support systems

. Even though the programme has not yet taken ofg th
institutional response to student enquiries newasrovement. The
preparation of course material by the academit is¢eeds speeding up
to avoid the situation in which students enroliedhe programme
have to wait long periods for study materials &delivered and
are  consequently frustrated and demotivated. Fegronal study
centres have been established to provide studgpbst through
tutorials and library facilities, with the help aitors and other
supporting staff.
The most important issue: Instructional design andgporoduction for
distance education

The literature on the Open University of the Unitddgdom and many

other institutions on distance education indicai@ for a course to be
implemented, an institution requires about 18 mer{dome even a lot
longer, say three years) from the initiation of theting process to the

implementation of the programme. Although, the wgtof the distance

education material at UCEW began in April 1995,ydiolur courses out

of a total of twenty-four first-year courses aretba shelves at present.
The heavy teaching workloads of the course writepgedes their ability

to deliver the study material as planned.
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Staff who have found it difficult to prepare th&saching in the distance
mode are given close support from the IEDE cootdnsa who have
been trained in distance education. To this endrefbre, the IEDE
coordinators have always tried to treat writershwéspect and courtesy
by sharing with them their concerns and encouragfiegn to pick up
from where they left off. In this way, the coordioes provide not only
guidance in content, style, and format but als@ gnoral support while
urging them to make time to write — despite the@avy teaching
workloads. The IEDE coordinators also ensure théevs are provided
with regular feedback on the progress of writinghe respective course
teams. Course writers are encouraged to meet rgguwdth the
coordinators to discuss their units.

Realising that a good team can exert pressureltea deadlines and
equally ensure quality output, the IEDE coordingtieam instituted

departmental academic editorial boards of commited dedicated
writers trained in the editing of distance eduaatoaterial to help more
specifically with the content editing of materiaBuring the editorial

training, emphasis was laid on the basic principledistance education
material writing procedures.

This step has to some extent speeded up the wgtimgess even though
much is still left to be done. At one time it be@ntear that one reason
writers could not deliver the materials on time wiagt they managed
their time poorly. A workshop on time managements waganised to

enable writers to make the optimum use of theietim

Future plans

To facilitate the production of the course materian time, it is

important that the UCEW establish realistic worklsand, if possible,
set up staff support networks to maintain the wsitenorale. There is
also the need to consider involving a wider develept team by
contracting external writers and staff from othestitutions. Plans are
afoot for a series of short one- to three-day wgitavorkshops to
encourage faster planning, drafting, and revievahgourse materials A
‘writers’ surgery’ session will likely evolve to g writers the

opportunity to bring and share their difficultiesithv their more

experienced and successful colleagues.

3.8 Open University of Sri Lanka

Brief description

The OUSL started the two-year Post-Graduate Diplam&ducation
Programme (PGDE) in 1980 in collaboration with thknistry of
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Education of Sri Lanka. The main objective of thegramme is to
provide professional training for graduate teachermployed in
government schools, pirtvenas (community schoaisate schools, and
teachers’ colleges. A few years ago selection t glogramme was
based on teachers’ seniority and the marks obtaimate qualifying
test. Now it is open to all graduates of recognisedersities.

The curriculum of the programme consists of ninengonents: eight
theory subjects and one practical component. Stadesmplete four
theory subjects in each academic year as showmneiriollowing table.
Teaching practice, which is the only practical comgnt of the
programme, is arranged under the supervision oftendsachers and
carried out for eight to 10 weeks at the end ofstheond academic year.

The main medium of imparting instruction is prinaterial. They are
supported by occasional day schools, tutorialsaafedv audio and video
programmes. In 1995-96, 3,200 students were edraildoth Parts |
and Il of the programme. Several studies have kmeried out by
OUSL academics with the view of improving the qtyatif material and
instruction, minimising drop-out rates, and inciegsthe effectiveness
of the programme.

PGDE Programme — Part |
Courses

PGDE Programme — Part Il
Courses

ESP 1305 — ‘Principles of
Education’

ESP 2305 — ‘Teaching Practice

ESP 1306 — ‘Educational
Psychology’

ESP 2306 — ‘Techniques of
Teaching’

ESP 1307 — ‘Evaluation of
Educational Outcomes’

ESP 2207 — ‘Curriculum, Schod
and

D

Society’
ESP 1308 — ‘Student ESP 2208 — ‘Comparativ
Adjustment and Counselling’ Education and Education
Problems’
ESP 2209 — ‘Educationg

Administration and Management

1

Problems encountered
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Planning and managing distance education

. Monitoring and coordination of master teachers’ivaags is
difficult because of the large numbers involvedb(2master
teachers) and their placement in dispersed latstio

. Meeting schedules is difficult: even though the HEGIB a two-
year programme, academic activities last for sonths in each
year. Therefore marking assignments and givingikelity have
always been delayed.

Implementing quality assurance

. Because of the involvement of large numbers ansgspre put on
meeting eligibility schedules, it is difficult tmaintain quality in
marking assignments. Discrepancies among markxagnmers
are noted.

. Updating material is not economical.

Using and integrating media in distance education

. Audio-visual programmes are not popular among fteach
trainees.

They prefer face-to-face instructors to audio-vigragrammes.

. Academic staff is heavily burdened with other atgg

(planning, management, and writing, marking, anddccting day
schools), so it is very difficult to find time pyoduce good quality
audio-visual material.

Instructional design and production for distance edcation

. It is difficult to simplify material while maintaing the quality of
teacher training.
. Academics who have worked in the conventional usite

system have little faith in distance methods.

Learner support systems

. Participation in day schools and tutorials has Hewsited due to
personal difficulties and geographical barriers.
. Decentralisation of academic and other supportfieult due to

lack of facilities.
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The most important issue: Monitoring and coordinatng teaching
practice

The OUSL recruits nearly 250 master teachers fribmovar the country
to conduct teaching practice during the second gédine programme.
They are full-time employees of other institutiohke government

schools, teachers’ colleges, training colleges,temhnical colleges.
Therefore they tend to maintain their own schedilénvolvement in

the distance education programme so that it willaftect their day- to-
day activities. Due to the enrolment of large nurelend geographical
barriers, proper monitoring and co-ordination pohges cannot be
maintained. This situation has led to the followprgblems:

. variability in guidance;

. difficulty in meeting deadlines;

. poor quality of supervision and guidance,;

. practical difficulties faced by the students; and

. negligence of the supervisory role (they tend tbascevaluators

but not as supervisors).
Solutions

On the basis of recent research findings and tpereence of academic
staff of the Department of Education, the followipgocedures were
launched as solutions to the above problems:

. conduct workshops and seminars for master teachers;

. conduct demonstration lessons for student teachersmall
groups; and the significance accorded master éesichvaluation
was reduced from 50 percent to 30 percent anecsidn was
made to consider it a continuous assessment dfitegapractice.

Suggestions were also made to allocate 10 to Biemeeachers to each

academic member of the Department of Educationdoitor their

activities. However, many problems remain unsettled

3.9 Makerere University
Brief description

Makerere University is a dual mode university rungnitwo external
degree programmes (Bachelor of Education and Bachelf
Commerce). These courses are run by the Departofemistance
Education, which is part of the Institute of Adwdhd Continuing
Education. These programmes are run in collabaratith the Faculty
of Commerce (for the Bachelor of Commerce) and 8uhool of
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Education (for the Bachelor of Education). The tfaxulties are
responsible for the academic component, while thstitute is
responsible for the administrative component.

The External Degree Programme (EDP) is governedhiey general

regulations of the university. No special regulasiowere drawn to
govern the External Degree Programme, an arrangernat has

ensured the External Degree students receive the gaality of course
content as internal students. However, without legns that fully

consider the needs of the external student, thgraname has been
affected by bureaucracy. As a result, the pace arsfous activities

required for the smooth running of the programme $@metimes been
slow.

The External Degree Programme study package cerugist

. print materials;

. face-to-face sessions;

. assignments and tests and quizzes;
. student study groups; and

. audio cassettes.

The External Degree Programme admits students ea@agiemic year
and at present has 2,200 students.

For administrative purposes, the Department ofddist Education is
divided into three units: Materials Development tJAiutoring Unit,
and Support Services Unit. Each of these unitseadld by a lecturer.
The Department’'s major concern is the provisionEafernal Degree
Programmes but it is also in the process of dewedpghort courses
which include ‘Skills for Research Assistant’, ‘Witng and Publishing’,
‘Marketing’ and ‘Income Generating Activities’. V\&n materials for
these courses are being developed now.

Problems encountered

Planning and managing distance education

The planning and management of distance educatiogrgmmes in

Makerere University is greatly affected by a laékclear policies on the
running of distance education programmes. Neither there clear

policies on staff recruitment and development, stiidegistration, or
library and support services for students. Instadldre governed by the
general university regulations, disregarding theecsd needs of
distanced education programmes and students.
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Implementing quality assurance

Makerere University is a dual mode university. Timversity therefore
feels that to ensure quality, students in the BdleDegree Programme
must sit the same examination as internal studdrttee same time. This
has particularly been the case for the Bachelor G@mmerce
programme.

Course delivery and course assessment structurethir external
students is not yet satisfactory. There is a génkack of reading
materials, insufficient contact with tutors, andKeof a personal tutor
scheme.

The tutors participating in the External DegreegPamme are lecturers
in the internal programmes. They already have lbdds and see the
activities of the External Degree Programme as aftraeload.
Consequently, the assignments and tests giventtebd easy to mark
and do not encourage in-depth study and reseatubselassignments
and tests end up examining mainly surface learning.

Using and integrating media in distance education

Integration of media in the Makerere External DegRrogramme has
been a problem, caused by the delay in the pramtudti print materials.
A situation has therefore arisen in which the désseaccompanying
print materials are ready but, due to delays inlipbhing the print
materials, they cannot be used. To a large extadests still depend on
print materials. Radio and computer-based learrang difficult to
integrate because of a scarcity of resources.

Instructional design and production for distance edcation
The process of instructional design and productias been very slow.
The causes of this slackness are:

. inadequate staffing;

. lecturers who are supposed to develop and revieterraks are
busy;

. lack of sub-editors to assist the principal editor;

. delays at the publishing stage due particularlgheolong process

of procuring funds; and
. delays by the publishing firms.

Learner support systems
There is no clear learner support system in theerfBal Degree

Programme. The programme began with no clear syateimdue to a
lack of resources, is evolving very slowly. Studetidy centres are
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being started in the different regions as a respaosstudent demands
rather than as part of a clear scheme.

The two most important issues: Developing a learnersupport
system and developing study materials for a learnesupport system

Learner support systems in Makerere Distance Emtuc&rogrammes
have not yet been fully developed. At the plannstgge of the
programme the role of the extramural centres, xan®le, which were
supposed to play a vital role in the support systaras not fully
defined. As a result, administrators, tutors, ariddents of the
programme have failed to utilise fully the potehidfered by these
centres. Support is therefore very much centralgespite the scattered
nature of students, who come from all over Uganda.

The scarcity of funds has made the personal tutangement difficult
to implement. The radio and television servicesehaot yet been
effectively used because many of the studentscesfyethose who live
in remote areas, cannot afford the accessoridmsltalso been difficult
to use a multimedia approach to provide studenpauplargely due to
inadequate staff and funds. For example, coungetimthe telephone is
almost non-existent since it is expensive and kelap services are not
available in most remote areas. Students are trerdéft to study
mostly on their own with little support.

Support available to students
Learner support in Makerere University is provide@ variety of ways.

. On admission, students receive information abaoeifpitogramme

through the prospectus and the study guide. Tleegive two
weeks of orientation, which enables them to recemge information
concerning the programme, guidance on subject amatibins and study
skills, and to interact with each other. It is alswstly during that
orientation week that they form their study groups.

. The university main library and all off-campus &by branches
offer library services. The department also omsrah small
collection of rare books.

. Study groups have also been started, are locateexisting
education institutions, and meet mostly on weekend

. Other groups meet in the evenings on campus taitsahe

services of tutors.

. Hand-outs and other references are provided t@stad

. Occasional visits are made by members of the Deyeatt of

Distance Education to some of the study centresdet with the
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students and to obtain feedback on their progidss visits assist
the department in the planning of materials dstion and
preparation for face-to-face sessions.

Student study groups

Mainly because of a lack of study materials andpitodblems associated
with remoteness from the centre, students havenwmga themselves
into strong study groups. The study groups meetlynoa weekends to
review previous work and discuss difficult assigmise Ongoing

research has shown that groups are mainly fouradeas where there is
a concentration of students, not necessarily atettteamural centres.
The radius of these clusters is as great as 50mekiies so the
department is encouraging students to form grougsedd on these
clusters. This will assist the department to previskrvices to the
students by establishing convenient centres whettermals can be kept
and students can go to read. These may later kaghed into resource
centresPersonal tutors

Students have expressed their need for persomakiukhe department
has also realised the urgency of establishing angtrnetwork of

personal tutors who will assist students in acadeand socially related
problems. Centralised support services are insefficto cater to the
large number of students. The total population wfdents on the
External Degree Programme is more than 2,000.

The personal tutor scheme, it should be notednbabeen implemented
in Makerere because of a lack of funds. A cheapleerse can possibly
be designed, for example, one in which the pririsipAteacher training
colleges and qualified staff in other institutioasd banks can be
involved on a part-time basis in assisting studefisey would,
however, need training in handling distance leaner

Developing study materials for the External Degre®rogramme

The External Degree Programme was launched in a8€lat that time
no study materials had been developed. Insteaadughr financial

assistance of The Commonwealth of Learning (COLakdtere was
able to purchase written materials from Nairobiuénsity and from the
Open College UK. This acquisition of study materialas a ‘stop gap
measure’ that enabled the programme to take off.

Purchasing materials from other institutions is djces a ‘stop gap
measure’ but in the long run it has proven too espe. The

department has not been able to continue doing At$®, courses can
be deceptively similar on the surface, giving tmpiession that they are
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identical when there could actually be deep setewihces. Where
materials are purchased, there may be need fom#tgution buying
these materials to develop supplementary matetiias would ensure
the students’ needs are fully met.

In the External Degree Programme, written matenadee viewed as the
core of the learning package, so to ensure thatekéag& University

produces its own materials COL funded the initiaitevs’ workshops.

Since then, the Department of Distance Educatienrba a number of
other writers’ workshops. As a result a total ofultits are at different
stages of development with only five publishedao Clearly, this is far
below the needs of the External Degree Programrdesarihe shortage
of study materials is still acute.

To deal with this, the department has chosen a euraboptions, as
follows.

Handouts

In nearly all the subjects, but more especiallysubjects for which no
written materials have been developed, studentsgamen handouts.
These may be handouts developed by the lecturdrsviigh are not
written in the distance education mode or they rbayextracts from
texts. Handouts are important but should be seesitlasr another ‘stop
gap measure’ or supplementary reading materialim€et the needs of
the distance learner it is still imperative thattenals written for the
distance leaner be developed.

Face-to-face sessions

Face-to-face sessions should be part of the stadiggge but, because
of inadequate study materials, a lot of time istédd to them, which is
expensive to both the students and the departnAds, there is the
danger of the External Degree Programme studergsiiag to rely
entirely on these sessions even in subjects inlwstiady materials are
available.

Student study groups

Student study groups are also part of the studkagmpge but, like the
face-to-face sessions, they have taken on a differmeaning,
particularly in the Bachelor of Commerce programmeéjere the
shortage of materials is worse. The students ndyvs@ much on the
student study groups that sometimes meetings ddedady as though
they were a conventional evening programme.
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Conclusion

In any distance education programme, there is plaecement for study
materials. Ideally, they should be developed ewforke the programme
is launched and, where this is not possible, priolnicshould be
guaranteed. If materials must be purchased, themisaneeded in the
selection and, where necessary, supplementary ialateshould be
developed.

3.10 The University of Zambia
Brief description

The University of Zambia is a conventional univergihat has been
operating a comparatively small scale distance aglhut programme
since it was established in 1966. Distance studerdlments vary from
year to year. In the 1995-96 academic year, fomgka 381 distance
students (326 male and 55 female) were enrolledistitating 9.8
percent of the total university enrolment of 3,48tt is, full-time, part-
time, and distance studies).

There are 68 first- and second-year level semesiarses offered to
distance students by the schools (faculties) ofcBtion, Humanities
and Social Sciences, and Natural Sciences. Thaskettethe award of
the Bachelor of Arts, Bachelor of Arts with Educati and the Diploma
in Adult Education. However, students who enrol flioe Bachelor of
Arts and the Bachelor of Arts with Education degpeegrammes must
transfer to full-time study for their final two yea The Diploma in
Adult Education can be completed entirely by diseaaducation.

Problems encountered

Planning and managing distance education

. In the past the distance education programme hésresth from
the lack of a clear and comprehensive policy, igadé funding,
and long bureaucratic procedures through whicheratielating
to distance education are referred to the uniyesspolicy- and
decision-making bodies. An additional problem isttrithe
Directorate of Distance Education does not always it easy to
establish its authority over the overworked teaghstaff, who
are inclined to regard requests and instructionsmfrthe
directorate as carrying less weight than those rgileg their
teaching departments relating to internal teaching.
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Implementing quality assurance

There is neither a policy nor mechanisms or strasedor
implementing or assessing quality in distance etilmita a
phenomenon that has made distance education maebleain
quality than should be the case. In the past, tlas been
compounded by the lack of trained staff (in diseeclucation)
and the difficulty in retraining teaching staff 8@t they become
more proficient in distance teaching.

Using and integrating media in distance education

Print materials are the predominant medium of uciion
complemented by a four-week intensive face-to-feemching
programme. The comparatively under- developed
telecommunications technologies make it difficudt use and
integrate other media in distance education, resuin a weak
two-way communication system.

Instructional design and production for distance edcation

There is no uniform policy or practice on instroail design or
course presentation and there is very little inpud course
design from experts and professionals in the Doraté of
Distance Education. The course production capaoitythe
Directorate of Distance Education is very limitatdatherefore,
it is not capable of supporting and facilitatingj@ént production
and speedy delivery of study materials to the lean

Learner support systems

Some of the support services offered by differegpadtments
and units are not fully integrated into the dismreducation
system as a whole and the Directorate of Distariec&ion can
exercise no sanction for any failure on the partvafious
providers to offer efficient support services tgtdnce learners.
Most of the support services are centralised ané th
comparatively under-developed telecommunications
infrastructure limits the range of learner-supsa@tvices and the
media through which they are provided.
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The most important issue: Planning and managing dtance
education

Some policy and organisational changes institutedhe 1990s have
helped to minimise a number of problems that, aher years, have
affected the planning and management of the distaeducation
programme.

. Unlike the report on the establishment of a unitgis Zambia
which provided broad aims, the University of ZaabiStrategic
Plan: 1994-98 offers more specific and more cohmgsive
policy provisions for the development of distaeckication.

. Distance education, once part of the Centre for tiGoimg
Education, was transformed into an autonomous Rirate of
Distance Education in 1994. Its director, like dear schools
and faculties, is accountable to the Vice-Chanceldmd is a
member of the Senate and its various committeesSeAate
Committee on Distance Education, chaired by theubepice-
Chancellor, was established as part of the newctsir@ of
distance education. Its main functions are to amrsiand
formulate policy on distance education and reconmunen the
Senate, rules and regulations governing the distatucation
programme.

Solutions

These changes have not only improved the decis@king process but
have also enhanced the status and visibility dhdee education in the
university.

. Distance teaching staffers are now paid allowarcesall work
on study materials prepared; every hour of lestunad tutorials
during the residential school; and for each assgm and
examination script marked. Although the currentels of
allowances are not commensurate with the distaneachting
responsibilities of the affected staff, they haael,hn general, a positive
effect on the running of the distance educatiomgamme.

. It has been realised that it is important and reargsfor the
Director of Distance Education and staff to meejutarly with
distance education staff. Unlike Boards of Studmseetings
(which also discuss matters relating to distancachimg)
meetings with the distance teaching staff are moised.
Decisions or recommendations from these meetings lma
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referred direct to the Senate or to the Senate Gtieemon

Distance Education. Perhaps one important lessdye ttearned
from the experience of the University of Zambidhat, in a dual
mode university, the administrative and financiatomomy as
well as various incentives for teaching staff araically

important. A lot more has yet to be done in thesmas at the
University of Zambia.

3.11 Zimbabwe Open University

Zimbabwe Open University started as the Centrdfsetance Education
of the University of Zimbabwe in 1993. Three yelter in 1996 it
became the University College of Distance Educatibthe University
of Zimbabwe. Finally in 1999, the Zimbabwe Open \émsity was
established by an Act of Parliament 25/20. As eadythe onset of the
first classes of ZOU it was realized that the Oped Distance Learning
student required other assistance to strengthefinehisstudentship.
Learners Support started with the establishmer8tofly Circles where
student met for advisement by a tutor on how tov@nsand structure
assignment according to university’s expectatiémem this perspective
Materials development became the focus of leamappart by ensuring
that materials interacted with the learner cogaltiv Other services fell
into place until a more refined learner supporteyswas established.

Personnel in-charge of learner support service ingur University
Learner Support at the Zimbabwe Open Universitthés responsibility
of the Centre for Student Management whose vison i

To become the centre of world class academic angthp#ogical
Learner support services and support, to all Zimma®pen University
students in order to achieve high student retentewels which
culminate in a viable and sustainable world classversity. Learner
Support in the Zimbabwe Open University is manadgiedugh an
organisational structure which runs from the NaloGentre through to
all Regional Centres as shown in the diagram below:
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Method used in providing support to learners

The frame work for Learners Support is in threeeatp which are
integral to instructional delivery mode. These dhe face-to-face
tutorials, on-line interactions and self-manage@rneng. In the
Zimbabwe Open University, Learner Support is indésegrated in
both the pedagogical strategies and the adminiaratructure. At the
Pedagogical level, Learner support is firstly, grsed into the
development of learning materials where we indmstt tthe modules
should actually be interactive, that is, they stobk talking to the
student in a manner that the teacher talks to destuin the class.
Secondly, part-time tutors are given periodic irtauc and training so
that they respond appropriately to the needs ofdhmer in their face-
to-face tutorials and in assignment marking. Thyirdle have student
counselling and advisement services which are edféry professionals
in the Centre for Student Management. Student athest concern
itself in assisting student to answer assignments @ prepare for
examinations.

On the administrative side, Learner Support is lexhdby the student
advisors who are employed at every Regional Cesfttee University.
The Student Advisor receives student complaintsriga, concerns and
issues which they document and escalate to respedéipartments for
action. The student advisors then communicatergisponses to the
respective students. The roles of the student adai®;

. advisement and counselling
. Facilitating Student Representative Council (SR&ivaies
. Operation of a student drop in centre servicetpoin

The Centre for Student Management oversees theitedi of the
Student Representative Council whose responsiligitjo ensure that
the Student Body receives adequate, fair and corsunate service. The
SRC is an important vehicle of University managetras it conveys
issues of concern to students to administratiorlerMniformation from
management is relayed to the student body. Themgement ensures
that student learn in a manner that is hassle free.

In addition ZOU has a Call Centre whose role is;

. Responding to prospective students enquiries aboOU
programmes and prospects
. Communicating with students regarding any changesructure,

operations and study time schedules.
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Centre for Student Management Organisational Stmact

DIRECTOR
CENTRE FOR STUDENT
MANAGEMINT

MANAGER
CENTRE FOR STUDENT
MANAGEMINT

LIAISON OFFICER LIAISON OFFICER

CALL CENTRE, LEARNER
ALUMNI & SRC ACTIVITIES SUPPORT & RETENTION

l l CENTRE
REGIONAL STUDENT ADVISERS (11) ——
RECORDS CHIEF
CLERK/MESSENGER SECRETARY

. Linking and referring students to relevant senpoents such as
Academic Registry, Finance Departments, and Lybete.

Gains of providing support to learners

Adequate and efficient Learner Support has a nurobadvantages to
both the student and the institution. Learner suppmmsures the
following;

. That the student adjusts to open and distanceitepsmoothly

. That the student has a stress free learning experie

. That the student manages his/her learning effilsient

. That the student goes through his programme withoihéew
disruption

. That the institution has a higher student retentaa
. That the institution has a higher throughput rate.
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Challenges

Challenges in learner support mainly relates taviddation of services
to students in remote part of the country where t&@inections are not
yet developed. However with the advent of the 3€hitelogy, it is
possible that these challenges will disappear soon.

Plans for improvement

Plans for sustainable Learner Support include dedile increase in use
of digital technology in order to mitigate the diste between the
Learner and the tutor. Use of mobile text messagewell as website
chat boards help to increase students’ accessaitoitg.

3.12 The Open University of Tanzania
Introduction

The Open University of Tanzania (OUT) is an Openl d&istance
Learning (ODL) institution established by the Goweent’s Act No. 17
of 1992 which has now been replaced by the Opervadsity of
Tanzania Charter and Rules of 2007. It is a singlede distance
learning institution in which students are geogreglty and physically
separated from instructors.

In the academic programmes of OUT, which comprisadamic

degrees, diploma and certificate programmes theze aver 60,000
students spread in 28 Regional Centres found witfanzania and
outside (in countries such as Kenya, Uganda, RwandaNamibia). In

OUT, students are admitted through the flexible enodaddition to the
use of programmes delivery which is not limited foyje, pace and
place. Effective student support is critical focsassful student learning
at OUT.

OUT concept of student’s support

Student support includes provision of course oefljnstudy materials
and communications about student learning in gérareong others.

Synthesis of the conceptions is adopted which wevdl) provision of

learning resources (e.g. course outlines, studemadd, handbooks and
guides), (ii) regular communication and interactbmiween lecturer and
students through face-to-face or modern technadogrel (iii) provision

of immediate feedback to students. As a resultdesits encounter
several challenges when learning in ODL.
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Study materials are also provided to students intr€s in the form of
print materials to support students in their leagni Correspondence
through courier services and face-to-face sesswmse the most
dominant means of communication and interactiowéen lectures and
students.

ICT-enhanced student support

According to Mbwette (2009), ICT infrastructure aratcess has
substantially improved compared to the first decadeso since the
establishment of OUT.

It should be noted that OUTs efforts to integr&@&s9 in its operation to
enhance student support (among others), can bedtraack in 2004
when the university formulated comprehensive stmaést such as ICT
Policy, ICT Master Plan and E-Learning ImplemeitatiStrategy
(OUT, 2009 abc). Amongst others, the OUT Policyudates clearly
that the university aims to (i) enhance the usel@f as a main
interaction platform between students and lectuaars (i) transform all
study materials developed henceforth into an icter@ format
consistent with Moodle Learning Management Systé@iT (Policy,
2009).Additionally, efforts are ongoing to instalbmputer laboratory
for students in all Regional Centres (Mbwette, 20B&sides, as a way
to improve students’ access to ICT, OUTSO leadprslais negotiated
with a Tanzanian Company called Royalmark Suppf(iEs Ltd to
supply laptops from China at USD 270 with spectfmas provided by
IT staff from OUT.

The use of CDs has improved the delivery of studyemals and course
outlines.

The top management is very committed to suppoegnaition of ICTs in
teaching and learning. This is evidenced by irstiaih of a Heavy CD
burner at OUT which has facilitated production g€pn566 CDs which
are made available to students through respectardr€s. Examples of
the courses which are available in CDs include B@CT), BA
(General), BA (Ed.), DPTE and Foundation Courses.

Where necessary, students are given orientatiorh@m to access
electronic resources (such as course outlinesy shaterials and other
related resources) that are useful in their learniccording to Nihuka
(2011), students get sufficient and up-to-dateniear resources when
ICTs such computer and internet on time.

There is also provision for interaction through aidnamong students

and between students and lecturers. Students osel ¢o forward their
inquiries in relation to their examination grades the Director of

143



ODL 721 LEARNER SUPPORT SERVICES IN DISTANCE NEBKR

Examination Syndicate (DES) via Deputy Vice chaloceAcademic
and Dean or Director of respective Faculty or tog#. According to
Nihuka (2011), students in Dar es Salaam use esnf@ilabout 3 — 6
times per week to communicate and interact withr tbeurse lecturers
compared to their counterparts in Regional Centres.

3.13 The Indira Gandhi National Open University (IGNOU),
India

IGNOU adopted the UK Open University model wheritedent forms
of communication and supports are offered to tlaenkers who choose
them as per their requirement (Chattopadhyay, 20T4js model
requires mediated or face-to-face or a combinatifomoth in interacting
with learners. The IGNOU provides highly integrateslS in three main
centres: study centres, regional centres and theduarters.

IGNOU has 67 regional centres across India wittudet population of
over 2.7million found in 3,347 learner support cest Facilities for
LSS are provided and managed in Regional Servieasién located in
Regional Centres and study centres. According t@ttGpadhyay
(2014), IGNOU also has various types of study @nsuch as Regular
Study Centres, Programme Study Centres, SpeciallyS@entres,
Recognised Study Centres, Work Centres, and Pdrtsgtutions where
support services are provided.

At the Study Centre level, students are providethiypavith guidance
and counselling, use of the audio, video and teifsrencing facilities,
library facility, assignment evaluation, liaisontivRegional Centre and
the Headquarters conducting of term end theory gmdctical
examinations and entrance examinations.

Regional Centres are resource centres that prothee following
functions among others:

o Student admission and maintenance of their records;

o Orientation programme for the coordinators, couoseland
other functionaries;

o Conduct of term end examinations

o Organisastion of seminars and workshops, maintenaot
support services;

o Monitoring of study centre regarding counsellingsignment

evaluation, and examinations.
In IGNOU, LSS are provided through the establishmemd

maintenance of regional study centres; provision pog-admission
services like online and offline prospectus and iadion forms;
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information services; and post-admission serviddader the post-
admission services are self-learning material degpaexamination and
evaluation services, library service, and finangapport for the less
privileged. Also, through LSS, technological seedg@are provided such
as establishment and maintenance of computer kvas, ICT

resources and network, and internet services. Ammoplost-admission
function of the LSS is the provision of electromedia services like the
use of audio/video apparatus for teleconferencimg iateractive radio
programmes with the assistance of centre counselldhere are
additional support services like change of progranamd study centres,
issuance of transcript and course completion ceatés among others.

To assist in reaching the students, there are IGRBOWFM Gyan Vani

Radio stations and two Gyan Darshan Educationavi®bn channels.
Another support service facility is EduSat netwawkich provides

satellite communication enabled education, virttlassrooms, video on
demand, database access and online operationsatdisd links FM

radio stations of IGNOU for simultaneous broadcafstprogrammes
(Chattopadhyay, 2014). Another important platforrar fsending

messages to students is through Message Alertc®e(MAS), where

students receive messages on their phones congemuimission

confirmation, dispatch of lessons, examination detie

IGNOU relies heavily on virtual counselling as wal the traditional

face-to-face counselling interactions while assgtstudents in their
academic, social and vocational challenges. Thumsellors are highly

utilized at the regional and study centre levelse Bay to day running
of each study centre is by a Coordinator or Prognanin-Charge and

assisted by Assistant Coordinator or Assistant rRrmgie In-Charge.

Each coordinator and his/her assistant are asdigtether support staff.

LSS are monitored at the headquarters and thenagoentres using

task force, monthly reported and zonal meetingse Tégional centre

provides regular inspection and surprise visitsttaly centres to ensure
effective support service delivery.

3.14 The National Open University of Nigeria (NOUN)

The NOUN is a legally approved provider of distahearning using a
single mode platform, operating from the headqusiaé Abuja and 103
study centres across the country. Many more comiesnand local
government areas are constantly requesting forysteatres, thereby
making the number of study centres to be on ineredsall times. To
ensure effective student support services, theeusity established the
Directorate of Learner Support Services (DLSS) neception at the
headquarters. According to the web pages of theDltise business of
learner support services (LSS) is to help learmexsimise the gains and
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the purpose of their studentship in all ramificaio Accordingly, the
goals of LSS are to:

o Publicise and provide usable information about NQUN

o Facilitate student learning;

o Provide tutoring and instructional facilitation fstudents willing
to benefit from such;

o Provide multi-media resources and facilities to mup student
learning;

o Run workshops and conduct seminars on learningegies and
related issues;

o Help all learners on issues pertaining to time rganzent, study
habits, self-understanding, etc, all geared towatearning

without tears at the university;

o Serve as the bridge between the university andealiners by
providing advocacy services;

o Provide personal psychological counselling and gue in all
required dimensions;

o Provide vocational guidance and careers development

counselling to all students;

o Provide required support for students with chalés)g

o Help students develop side-line capacities needelduseful in

enhancing their success at the university;

. Help the general public understand better the qun@hilosophy
and practices of Open and Distance Learning, CGibd;

o Help provide support for supporters across thearsity.

The DLSS has the vision to be seen and regarded@sortive people,
providing support services, playing supportive solithin supportive
structures to help open and distance learners tatdjuscademic life in
most painless manner to achieve their academictembwithin ODL
environment; and the mission of providing a nonetibbund academic
and socio-psychological service to students arftl stahe university as
well as provide usable information to the entirdlguon the NOUN.
The DLSS is headed by a Director at the headqsavwgh six sub units
which are:

Academic planning;

Vocational guidance and career development services
Psycho-social counselling services;

Special populations;

Capacity and human development; and

Online support services.
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Similarly, the components of LSS at the headquartdrNOUN with
their unique functions are:

Office of the Director;

Study Centre Managers’ affairs unit;
Student Counsellors’ affairs unit;
Tutorial Facilitators’ affairs unit;
Special Study Coordinating unit; and
General administration.

In order to achieve the goals of the DLSS, thera isynergy in the
provision of administrative functions, distributiasf study or course
materials, academic functions, and social functidriee Directorate of
Learning Content Management System (DLCMS) providiedforms
for online facilitation of courses for studentssél virtual meetings of
staff via zoom are often handled by the DLCMS. Tbeectorate
provides rich and interactive contents comprisiext,tgraphics, audio
animations, video, images and simulations in atbighrovide support
services.

It is important to state that counselling is veentral to the provision of
learner support services to students of the Nati@mpen University of

Nigeria (NOUN). In a study by Okafor, Onwuadi, Iméneh, Okeke

and Eseadi (2021) it was observed that counsedisng learner support
service has significantly enhanced quality of leagrat NOUN, South

East Study Centres. The study recommended thatuateegnedia

facilities for counselling should be provided tosere proper guidance
of students. As a matter of fact, the counsellingrdaed goals of the
Directorate of Learner Support Services of The ot Open

University of Nigeria are to facilitate studentealning, run workshops
and seminars on learning strategies and relategssielp students in
time management, study habits, self-understandebg, and serve as
bridge between the university and all learners (Udxze, 2013).

SELF-ASSESSMENT EXERCISE

i) | want you to enumerate the challenges to learngpat

services in some of the institutions you haveistliidbove.

ii) What are the suggestions for surmounting the ahgdle which
you have identified.

4.0 CONCLUSION

It is about time, according to Lentell and O’Rourk2004) that
developing countries should start researching atimfels and methods
of providing student support in situations of largeident numbers
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WHICH IS CHARACTERISED BY Open and Distance Leain
institutions.

5.0 SUMMARY

Case study on how support services are carrietvasitdiscussed in this
unit with aim of having an idea of practices beyahe shoulders so as
to be able to improve on the way learners are peavisupport from
other ODL institutions across the world.

6.0 TUTOR-MARKED ASSIGNMENT

i) Having studied the way support services are renldaresome
selected distance learning institutions acrossvibdd, state in
brief, the meaning of student support servicesmfrdhe

experience you have gathered.

ii) Mention the specific lesson you learnt from the wsaypport
services are rendered by the Zimbabwe Open Unityers

Explain briefly how support services are renderethree of the
universities stated below:

- Open University of Sudan

- University of South Africa

- Open University of Tanzania

- Open University of United kingdom
- Open University of Sri lanka

- Makerere University, Uganda

iii) Explain counselling services as the hub of leansupport
services in Open and Distance Learmsgjtutions.
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