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ABSTRACT 

This applied research project serves as a p r e l i m i n q  evaluation of the status of 

distance learning at Texas public two-year community and technical colleges. The 

project includes a survey of the literature relevant to distance education, compares 

traditional classroom environments with distance education settings, and presents a 

number of attributes unique to distance education. Characteristics that distinguish 

distance education from traditional programs include the separation of teacher and 

student, the use of some type of technology to facilitate communication, and the learner's 

role as director of the learning process. Pertinent theories and definitions and the 

chronological development of distance learning are summarized. A discussion of 

distance education and public administration examines internal and external influences on 

the development of distance education and summarizes the benefits and c hallengw 

distance education presents to postsecondary educational providers. 

The four patterns of organizational structure for postsecondary distance ducat  ion 

are identified as technology-assisted instruction, consortia or collaboratives, contracted or 

brokered arrangements and virtual universities An examination of organizational 

structure describes administrative and management concerns such as programming, the 

instmctor's role in the teaching and learning process, and faculty-student interaction. 

Asynchronous and synchronous technologies used to facilitate communication and 

interaction in a distance learning environment are identified and described. 

The project organizes and summarizes the data collected from content analysis of 

54 Texas public community college and technical institute Web sites. Web sites were 

analyzed September 20 - October 12, 1999. Of the 54 Web sites analyzed, 44 colleges 



refer to distance education. There i s  almost equal distribution between colleges that offer 

distance education courses (43%) and colleges that indicate a department or unit 

responsible for overseeing the distance teaching and learning process (39%). Seven 

distance education providers indicate participation or membership in consortia] or 

collaborative efforts 

Student support services that provide effective interaction are a significant 

component of the organizationa1 structure and facilitate the distance learner's role as 

director of the learning process. A review of traditional campus-based support services 

identifies admissions, registration, assessment, counseling and advising, learning 

resources, and other services as key factors in a successful distance learning experience. 

A practical ideal type, based on criteria derived fiom the literature and guidelines 

provided by accrediting agencies, professional organizations or distance education 

consortia is used to assess the types of support services provided for the distance learner. 

An assessment of the level of student support services provided for students 

enrolled in distance learning courses or programs reveals that few services are available. 

Admissions is assessed as poor in providing services for the distant learner. Colleges are 

using the Web to provide current information on the teaching and learning process, 

however, colleges often transfer print-based documents to the college Web site with little 

or no revision. Evidence indicates that although colleges are providing informational 

services, many institutions require students to acquire assessment, advising and 

counseling services on campus. Four components, Information, Assessment, Registration, 

Advising and Counseling, and Other services were assessed as 'very poor' in providing 

services defined by the practical ideal type. 



Learning Resources i s  rated as 'adequate' in providing services defined by the 

criteria. Learning Resource services at community and technical colleges indicate an 

awareness of the distance learner's need to access libraryllearning resources and services 

that support the teaching and learning process. Library catalogs and electronic databases 

are accessible through 77% of the college Web sites analyzed. 

An institution's commitment to providing appropriate use of technology to m e t  

students' needs and learning styies is reflected in the methods of interaction or systems of 

delivery utilized in providing student support services. f nteractive technologies enable 

colleges to maximize social interaction for the distance learner and a diverse selection of 

technology- based alternatives effectively adapt the method of interaction to a student's 

particular learning preference. schedule or special needs. Evidence documented by the 

research indicates community and technical colleges are using technology-based 

alternatives to provide student support services. E-mail and web-based services such as 

on-line request forms and tutorials combine with the more traditional technologies such 

as toll-free telephone numbers to provide students with student support services. 

The project concludes with recommendations for increasing access to student 

support services and for future research. The study also includes examples of 

representative Web pages for each component of suppon services. 
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Chapter 1 - Introduction 

Today's postsecondary1 student body is changing from an 1 8 to 24-year-old full- 

time student body, to one where now nearly half consists of part-time students. life-long 

learners and working individuals with just-in-time needs for postsecondary education. 

Community colleges are expected to meet the changing needs of the communities they 

serve through open access, a high-quality and diverse cumculum, and an array of 

alternative delivery systems that accommodate increasingly complex student lifestyles 

(Lape & Hart, t 997, 15) Governmental agencies and educational institutions recognize 

that distance education2 can provide an expedient, cost-effective and equitable way to 

provide access to a wide range of programs. Consequently, distance learning is 

becoming an important part of governmental strategies to educate large numbers of 

individuals conveniently, rapidly and efficiently. 

The community college has historically embraced classroom computer 

technology, using computer-based labs and classrooms at nearly twice the rate of public 

universities (Dillon & Citron, 1997, 1). Furthermore, community colleges have dso 

demonstrated the greatest use of and commitment to the application of the distance 

education technology. For example, in 1998, 67 Texas public community/technical 

colleges reported participation in distance education. Total enrollment in distance 

learning courses at all Texas postsecondary institutions for that year is estimated at about 

60,000 of the state's 900,000 students (Alofsin, 1 998, 8). 

Postscconday and hgher education are used interchangeably throughout h s  paper. 
' D~stance edwition and &stam leaning am used interchaugeably throughout this paper. Each term 
refers to insauction where the hmuctor and student are in timdspace from one another. There are 



While some colleges and universities are developing their own distance education 

capacities by utilizing technology-assisted instruction, other institutions opt for a 

different organizational structure or approach. Many colleges and universities elect to 

provide distance education by combining their efforts in cooperative ventures or working 

within consortia or cullaboratives (Schweiger, 1 994,45-46). Srnit h (1 998, np) notes that 

demand for extensive access ta learning resources has prompted the development of 

diverse educational net works. The Texas Higher Education Distmce L e m i n g  Master 

Pian (hereafter referred to as the Marter Plan) observes that a flexible and responsive 

'network of networks' is evolving to provide access to post-secondary education through 

distance learning. Examples of this evolving network include Dallas Community College 

District's recent entry into the Western Governor's University and the establishment of 

The Virtual College of Texas. 

Characteristics that distinguish distance education from traditional programs 

include the separation of teacher and student, the use of some type of technology to 

facilitate communicstion. and the learner's role as director of the learning process. As 

coileges and universities move to make programs available beyond their campuses, they 

are pressured to rethink the role of technology and to develop policies that address issues 

such as instructional design, faculty-student interaction and student support services 

(Johnstone & Krauth, 1996,41). 

a number of terms currently in use inclwlmg open leaning, i-nt study. guided w, and virtual 
learning. 

House Bill 85 of the 74" Texas Legislature directed the Texas Higher Muation Coordhimg Board 
(Coordinating Board) to formulate a Distance Lammg Master Plan " . . . for the development of d i m =  
learning and o w  applications of instructional electronic technology by institutions of hgher education." 



STUDENT SUPPORT SERVICES 

Traditional campus-based education is provided within a social context - students 

interact with instructors, peers and college staff, There is opportunity to access a variety 

of programs and services. Academic and student support services, traditionally campus- 

based, have eased students' adjustment to college, assisted in their intellectual and 

personal growth and contributed to their academic successes (MacBrayne & Russo, 1 995, 

167). 

Distance learning is different from traditional education. It is essential that 

cdleges provide student support services such as advising and counseling at every step of 

the distance teaching and learning process. For example, a first-year student cannot 

evaluate his ability to successfully meet the challenges posed by distance education 

unless he is able to clearly define his individual learning style, need for direction and 

supervision, and potential barriers to successful completion of his educational goals. In 

contrast, adult learners may require assistance in transferring academic credit, evaluating 

professional or life-experience credit or selecting an appropriate degree plan. 

The isolation that may be experienced by the distance learner pIaces the student at 

risk of failing to meet educational goals. Secondly, distance learners may stop 

participating in course activities or drop out of classes or programs because of the 

pressures of meeting the challenges of every day life (Perez, 1998, np). The objective of 

support services is to meet student needs inside and outside of the classroom (Kingan & 

Alfred, 1 993, np). Thus, student support services act as an essential link in the distance 

education process, connecting students with the institution. Mentors, counselors, 

instructors, support service specialists and academic advisors should work together to 



refer students as needed to specific services such as counseling, financial aid or job 

placement. This connectivity and integration of services enables the distance learner to 

feel part of the college community while providing access to a network OF services and 

programs that ensure a student successfully meets his or her educational goals. 

Because access to student support services is a critical factor in a successful 

distance learning experience institutional planning should address support services that 

may be necessary or appropriate for distant learners. Funhermore, distance learners also 

need to access services in the same way they access instruction-from a distance and at 

times that fit their schedules. Finally, distance education programs must plan for a 

variety of concerns such as fairness and equity in admissions; recognition of prior 

learning; transfer of credits; degree program planning; student orientation regarding the 

distance education experience; and assessment of students' progress. Services include 

advising, counseling, libraries, and access to course resources. Additional services are 

placement testing, program advising, financial aid application assistance, textbook 

delivery, access to support materials and faculty, and examination proctoring. 

Postsecondary educational accrediting agencies4 regard information technology 

resources and systems as essential components of postsecondary distance education. The 

method of interaction or system of delivery utilized in providing student support services 

may be seen as an indication of an institution's commitment to providing appropriate use 

of technology to meet distance learners' needs and learning styles (Western Cooperative, 

1997, 1 )  Resources and systems include computer hardware and software, databases, 

See, for example, SACS. Criteria for Accrehtation Section 5.3. lnfomafion Technology - Resoums and 
Svsrem 



and communications networks. One resource, the Internet and its World Wide Web 

(WWW, Web) has had a significant impact on the delivery of distance education and the 

structuring of learning materials. The Web, a system of Internet servers, is a delivery 

technology that allows information to be distributed worldwide. using a generic interface 

that can be obtained by running programs that work on all computer platforms (Willis, 

1997, 83; Hackbarth, 1997, 192). 

The institutional Web site enables a college or university to meet accreditation 

criteria5 that require institutions to make available for students or the public accurate 

catalogs, official publications or other items relative to attending or withdrawing &om the 

institution Secondly, in addition to meeting accreditation requirements, colleges and 

universities can easily and frequently update established Web pages to provide students 

with clear, complete, and timely information on the curriculum, course and degree 

requirements (Western Cooperative. 1997, 7). Finally, the Web's ability to combine 

print, audio, and video-based resources with computer-mediated or computer-based 

instruction enables educational support services to adapt effectively to the distance 

learner's particular learning preference, schedule or special needs (Khan, 1997, 6). 

Purpose of Applied Research Project 

The purpose of this applied research project is to gauge or assess the preliminary 

level of student support services provided for students enrolled in distance learning 

courses or programs at Texas two-year public community or technical colleges.6 Ln 

5 See, for exampie, SACS. Criteria for ..lccreditation Section 4.4 Publicanons 
Th is  applied m h  project will focus on Texas pbllic mmmunityljunior and tcchrud oolleges 

authorized lo offer cemficates or m i a t e  degrees. See Appendix A for a list of institutions. 



additio3 this applied research project explores the status of institutional World Wide 

Web sites, distance education programs and consortia1 or collaborative relationships at 

the institutions. Finally, the project describes the methods of interaction or types of 

delivery systems utilized for providing student support services to distance learners. 

Distance education is evolving; consequently, this study serves as a preliminary 

evaluation of the status of distance learning at Texas public community and technical 

colleges. The results of this project are intended to answer a number of questions 

concerning distance education at Texas public community and technical colleges. 

1) Is each Texas public community and technical college Web site providing 
information about the teaching and learning process? 

2) Are colleges offering distance education and providing information on the 
distance teaching and learning process? 

3) Are colleges actively participating in consortial or collaborative efforts? 

4) What methods of interaction or systems of delivery are used to provide 
support services for distance learning? 

5 )  Are colleges' Web sites adequately providing access to support services that 
are appropriate to the distance learner's needs, preferences and schedule? 

Data collected for some questions (Questions 1,2,3 and 4) will describe the status of 

distance education at community and technical colleges. Data collected for Question 5 

will provide information used to gauge support services for distance learners. 

The results of this study may serve as a benchmark for other studies or for an 

institution's assessment of its own support services. Thus, the results should serve as a 

status report for colleges that have a distance education program defined as an operating 

unit within the organizational structure and provide college administrators a checklist of 



strengths and weaknesses in support services available for distance learners. In addition, 

colleges who are initiating a distance education program should find the results of this 

project useful as a resource for locating examples of college Web sites with student 

suppon services for distance learning. Finally, the results of this study should provide 

colleges currently participating in a cooperative effort, as well as colleges interested in 

joining a consortia, with an analysis and comparative study nf services provided by 

individual institutions -- enabling colleges to work cooperatively in minimizing 

duplication and maximizing resources. 

Summary of Contents 

Chapters 2, 3 and 4 provide theoretical and practical perspectives of 

postsecondary distance education and student support services in a virtual environment. 

Chapter 2 s~mmarizes the literature on distance education and offers insight into the 

theories and definitions that serve as a basis for accrediting agency criteria, regulatory 

agency requirements and best practices models used by postsecondary distance education 

prnviders. 

Chapter 3 discusses the literature relevant to the administration and management 

of postsecondary distance education programs, developing a pragmatic application of 

theories and definitions provided in Chapter 2. Chapter 3 also includes a discussion on 

the selection and utilization of technological resources. Chapter 4 continues the 

discussion of administrative concerns by summarizing the literature reIevant to student 

support services in a virtual environment. 



Secondly, Chapters 3 and 4 discuss pertinent accrediting criteria, regulatory 

requirements and recommended guidelines relevant to postsecondary education. Finally, 

by citing case studies presented in the literature as examples of postsecondary distance 

education programs noted for quality, the chapters develop a practical ideal type for 

student services in a virtual environment. 

Chapter 5 develops the conceptual framework for the research, summarizes the 

selected methodology and describes statistical techniques used to analyze collected data. 

In Chapter, 6. the results of the research are presented. Chapter 7 summarizes averdl 

results and offers recommendations for further study. 



Chapter 2 - Distance Education 

Statement of Purpose 

This chapter summarizes the literature concerning theories and definitions 

relevant to distance education. The literature review begins with an overview of the 

history of distance education and a summary of definitions and major areas of study 

relevant to the field. The second part of the chapter compares the characteristics of 

traditional classroom education with those of distance education. The third part of this 

chapter provides information on communication and interaction in distance learning 

within the context of education's socializing functions. The fourth part identifies 

characteristics of the distance learner and describes the process of learning in a distance 

education environment. Finally, the chapter wncludes with a discussion of distance 

education and public administration, examines internal and external influences on the 

development of distance education, and summarizes the benefits and challenges distance 

education presents to postsecondary educational providers. 

HISTORY, THEORY AND DEFINITION 

History 

The history of distance education is relatively brief - approximately 150 years. 

Postsecondary distance education has been available in the United States since the late 

1 800s (Schweiger, 1994, ii). Until about 25 years ago, it consisted primarily of 

correspondence study, home study and independent study (Schweiger, 1994,39). 

Correspondence courses, with instructor-student interaction limited to mailing lessons 



and completed work, were the predominant method of providing distance education 

( Schweiger, 1994,39). The introduction of radio, followed by television and satellite 

communications, changed the method of delivery somewhat, but the basic model of 

instruction primarily remained the same. 

Witherspoon ( 1 997, 5 )  explains that, in the United States, colleges and 

universities used radio broadcasting in the 1920s to extend educational opportunity 

beyond the campus and to enable their own engineering students to become familiar with 

the new technology. The advent of television brought the first telecourses and 

Witherspoon says that there was a heavy instructional component in the first educational 

stations in the 1 950 and 1960s. Outside the U. S. during the 1950s, distance education 

began to see a burst of activity and growth beginning with the establishment of one of the 

first open universities, the University of South ~frica. '  The British Open University in 

1 9698 (Schweiger, 1994,28-29) and Germany's FernUniversitat-Hagen in 1975 followed 

the South African ~ n d e a v o r . ~  

For the next quarter century, education made creative use of technological 

advances such as satellite communication, closed circuit television, and film and video 

(Witherspoon, 1997,5). In 198 1,  the AnnenberglCPB Project, the product of an 

agreement between the Corporation for Public Broadcasting and The Annenberg School 

' The literature disagrees on the timehe. Schwieger (1 994,28-291 offers 195 1 as a founding date for lhe 
South Ahcan Universitr, Schlo- & An-n (1994,4) state that b e  imituliotl was founded in 1962. 
The University's Web site claims the institution's 1946 endeavor pioneered tertiary &stance eduation in 
the w-rn world ( < h t c p : / l w w w . u n i ~ . a c . z a l & p t ! ~ ~ m l g e n e t ~ ) .  
* Schlosser & Anderson (1 994,4) &sagree, contendrng that the Open University was founded in 1971. 
Accorbag to the Universrty 's Web site, it adrmned its first stub& in 197 1 
(<h#pJI~.open.ac.uWabout/>). 

FemUniversiUt's S w e y  of Dstance Training in Germany (<h#pJ/m.femuni-hagen.delZ[FFh 1 - 
ch2 5.  htm>) 



of Communications, was launched. l o  The Project 's goal of providing college credit 

courses through radio and television was not new. However, the intended scope of the 

Project was to educate students throughout the nation - an idea that was unprecedented in 

the United States. The Project's Going the Distance: A Hmrdbmk-fir Developing 

Distance Degree Programs [king Television Clourses and Trl~commuicatzom 

Technologres serves as a benchmark in providing practical information on the 

development, implementation, and administration of a distance education program. 

In the 1990s, the introduction of the Internet and the World Wide Web 

significantly influenced the development of traditional and distance education in the 

United States. institutions are acquiring connectivity, and school, class, and student 

pages are appearing on the Web (Maddux & Johnston, 1997,6). According to the 

National Center for Education Statistics (Lewis, Alexander. & Farris, 1997, 1 I ) ,  a third of 

higher education institutions offered distance education courses in fall 1995. About 36 

percent of the institutions offering courses utilized two-way online interaction or other 

computer-based technology to deliver distance education courses. 

Johnstone and Tilson ( 1 997, 63)  note that dozens of virtual universities were 

founded in the 1990s. Gladieux & Swail(1999,29) explain that the Western Governors 

University (WGU) began operation as the first exclusively virtual university in 1998. In 

addition to the Open University and WGU, Gladieux & Swail list California Virtual 

University, Jones Education Company College Connection Online, University of 

' O  Measuring the Immeasurable: The Amenber~iCPB Proiect's Contributions to Hi&er Eduatioq an 
AmaberglCPB Project publication (chttp:lhnnv. l e a m e r . o r ~ a b O u t a ~ g h d 1 3 y ~ r ~ / ~ ) .  



Phoenix, Real Education, and BlackBoard, Inc., as leaders in establishing virtual 

universities. 

Theory 

The establishment of the Open University of Great Britain marked the beginning 

of a process to establish distance education and open learning as legitimate approaches to 

providing quality postsecondary education (Schweiger, 1 994, i-ii ). Theories of autonomy 

and independence were predominant in the late 1960s and the early 1970s. Major 

representatives are Rudolf Manfred Delling, Charles A. Wedemeyer and Michael G.  

Moore (Keegan, 1996, 56). A second branch of study, comprised of comparative studies 

was also predominant throughout the 1960s and early 1970s. Otto peters'' ' analysis and 

subsequent rejection of these studies led to the development of his theory of 

industrialization as a model for distance education. Perspectives that are more 

contemporary are from Bo j e  Holmberg, John A. Bfith, David Stewart, Kevin C. Smith 

and John S .  Daniel, who provide theories of interaction and communication (Keegan, 

1996, 56; Schlosser & Andersotq 1 994, 1-5). 

Michael G. Moore's Theory of Transactional Distance offers two classifications 

that distinguish distance education from traditional programs. In the first classification, 

' ' Desrnond Kmpn is cited frequently in Chapters 2, 3. and 4. Keegan founded the inkrnational j o d  
hstance Education in 1979 and the Routledge Studies in &stance E.dudon series in 1992, acting as 
&tor for the series from 1993 to 19%. The autbm's Foundations of Dsfance Education is the aurhonzed 
texl for ihe Open University's MA Open and Distance Edukltion pmgram. Iksmond Keegan was head of 
distance mining in A d i a  in the 1970s and 1980s. foundauon chief executive of university level 
&mace *tion in Italy in be 1980s, and m g m g  brecior of Distance W o n  International in 
Dublin in the 1990s. Keegad also has been aclive in &stance education at FernUniversiUt. the Open 
University-UK and Chma's H e k i  TV Univemv. Keegan's Otto Peters on Distance Education &ed a 
much wider audience to r e d  respond to and W d  on the German scholar's work. Pnor to Keegan's 
efforts. nearlv all of Peters' publications were a\.;lilable in German only. Keegan collaborated with Fktm 
in uanslallag selections from Peters' major pblicatioas. The Itanslamns also provide insigh inlo Paers' 
role in the foundation of the FmUniversitAt. 



the learning program occurs separate in time and place from the teaching programs. In 

the second, the learner hss an influence equal to the teacher's in determining learning 

goals, resources, and evaluation decisions (Keegan, 1996, 73). In 1993, Moore (32) 

published a reappraisal of his position. The author describes the development of highly 

interactive telecommunications media as the most important evolution in distance 

education noting that these media provide less structured programs than recorded or 

print-media. Moore explains that the technology facilitates inter-learner dialogue 

between learners and other learners. alone or in groups. with or without the real-time 

presence of an instructor. 

According to Keegan ( 1  996, 1 131, Otto Peters set the agenda for a theoretical 

framework for distance education in the w l y  1970s. Otto Peters gave a comprehensive 

listing of theories of distance education: a &nge form of ordinary teaching; an 

institutionalized form of individual education through teaching aids; expanded form of 

teaching by correspondence with feedback; and a special type of mass education 

(Keegan, 1980, 8). 

Peters concluded that all were inadequate and attempted to show that distance 

education is structurally different from traditional face-to-face instruction (Keegan, 1980, 

9 & 1994,204). Peters characterized the relationship between teacher and taught in a 

distance education system as being controlled by technological rules, maintained by 

emotion-free language (Keegan, 1994, 160). Furthennore, Peters' description of distance 

education was significant for the application of the principals of industrial organization 

(division of labor) to the instructional process. Peters suggested the introduction of 

criteria taken from the industrial producrion process: division of labor (on the side of the 



teachers): mechanization; automation; application of organizational principles: scientific 

control; objectivity of teaching behavior; mass production; concentration and 

centralization (Keegah 1 994. 2051. 

Bo j e  Holmberg's theory reiterates the emphasis on separation of teacher and 

student. Furthermore, Holmberg introduces the role of an organizing entity as a linking 

mechanism that facilitates effective learning. According to Holmberg, the separation of 

teacher and learner is fundamental to all forms of distance education whether they be 

print-based, audiolradio-based, video/televisjon-based, computer-based or satellite-based. 

This separation distinguishes distance education tiom all forms of conventional, face-to- 

face, direct teaching and learning. The structuring of learning materials and the linking 

of these learning materials to effective learning by students through an educational 

organization differentiate distance education from (1 ) private study, (2) learning from 

interesting books or (3) cultural television programs (cited in Keegan. 1980, 5-6). 

Definition 

The theoretical discussions of distance education emphasize the separation of 

instructor and student. However, contemporary attempts to define distance education are 

complicated by the almost infinite variety of electronic programs and possibilities 

(Schlosser & Anderson, 1994, 8). 

Rossman (1  992. 8) believes that incorporating new electronic technologies into 

the teaching and learning process blur the boundaries between on-campus and distance 

education. For example, even in the traditional, classroom-based environment, 

instructors may have Web pages with class assignments, incorporate Internet research 

into traditional research projects, or communicate with students by e-mail. Nonetheless, 



the introduction of the Internet and the resulting impact on distance education is 

especially siynificant. The computer re-creates the elements of a traditional classroom in 

an electronic environment. Distance learners, separated not just by space but also by 

time, can participate in the virtual class almost as if they were in the same room in a 

school building (Lehrnan, 1995, 148- 149). 

Furthermore, institutions offer distance education for reasons other than the initial 

intent of providing education to students in isolated areas. Witherspoon ( 1997, 29) 

explains that 'distance' is not always an accurate label. The author provides examples of 

colleges and universities that offer distance education courses in response to demand for 

courses with dosed sections. The growing concern about the time to graduate, or the 

number of years a student is enrolled in a four-year program have also prompted 

institutions to active1 y promote enrollment in distance education courses Finally, many 

students opt for distance education courses because of time, not space. 

Definitions of distance education provide insight into the impact of technology 

and the growing acceptance of distance education as an alternative to traditional 

classroom instruction (Smith, 1 998, np). In 1966, Rudolf Manfred Delling' s definition 

noted that distance education is achieved by bridging the physical distance between 

student and teacher by means of at least one appropriate technical medium (Keegan, 

1996, 57). Michael S. Moore's 1973 definition of distance education separates teaching 

in two areas, preparation and delivery. Moore uses the tern 'distance teaching', and adds 

to previous definitions an emphasis on technical media and two-way communication, 

explaining chat communication between the teacher snd the learner must be facilitated by 

print, electronic, mechanical or other devices (Moore, 1973, 664). Bo j e  Holmberg's 



1977 definition stresses the importance of an institutional framework to facilitate 

communtcation. Holmberg (cited in Keegan, 1 996,42) believed that students that are not 

under the continuous, immediate supervision of tutors would benefit from the planning, 

guidance and tuition of a tutorial organization. 

Portway and Lane's 1 994 ( 195) definition continues Moore's emphasis on the 

method of delivery and clarifies the roles played by teacher and student. The authors 

explain that distance education refers to teaching and learning situations in which the 

instructor and the learner or learners are geographicaily separated, and therefore, rely on 

electronic devices and print materials for instructional delivery. They continue by stating 

that distance education includes distance teaching - the instructor's role in the process - 

and distance learning - the student's role in the process. Keegan (1980, 7) explains that 

important elements of Moore's definition are clarification of the student's role in the 

distance learning process and the requirement that the selected system of delivery allows 

the learner to initiate communication. 

Garrison and Shale (1987, 13) argue that, in light of advances in distance 

education delivery technology, many of the earlier definitions do not correspond to the 

existing reality as well as to future possibilities. Garrison and Shale's 1987 ( 1  1 )  

definition states that 'distance' education implies that the majority of education 

communication between (among) teacher and students(s) occurs noncontinguously. The 

authors' definition also notes that distance education uses technology to mediate the 

necessary two-way communication for facilitating and supporting the educational 

process 



In Keegan's 1 996 (34) synthesis of definitions and theories relevant to distance 

education, the author identifies the following as frequently named characteristics of 

distance education: 

separation of teacher and learner which distinguishes it from face-to-face 
lecturing 

influence of an educational organization which distinguishes it fiom private 
study 

use of technical media, usually print, to unite teacher and learner and carry the 
educational content of the course 

provision of two-way communication so that the student may benefit from or 
even initiate dialogue 

possibility of occasional meetings for both didactic and socialization purposes 

participation in an industrialized form of education 

Definitions of distance education have shown slight differences in emphasis, 

reflecting the influence of technology, changes in institutional purpose for offering 

distance education, and the growing acceptance of distance education as a legitimate 

form of education. Nonetheless, three of the key characteristics outlined in Keegan' s 

synthesis continue to be valid: 

separation of teacher and learner which distinguishes it fiom face-teface 
lecturing 

influence of an educational organization which distinguishes it fiom private 
study 

participation in an industrialized form of education 

A fourth characteristic -- use of technical media, usually print, to unite teacher 

and learner continues to be valid, although print is no longer the only method of delivery 



available. The federal Higher Education Act. reauthorized in 1 998, expanded its earlier 

definitions of distance education to include technological advances in delivery systems. 

The statute defines distance education as an educational process that separates, in time or 

place, the student and instructor and includes courses offered by computer transmission, 

television, electronic conferencing, videocassettes or discs, or correspondence (Gladieux 

& Swail, 1999, 10). 

Schweiger (1994, 13) notes that distance education has numerous meanings 

because the term has been applied to a variety of programs serving numerous audiences 

via a variety of media. Schwieger's 'numerous meanings' is reflected in the  literature'^'^ 

use of terminology. This terminology reflects the role that campus-wide or wide-area 

information systems play as essential components of the distance education environment. 

For instance, 'knowledge media' refers to the capturing, storing, imparting, sharing, 

accessing and creation of knowledge, and includes the convergence of 

telecommunications, computing, and the learning or cognitive sciences. A term relevant 

to information management is 'informatics.' Informatics refers to repositories or 

maintainers of organized information such as library online public access catalogs, full- 

text databases, or document delivery systems. 

A number of terms, for example, may be used to refer to the process of teaching 

and learning. They include distance education, distance learning distributed learning, 

guided studyllearning, facilitated instruction and distance teaching. Furthermore, the 

distance education 'student' is  now the 'distance lamer'. Finally, a variety of terms such 

l 2  See. for example. Gelman-Danley. 1997.73; Hopey & Gins- 19%. 2 ;  Ke- 1996 np; Phipps, 
Wellman. and Merisotis, 1998. np; Willis, 1993, np; Zhang 1998, np. 



as open, electronic, or virtual campus may be used to describe institutions andlor 

programs. 

Porter's ( 1997, xv) preference for the term 'distance learning' over 'distance 

education' demonstrates an awareness of the changes in student characteristics as well as 

student motivation for enrolling in distance education programs. The author believes that 

distance learning indicates instruction for both education and training. Porter defines 

education as including elementary and secondary programs, continuing education and 

noncredit programs, and public and prt vate colleges and universities. According to 

Porter, it also refers to traditional courses offered by accredited or licensed institutions. 

However, Porter contends that education includes theoretical as well as application-based 

information. 

In contrast. Porter sees training as skill development and knowledge geared 

toward practical applications although the training may be offered by traditional 

educational institutions. The author notes that training is also the province of private 

vendors and in-house training departments. Porter continues the discussion by explaining 

that distance learning involves both education and training; the emphasis varies with the 

types of courses being offered. Porter's (xvi) choice of terminology includes the 

preferred use of distance learner (the author recognizes the learner "may not actually 

learn anything") in order to emphasize the lifelong nature and importance of education 

and training. 



COMPARISON OF CLASSROOM-BASED AND DISTANCE EDUCATION 

In Porter's ( I  997, xv-xvi) comparison of the terms 'distance learning' and 

'distance education,' the author indicates a preference for the term distance learning 

rather than distance education, noting that distance learning indicates instruction for both 

education and training. Porter defines education as including elementary and secondary 

programs, continuing education and noncredit programs, and public and private colleges 

and universities. According to Porter, education includes theoretical as well as 

application-based information and, in the author's opinion, refers to traditional courses 

offered by accredited or licensed institutions. 

Laffey & Singer (1997, 357) describe traditional classroom education as a closed 

or fixed system. A teacher usually stands at the front of a classroom, lecturing to 

students. Schweiger ( 1994.23) explains that conventional classroom instruction is face- 

to-face instruction essentially based on the Socratic method. The classroom is usually 

situated in a collegial campus setting, and surrounded by such learning support structures 

as libraries, laboratories, and extra-curricular lectures and cultural activities (Schweiger, 

1994, ii, 101). 

Lehrnan ( 1  995, 149) lists the following characteristics of conventional education: 

students travel to class site 

class times and schedule are fixed 

there are live, interpersonal interactions 

4 content delivery occurs via lectures, class discussion, laboratories, readings, 
etc. 

class discussions are limited in time and may be dominated by a few 
individuals 



unless recorded, class sessions are inaccessible afier they have occurred 

access to instructor occurs in class, via office hours, etc. 

students interact with one another inside and outside of class 

assignments and examinations are submitted in person 

Laffey & Singer ( 1997, 3 571, explain that, in classroom-based education, 

understanding and competency are bound to subject matters which are presented by 

teachers and textbooks and acquired by students. The authors note that assessment is 

simply matching how well the students' representation matches that of the teachers and 

that the student is often tested on recall or recognition. 

Phipps, et al. ( 1998,24), compare distance learning settings with traditional 

institution environments and show there is  a difference in mission and focus. For 

example, in distance education, there is a focus on the student as a client of the 

organization. Secondly, there is less control by faculty over curriculum, and institutions 

may use either pre-packaged courses or rely on part-time faculty. Funher, there is less 

emphasis on process and program delivery is assessment or outcome driven. Finally, 

many programs contract for services not directly related to the teachingllearning process. 

Distance Education - Social Experience 

Repman and Logan (1 996, 3 5 )  state that learning is not merely a cognitive 

phenomenon. It is a social phenomenon as well. In distance education, the student is 

removed in space andor time from the instructor and the institution (Schlosser & 

Anderson, 1994, 1). Keegan ( 1 980, 19) states that distance education differs radically 



from conventional teaching because interpersonal communication is absent, teaching 

becomes institutionalized. and personality needs to be played down and idiosyncrasies 

eliminated. 

Education is based on interpersonal communication and governed by the rules of 

personal interaction. Repman and Logan ( 1  996, 3 5-3 8) identify four types of interactions 

that take place in distance learning environments: learner-content, learner-learner, 

learner-interface, and learner-instructor. 

Learner-content interaction. Repman and Logan describe learner-content 

interaction as the interaction between the learner and the information presented that 

should lead to knowledge acquisition. This interaction relies on the knowledge base the 

learner has built from prior learning experiences and on the ability of the learner to 

interact with the content presented 

-ner inters-. Repman and Logan ( 1996, 37) explain that 

interactions lie at the heart of any learning situation and remain critical to active learning. 

Willis ( 1 992, np) asserts that some students will learn more easily in group settings, while 

others will excel when working independently. In contrast, Repman and Logan (1996, 

3 7) contend that students interacting with other students increase their participation and 

enhance their motivation and learning. - interaction. The learner-interface interaction refers to the ability 

to make the technology transparent for the student (Repman & Logan, 1996, 37). Willis 

( 1  992, np) stresses the need for developing strategies to anticipate and meet students' 

technology-related needs and concerns. According to Willis, students require assistance 



so that thev can became familiar and comfortable with the delivery of technology and be 

prepared to resolve technical problems that may occur. 

Learner-instructor interaction. Learner-instructor interaction is dependent upon 

the ability of the learner and the instructor to communicate (Repman & Logan, 1 996, 36; 

Willis, 1992, np). Repman and Logan explain that students may hesitate to interact with 

the instructor at a distance and may be unsure of how proficient they can become at 

communicating at a distance -- whether that communication is oral or written. Therefore, 

students who become comfortable with interacting with the instructor ar a distance also 

become risk-takers by acknowledging that things may not be totally clear or that they 

have important questions about a topic. 

Lewis, Whitaker and Julian ( 1 995, 26) state that one of the keys to understanding 

the current direction of developments in education, including distance education, is in the 

changing focus from teacher-directed to student in control of the learning process. 

Repman and Logan ( 1996, 36) note that in a learner-centered environment the 

instructor's role has changed from 'sage on the stage' to 'the guide on the side'. The 

interaction allows students to play a role in setting learning goals for themselves. 

Distance Education - Learning Process 

The distance learner's role as director of the learning process differs significantly 

from that of a student in conventional education. The learner is responsible for initiating 

and maintaining the learning process (Keegan, 1980,26; Morris, 1995, 56). Kerka ( 1  998, 

np) describes learning as a matter of individual interpretation of experiences, but notes 

that it takes place within the social context. Kerka ( 1  998, np) identifies three types of 

learning, or ways that experience is transformed into expertise: ( 1 )  trial and error. (2) 



observing an experienced person and (3) guided learning. In a distance learning 

environment, instructors do not provide all the knowledge and content to passive learners 

but rather empower, guide and challenge learners to make sense of their world (Kerka, 

1996, np). Thus, advanced skills are acquired not through the transmission of facts but 

through the Iearner interacting with the instructor, other students, course content and 

technology. 

Types of Dis-. Porter ( 1997, w-xvi) explains distance learning 

indicates instruction for both education and training and that replacing 'student' with 

'distance learner' emphasizes the lifelong nature and importance of education and 

training. Porter's preferences are reflective of the types of students that enroll in distance 

education courses or programs. Distance education providers are faced with two types of 

learner. The first type of learner seeks to acquire knowledge and skills and requires 

certified proof of that learning in the form of credits, certificates, diplomas or degrees. 

The second type of learner seeks to acquire knowledge and skills without the need for 

formal proof {Schweiger, 1994, 127). 

Distance Learners' Characteristics. The mix of learners is changing from a 

dominant campus-bound 18 to 24-year-old full-time student body, to one where now 

near1 y half consi sts of part-time students, l i  fe-long learners, and working individuals with 

just-in-time needs for postsecondary education. l 3  Older individuals, especially those who 

have been in the labor force, tend not to be interested in the type of relationship with a 

college or university that younger students have traditionally had (Schweiger, 1 994,251. 

Schweiger (1994,251 explains that they tend to favor the same type of relationship they 



have with other providers of services. First they want service, then they want convenient 

access. they want flexibility, they want value for their money and they want affordable 

prices. They tend to have little institutional loyalty, and they are not interested in the lure 

of campus life. 

Distance learning students are usually motivated, self-disciplined and mature 

adult learners with working experience. Secondly, they usual1 y have good verbal skills 

and more than half has some college education. l 4  Finally, they have a preference for 

doing as opposed to watching, hearing, andor reading, a need for real-world relevance of 

instruction, an insistence on skill-learning, an insistence upon a fair amount of control 

over leaming activities and situations, and place emphasis on learning for qualifications. 

DISTANCE EDUCATION AND PUBLIC ADMINISTRATlON 

Throughout the world, distance learning is becoming an important part oP 

governmental strategies to educate large numbers of individuals conveniently, rapidly, 

and efficiently (Schweiger, 1994,32). The literature" identities a number of internal and 

external forces behind the development of alternative learning contexts: 

the democratization of postsecondary education during the second half of this 
century 

I a movement toward almost universal access to admission to the nation's 
colleges and universities 

increasingly knowledge-based and technologically sophisticated economies 

societal demands for knowledge and skills to enter and stay competitive in the 
modem labor market 

-- - - - 

I3 See. for example, Morris. 1994, 56; Parrot, 1995, np: Schweiger, 1994,23 
14  

15 
See, for exmpie, Kegan, 1980,26; Morris, 1995,56; Rossman. 1992. 1 16; Zhang 1998, np 
See. for e.umple, Momr 1994, 53-57; Schweiger, 1994, 1; Stallmgs. 1997. 27 



increasins enrollments 

the demands, expectations and needs of an ever more diverse student body 
and new types of student population 

inadequate financial resources to support, let alone expand the postsecondary 
infrastmcture 

the expectations of consumers of education that have become accustomed to 
the benefits new technologies provide in their daily lives 

FederalsState Renulatorvn American higher education. external 

systems of quality assurance are shared between governments and higher education. 

Federal review is required of all institutions that participate in Title IV financial aid 

programs (Phipps et al., 1998, 3 1). State higher education regulatory agencies are also 

responsible for ensuring that citizens of their states have access to quality education 

(Johnstone & Krauth, 1996, 39). The Texas Education authorizes the Texas 

Higher Education Coordinating Board (Coordinating Board) to adopt policies, enact 

regulations and establish rules for public cornrnunityljunior or technical colleges for the 

delivery af courses and programs out-of-district, out-of-state, and out-of-country. The 

Coordinating B o d s  Administrative FLulesl7 provide rules and regulations for public 

comrnunity/junior colleges for the delivery of courses and programs via instructional 

telecommunications or to locations out-of-district, out-of-state, and out-of-country. 

Some federal and state laws make no differentiation between on-campus learners 

and distant learners. For example, the Texas Academic Skills Program (TASP -- Texas 

Education Code 5 1.306) applies to both and the attendant directives to institutions and 

- - - 

'' Ch. 9, Subch I. Sec. 9.161 



requirements for students must be met irrespective of the location of the student (Master 

Plan). 

Postsecondary and P r o m  Accrediting Agencies. Postsecondary education has, 

to a significant degree, regulated itself through regional higher education accrediting 

associations and through discipli ne-specific associations (Schweiger, 1994, 70). 

Accreditation is perceived as a guarantee of minimum quality oft he education provider, 

and for a significant number of the professions, having received the credential from an 

accredited provider assures automatic licensing or admission to practice (Schweiger, 

1 994, 87). Texas colleges and universities are members of the Southern Association for 

Colleges and Schools (SACS) and are accredited through the agency's Commission on 

Colleges. 

Accrediting agencies review programmatic, academic, and content quality 

(Phipps, et a].. 1998,3 1 ; Schweiger, 1994, 87). In judging the acceptability of a distance 

education program, state higher education authorization agencies and accreditation 

organizations may assess the degree to which these services are provided as well as the 

appropriateness oft he delivery system ( Levine, 1993, 53-58). All of these services must 

be consonant with and supportive of the central institution's philosophy and goals and 

must be closely coordinated with the total mission of the distance education program 

(Levine, 1993, 53-58). 

In 1985, the Council on Postsecondary Accreditation (COPA) and the State 

Higher Education Executive Officers produced a study designed to provide suggestions 

for guidelines and oversight of distance learning. However, national guidelines for 

accrediting agencies did not follow for several years. In 1993, the Commission on 



Recognition of Postsecondary Accreditation followed the COP A Project. The Council 

for Higher Education Accreditation (CHEA) was established in 1996 (Gelman-Danley, 

1997,74). CHEA (<http:/lwww .chea.org>), a non-profit organization of colleges and 

universities oversees all regional accrediting agencies and reviews all accreditation 

standards. 

Gelman-Danley (1997, 80) explains that the concern over accreditation and 

providing standards for distance education programs is due to an early perception that 

distance education courses are somehow inferior to traditional classroom-based courses. 

The American Council on Education (ACE) introduced the Guiding Principlesfor 

Distance Leurning in a Leanling Society (Ciui&litlesfor Distance Leamind in May 

1996. The Guidelines for Distance Learning identify four key issues - the impact of 

technology advances, quality assurance, student-centered programs, and core values in a 

learning society, Central areas of concern defined and described include the context for 

learning, support for learners, organizational commitment, outcomes assessment, and the 

planning and infrastructure needed to support distance learning programs (Gelman- 

Danley, 1997, 80). 

According to Gel man- Danley , the Principles of Gocd Practice for Electronr cally 

Delivered Acmkmic Degree rmd Certrficaie Programs, developed by the Western 

Cooperative for Educational Telecommunications of the Western Cooperative for Higher 

Education were a response to higher education's quickened rate of adding programs 

offered through distance learning. 

Gelman-DanIey continues by explaining that the Principles of G o d  Practice 

include sections on curriculum and instruction that outline programs of study to include 



outcomes, coherence, completios alternate delivery times, interaction, and faculty 

oversight. In addition, the Principles ofGod Practice note the importance of placing 

distance education program within the context of institutional role and mission. The 

Pri~~clples of G d  Practice emphasize the need for faculty support and training, support 

resources, timely and adequate student support services, marketing efforts, and 

assessment. Finally, the Principles of G d  Practice reinforce the need for institutions to 

commit the support of faculty, finances and technical resources. The author (1997,80) 

notes that the key difference between the Principles of Go& Practice and ACE'S 

Gzcidelines for Distlrnce Learnrr~g is the Guidelines ' emphasis on core values. 

SACS has clearly defined guidelines for distance learning (Gelman-Danley, 1997, 

78).Ig All seven regional accrediting agencies in  the United States. including SACS, have 

endorsed the Prittciples of Good Practice. Furthermore, the Coordinating Board's 1998 

Stallrs Report explains that in recent year the Board took steps to help ensure high-quality 

distance education programs by adopting the Principles uf Good Practice for 

Electrutrrcally OfSered Acadernrc Degree a d  Cerrlficatc P r o a m s .  

Benefits and Challenges 

Distance education can provide an expedient, cost-effective and equitable way to 

respond to the need for equitable access to a reasonably full range of programs 

(Schweiger, 1 994, v). The Coordinating Board's 1 998 Status Report states that studies 

indicate that distance education, when appropriately designed and conscientiously 

- - - 

l 8  Chapfen 3 and I dscuss specific components of SACS criteria for rfisfance kmmg. 



practiced by the provider and responsibly pursued by the learner, can be at least as 

effective as tradtional classroom instruction for many types of learning. 

Access. Gdlman-Danley (1997.73) states that the founding premise of 

community colleges is access and that distance learning expands the traditional definition 

of access. The Srartrs Report notes that distance education provides the potential for 

access to high quality academic programs and top faculty throughout the state. Pmot 

( 1995, np) provides a cautionary note that access to education for those who do not attend 

classes on campus can be a question of their access to technology, i.e., the higher or more 

exotic the technology, the fewer the students who have means to use it. Parrot's concern 

about access is  closely tied to the issue of educational equity and Parrot warns that 

institutions need to close1 y monitor distance education's affect on access and student 

learning. 

Eauity. The issue of educational equity surfaces as one expkores the use of media 

in instruction (Green, 1993, 4). Kerka ( 1  996, np) notes that equity is often mentioned as 

a benefit of online learning. The author explains that the relative anonymity of computer 

communication has the potential to g v e  voice to those reluctant to speak in face-to-face 

situations and to allow learners' contributions to be judged on their own merit, unaffected 

by any obvious visual cultural markers. 

Parrot ( 1995, np) agrees that distance education offers an alternative to the 

traditional classroom that accommodates many students' individual circumstances and 

educational needs. Yet, Parrot along with Lewis et al. ( 1  995,26), caution education 

providers that low-income, minority, and underrepresented students are likely to be 

among those who may not have access to the technology or have the technological 



experience necessary to take advantage of distance education courses. The authors 

contend there may be a division between the have's or technology rich and the have- 

not's, or the technology poor. Willis ( 1  992, np) states that the challenges posed by 

distance teaching are countered by opportunities to 

reach a wider student audience 

meet the needs of students who are unable to attend on-campus classes 

involve outside speakers who would otherwise be unavailable 

1 link students form different social, cultural, economic, and experiential 
backgrounds 

Postsecondary distance education has been available in the United States since the 

late 1 800s. This chapter compared traditional classroom environments with distance 

education settings and presented a number of attributes unique to distance education. 

Characteristics that distinguish distance education fiam traditional programs include the 

separation of teaching and student, the use of some type of technology to facilitate 

communication, and the learner's role as director oft he learning process. 

h the United States, distance education changed very little during the first half of 

the twentieth century. The teaching and learning process consisted primarily of 

correspondence study, home study and independent study through the 1920s. However, 

when new technology was introduced, education made creative use of advances such as  

satellite communication, closed circuit television, and film and video. These methods of 

delivety facilitated the learning process and provided new, more immediate means of 

communication between the teacher and student. 



In this chapter, it was discovered that changing technology is only one of a 

number of elements that has influenced the recent growth and change in distance 

education. Distance learning is becoming an important part of governmental strategies to 

educate large numbers of individuals conveniently, rapidly and efficiently. 

Governmental agencies and educational institutions recognize that distance education can 

provide an expedient, cost-effective and equitable way to provide access to a wide range 

of programs. Furthermore, the mix of learners is changing from an 18 to 24-year-old 

full-time student body, to one where now nearly half consists of part-time students, life- 

long learners and working individuals with just-in-t ime needs for postsecondary 

education. Finally, the introduction of the Internet and the World Wide Web in the 1990s 

had a significant impact on the delivery of distance education and the structuring of 

learning materials. These factors contribute to a shift in educational providers' focus 

from teacher-directed to student-directed learning. 

This chapter also shows that, in today's educational environment, distance 

learning indicates instruction for both education and training. Consequently, educators 

emphasize the lifelong nature and importance of education. As a result, a distance 

education program's success is dependent on organizational stmctures established to 

enable a diverse group of learners to interact comfortably from a distance with more than 

one instructor, other learners and extensive accessible resources. Student support 

services that provide effective interaction and feedback are a significant component of the 

organizational structure and facilitate the distance learner's role as director of the laming 

process. 



The nelrt chapter, Chapter 3, discusses the organizational structure of 

postsecondary education and identifies the administrative and management components 

of a postsecondary distance education program. Chapter 4 identifies the elements of 

student support services that contribute to a successful distance learning experience. 



Chapter 3 - Postsecondary Distance Education 

Statement o f  Purpose 

The definitions of distance education summarized in Chapter 2 show the influence 

of technological advances, changes in institutional purpose for offering distance 

education, and the growing acceptance of distance education as a legitimate form of 

education. Early and contemporary definitions of distance education share several 

common attributes: 

the separation in tirnelspace of instructor and student 

use of technology to link learning materials and student 

I imited personal interact ion between instructor- student and learner-learner 

student as director of the learning process 

This chapter focuses on the educational organization and the use of technical 

media to facilitate wmrnunication and interaction in a distance learning environment. 

Secondly, this chapter summarizes literature about administrative and management 

conccrns such as policy and structure, faculty and support staff, and developing and 

maintaining an institutional Web presence. The discussion on administrative pol icy and 

structure also describes institutional participation in consortia or collaborative 

relationships and contracted or brokered arrangements. Finally, this chapter identifies 

types of technical media and describes methods of interaction and systems of delivery 

utilized by distance education p r o p s .  



ADMINISTRATION AND MANAGEMENT 

Chapter 2 compared the teaching and learning process in traditional campus-based 

education with teaching and learning in a distance education setting. Traditional 

classroom education is descrj bed as a closed or fixed system where a teacher generally 

stands at the front of a classroom, lecturing to students. In traditional education, the 

classroom is customarily situated in a collegial campus setting, and surrounded by such 

learning support structures as libraries, laboratories, and extra-currjcular lectures and 

cultural activities. Secondly, students travel to the class site, class times and schedules 

are fixed and content delivery occurs via lectures, class discussion, laboratories, readings, 

etc. Consequently, unless class sessions are recorded, they are inaccessible afier they 

have occurred. Finally, the traditional classroom teaching and learning process is based 

on interpersonal communication and governed by the rules of personal interaction. 

Chapter 2 also provided the following distinguishing characteristics of 

distance education: ( 1 )  the distance learner is removed in space andlor time from 

the instructor and the institution, (2) instructors do not provide all the knowledge 

and content to passive learners, and (3) the student is responsible for initiating and 

maintaining the learning process. It was discovered that four types of interactions 

take place in distance learning environments: learner-content, learner-learner, 

learner-interface and learner-instructor. Thus, advanced skills are acquired 

through the learner's interaction with the instructor, other students, course content 

and technology. 

Comparisons of traditional and distance education in Chapter 2 indicate that there 

is less control by faculty over the distance education cumculum and that institutions 



often use either pre-packaged courses or rely on part-time faculty. in addition, there is 

less emphasis on process and program delivery is assessment or outcome driven. Finally, 

many programs contract for services not directly related to the teachingllearning process. 

Organizational structure 

As colleges and universities move to make programs available beyond their 

campuses, they are pressured to rethink the role of technology and to develop policies 

that address issues such as instructional design, faculty-student interaction and student 

support services (Johnstone & Krauth, 1996,4 1). Keegan ( 1 980,26) explains that if an 

administrator considers that distance education is similar to conventional education the 

administrative structures will not be developed to cope with it Phipps, Wellman, and 

Merisotis (1998, ix) describe four basic patterns to organizational structures and 

approaches used by postsecondary providers of distance learning: ( 1 )  technology- 

assisted instructio~ (2) consortia or collaboratives, (3) contracted or brokered 

arrangements and (4) virtual universities. 

Technology-assisted Instruction. The vast majority of institutions offering 

distance learning are traditional colleges and universities with on-campus students. In 

addition to traditional classroom instruction. the institutions provide some distance 

learning courses or operate distance education programs. The first pattern of 

organizational structure, technology-assi sted instruction, is both a pedagogical 

enhancement to the regular curriculum and a way to facilitate access to students who 

either cannot or choose not to enroll in traditional classes (Phipps, et al., 1998, ix). 

Technology-assisted instruction consists of five models of education based on the way 

students learning is linked to the learning strategies developed by the institution (Keegan, 



1980. 12- 18). They are (1) technologically replicated conventional classroom, (2) 

correspondence school, (3) consultation, (4) multi-media, and ( 5 )  integral ed. 

The techno lagicalv -replicated conventional classroom model of techno logy- 

assisted instruction uses technology to replicate the conventional classroom environment 

(Schweiger, 1994,481. According to Schweiger (l994,48), research has shown that 

distance education in an extend-the-classroom approach is one of the more effective ways 

to provide access to diverse learners who are place bound, bound by distances or bound 

by economic efficiencies or policies. The lecture is transmitted over airways, cable, 

microwave, fibw optic cable, phone lines. or satellite up-and downlinks. These programs 

rely heavily on printed materials and on the host institution for both the delivery of 

services and the management of instruction. Broadcast times are set and learners must be 

available at those times or miss instruction. 

Lewis, Whitaker and julian ( 1  995, 1 5 -  16) maintain that distance education has 

gone through a number of stages characterized bv changes in the modes of delivery and 

development and changes in the implied educational model of learning. One of these 

modes of delivery, tele-learning, uses videoconferencing to extend and reproduce the 

environment of the classroom. According to the authors, content and management of 

instruction are, in a sense, returned to the instructor. Lewis, et al., point out that, while 

students forego the benefits of studying at their own time and pace, the model provides an 

opportunity for student-student interaction and some degree of spontaneity. 

The correspondence s c m  model is the second model of technology-assisted 

instruction. In this model, correspondence schools send learning materials by mail to the 

student. The student studies the materials and mails them back to the institution. The 



institution reviews the student's work, marks materials with comments and returns them 

by mail. Finally, the student studies the comments. completes the next assignment, and 

the process is repeated (Keegan, 1980, 12). The correspondence school model is teacher- 

directed with minimum interaction between teacher and student. This model served as 

the basis for televised instruction in the 1980s (Lewis, et al., 1992, 14). 

In the third model of technology-assisted instruction, the consultation, the 

correspondence e ternent is significantly reduced and emphasis is placed on compulsory 

attendance at seminars or consultations (Keegan, 1 980, 13 ). Once the learning materials 

are developed and distributed to the students, the system relies heavily on private study, 

with motivation, clarification and evaluation provided by the seminars (Keegan, 1980. 

14). This model suggests that distance education should move as little as possible away 

from conventional. lecture-room teaching if it wants to provide the climate for a 

successful educational program. 

The multi-media model. the fburth model of technology-assisted instruction, uses 

print, audio, video, and computer-based instruction (CBI) to provide a consistent, stable 

structure that will act as a link between learning and learning materials (Keegan, 1980, 

16; Lewis, et al., 1995, 15). The student is supported by a wide range of activities, many 

of them optional, in an effort to maximize student interaction, achieve a satisfactory 

educational experience and prevent dropout. Many providers state that retention rates are 

satisfactory and indicate that the student who graduates with a degree has achieved a 

standard similar to that achieved by students on-site (Keegan, 1980, 16, Lewis, et al., 

1995, 15). 



Khan (1997, 61 describes the Web's ability to combine print, audio, and video- 

based resources with computer-based instruction as an innovative approach far delivering 

instruction ro a remoie audience. Thus, the Internet and the Worid Widc Web cnable the 

multi-media model of distance education to provide a more immediate, personal, and 

efficient learning experience than traditional print-based media does. According to Khan 

web-based instruction (WBI) utilizes the attributes and resources of the World Wide 

Web, enabling an organization to create a meaningful learning environment where 

learning is fbstered and supported. Consequently, the Web makes it possible for an 

institution to create cohesive learning communities where new information can be linked 

to relevant red-world experiences (Price, 1996, 43). 

In the intemated model, the fifth model of technology-assisted instruction, 

external and internal teaching are integrated. The same staff' teach and assess both sets of 

students, who are enrolled in the same courses, take the same examinations and qualify 

for the same degrees and diplomas (Keegan, 1980, 1 5 ;  Schweiger, 1994,48). 

Consortia or collaboratives. While some colleges and universities arc 

developing their own distance education capacities by utilizing technology-assisted 

instruction, other institutions opt for a different organizational structure or approach. 

Many colleges and universities elect to provide distance education by combining their 

efforts in cooperative ventures or working within consortia or wllaboratives (Schweiger, 

1994, 4546). 

Phipps, et al. ( 1  998, ix), explain that consortia or colIaboratives are cooperative 

pooling and sharing arrangements among institutions, where several colleges and 

universities join together through a statewide or regional network to offer distance 



learning programs. The authority to award degrees or credits is retained by the 

institutions and does not shift to the cooperative or consortia. Levine (1  992,26) contends 

that consartia of institutions have been organized for a variety of purposes in higher 

education. Levine believes that consortia offer a number of advantages to institutions. 

Members may be able to license instructional material for lower fees than a 
single institution would pay. 

Members may jointly fund a professional to represent them before state and 
federal agencies and boards, including legislatures. 

1 The consortium may apply for grants that would benefit all members 

Individual members might specialize in certain functions needed by all, such 
as researching the latest advances in distance learning technologies, evaluation 
services, materials duplication, training faculty in the use of new technology. 

The Southern Association of Colleges and SchooIs7 (SACS) Crrferia for 

A ccrediiation 4.9.1 Consortia1 Relationships require member institutions enter consortid 

relationships only with regionally accredited institutions offering degrees or certificates at 

the same level. The Criteria also require that educational courses and programs offered 

be related to the teaching purpose of the institution. 

Although Texas colleges and universities participate in several consortia1 or 

collaborative pmnerships, the state does not provide an 'overarching umbrella' that 

brings together all the distance education programs available in the state (Alofsiq 1998, 

8). The Coordinating Board's 'Texas Colleges on Line' provides Web links to all 

colleges and universities that offer electronic courses, as well as individual programs 

provided by Texas community colleges and the University of Texas UT TeleCampus. 

The TeleCampus is described as a coordinated, 'one-stop shopping' distance learning 



Internet website for the UT System's academic and medical components (Alofsin, 1998, 

8) 

A number of Texas colleges and universities are members of the Electronic 

Campus ofthe Southern Regional Education Board (SREB), which serves as a 

'marketplace' for programs offered through electronic methods by colleges and 

universities in 16 southern states. The SREB is an interstate compact for education, 

created in 1948 by Southern governors and legislators (<http://www.srec.sreb.orgl>). 

Two recent ventures are the state's membership in WGU. the Western Governors 

University and the Virtual College of Texas (VCT). Texas has signed a Memorandum of 

Understanding to participate in WGU, a virtual university, and the Dallas County 

Community College District was designated by Gov. George W. Bush to pilot the project 

in Texas (Alofsin, 1998, 7). The VCT. established in 1998 by the Texas Association of 

Community Colleges, is targeting citizens within any community college service area 

(Smith, 1998, np). The Texas Association of Community Colleges describes The Virtual 

College of Texas as a consortium of aH accredired, public Texas community and 

technicai colleges. It includes 50 community college districts and the three colleges of 

the Texas State Technical College system. 

Contracted or brokered armngements. The third pattern of organizational 

structure for postsecondary distance education is contracted or brokered arrangements. 

Phipps, et al. (1998, ix) describe contracted or brokered arrangements as configurations 

of institutions, faculty, or other providers brought together solely for the purpose of 

delivering distance learning. In contrast to consortia or collaboratives, in contracted 



arrangements the degree or certificate authority rests with the contracting or organizing 

entity, not with the originating institution. 

Learning networks are a form of contracted or brokered arrangements that focus 

on creating learning opportunities and on individualized learning. Learning networks 

build on operational principles of structuring learning packages and learning plans. The 

networking arrangements also develop a support mechanism of course resource persons 

and strategically located regional support sites (Schweiger, 1994, 6 1 ). Schweiger (1 994. 

6 1 )  explains that, in this model, for the production of learning materials, the immediate 

provider of postsecondary education services serves more as a broker than producer. The 

broker will network, manage and coordinate the courses and programs for participating 

postsecondary education providers. 

Virtual Universities. The fourth pattern of organizational structure is the virtual 

university. Shimabukuro (1 995,37-48) explains that the notion of a college as a 

geographical entity may become obsolete. Entire institutions wuld exist in vinual 

reality, defined by an electronic address. The campus may house conferencing 

facilities, but the traditional classroom will have all but disappeared. The campus' 

primary function will be to serve as the geographical base for the mainframe or system 

that functions as the network server. Alofsin (1998, 7) describes Western Governors 

University (WGU) as a virtual university that will have no faculty and courses, and wili 

grant degrees based on competence and learning outcomes rather than traditional credit 

hours. The Western Governor's University will broker programs and courses supplied by 

both traditional institutions and such nontraditional educational providers as corporations 

that train their employees for specific skills. 



Rossman (1992, 11 1) explains that it is important not to confuse the electronic 

student with the global student. Shimabukuro ( 1  995, 47-48) predicts the advent of a 

virtual, global-access network ( G W  classroom, created when the virtual university 

gathers students and faculty from locations around the world. In Shirnabukuro's 

example, the college campus will no longer be the focal point of the teaching and 

learning process, and instructors will work out of home offices, often far removed from 

the physical cam pus. 

Administnative Policies 

A comparison of distance learning settings with traditional classroom 

environments shows there is a difference in mission and focus. Typically, distance 

education focuses on the student as a client of the organization. Gellman-Danley and 

Fetzner (1998, np) state that policies can provide a framework for operation, an agreed 

upon set of rules that explain all participants' roles and responsibilities 

Schweiger (1994,211 explains that, when the educational provider is a 

conventional college or university, the furnisher of distance education tends to be most 

commonly an operational unit of the college's or university's extension division. The 

Principles of G d  Practice for Electronicui& OfSered Academic Degree and Certrficate 

Programs require that the role and mission of a distance learning program be consistent 

with the institution's role and mission (Western Cooperative, 1997, 67). Levine ( 1 992, 

2 1) believes that an institution must define and clearly articulate the organization's 

mission, philosophy, goals, and general intent before developing a distance education 

program, and that the program's mission statement must clearly complement the 

institutional mission. 



Consequently, the operational unit is induced to design its programs and support 

services within the framework of the college or university's priorities. If the operational 

unit fails to respond adequately to the needs of either, its very existence is at stake; it will 

either have no students, or it will lose the crucial support of the institution's majority 

population. 

Faculty and Support Staff 

The separation of instructor and student in timelspace is a unique characteristic of 

distance learning. In traditional campus-based instruction. faculty functions usually 

include curriculum designloversight, instructional delivery, developmental advising, 

assessment of student performance, and academic planning and coordination (Phipps, et 

al., 1998, np). However, in distance education, the size, role and composition of distance 

education faculty may differ substantially (Schweiger, 1994, 57-8). In addition to a 

graduate degree in the field of instruction, faculty are expected to understand the role of 

technology in a learning environment, be trained in online teaching concepts, and use 

assessment techniques appropriately (Phipps, et al., 1998, np; Schlosser & Anderson, 

1994,341. 

The literature19 defines two roles for faculty in a distance education environment. 

In the first, the instructor continues to provide traditional classroom-based instruction and 

utilizes technology to facilitate communication with the distance learner. In the second, 

the distance education program relies on the talents and efforts of teams and the 

instructor's role changes from individual to team member. 

See, for example. Pansot, 1997,5-13; Phpps, 1998, np; Schlosser & A n h n ,  1994,31; Sherry & 
Wilson, 1997,67-75; Schweiger, 1994,58 



Technology-assisted instruction is one of four patterns of organizational structure 

utilized by postsecondary distance education providers. Parisot (1997, 9) explains that, in 

this type of organizational structure, the technology is interposed between student and 

teacher and between student and student. Therefore, the need to collaborate with 

technicians and program administrators might affect a teacher's perception of autonomy 

and teaching style. Instructors accustomed to providing a more traditional model of 

education find that they are required to change their method of teaching and give more 

attention to advanced preparation, student interaction, visual materials, activities for 

independent study, and follow up activities (Schlosser & Anderson, 1994, 34). In 

addition, instructors no longer have control over the learning process. Therefore, in 

distance education, the instructor's role changes from director to facilitator of the 

learning process (Sherry & Wilsoq 1997,68). 

In traditional education, teaching is usually an individual activity. However, 

Schlosser and Anderson (1 994, 34) point out that the successful operation of a distance 

education program requires the knowledge, talents and cooperation of a great number of 

individuals. In distance education, the development, design and implementation of 

instructional materials are often based on the industrial model of production, a key aspect 

of Peters' definition of distance education (Keegan, 1994, 204). In Keegan's translation 

of Peters' research (1994,205), the author explains that the industrial model of teaching 

and learning is characterized by a division of labor (on the side of the teachers). Other 

aspects of the industrial model include mechanization, automation, application of 

organizational principles, scientific control, objectivity of teaching behavior, mass 



production, concentration and centraliation. Thus, in distance education programs, the 

individual instructor often becomes a member of a team. 

Schlosser and Anderson ( 1994, 34) contend that instructors and suppon staff must 

work in concert to produce quality distance educational programming. Schweiger ( 1  994, 

58) uses the term ' course resource person' and describes distance learning faculty as the 

principal resources of learning package development teams. Within this contea, 

faculty's primary function is to plan, implement, and administer programs, and to 

participate in the preparation of learning packages for the courses which make up the 

programs (Phipps, et. al, 1998, np). Furthermore, in many distance education programs, 

instructors do not teach in the traditional sense. In addition to the curriculum 

development team, a communications team may be responsible for linking learning 

materials to students and managing communication between instructors and students, as 

well as among students (Schweiger, 1994, 58). Schlosser & Anderson define the role of a 

facilitator/monitor as one where the instructor (or other staff member) i s  responsible for 

operation of equipment and answering questions when necessary. 

METHODS OF INTERACTION AND SYSTEMS OF DELIVERY 

Education is based on interpersonal communication and govern4 by the rules of 

personal interaction. Repman and Logan (1996, 37) explain that interactions lie at the 

heart of any learning situation and remain critical to active learning. The separation of 

instructor and student distinguishes distance education 6om all forms of conventional, 

face-to-face, direct teaching and learning. Thus, it is necessary to replace the 

interpersonal communication and interaction of conventional education by a variety of 



mechanical or technological means of communication. ' O  Zhang ( 1998, np) stresses that 

the important point is not merely to use technologies to connect people, but to maximize 

social interaction 

Chapter 2 identified four types of interaction in distance learning environments: 

learner-content, learner-instructor, learner-learner and leaner-interface. Learner-content 

interaction i s  the interaction between the learner and instructional materials. This 

interaction leads to knowledge acquisition and relies on the knowledge base the learner 

has built from prior learning experiences and on the ability of the learner to interact with 

the content presented. Furt hemore, learner-i n structor interaction is dependent upon the 

ability of the leamer and the instructor to communicate. Finally, learner-interface 

interaction refers to the ability to make the technology transparent for the student. 

The Southern Association for Colleges and Schools' Criteria for ~ccreditatiod' 

provides a definition of technology resources that includes computer hardware and 

software, databases, and communications networks. The literature22 identifies a wide 

range of techno1 ogy-based alternatives to institutional-based services. Case studies offer 

anecdotal evidence of distance education programs that have successfu li y integrated 

computer and audio conferencing, fax, voice-mail, audiographics, videotapes, videadisks, 

audio cassette tapes, video presentations, television broadcasts and the more familiar 

telephone and print-based materials into the teaching and learning process. 

%ee , for example, Keegan, 1980.25; Green, 1993,4; Pdtrot, 2995, np 
21 Sction 5.3. InJomation TechnoloResources and Sysrems. 
zz See, for example, Berge & C O W  1995,2; Hopey & Ginhug, 19%, 22; h r h ,  19%. np; L e u  
1995,147-149; b e .  1992,5348; MacBrayne & Russo, 1995, 165-170; Maddux & Johnson, 1997,7-9; 
Phipps, et al., 1 998,5, 19; Rice, 1995.40; Smith, 1998, np; Western Cooperative, 1997; Wrlherspn, 
1997, Zhang 1998, np 



The technologies enable educational support services to adapt effectively to a 

student's particular learning preference, schedule or special needs. Asynchronous 

deliveries, for example, e-mail or bulletin boards, do not require the simultaneous 

participation of all students and instructors (Phipps, Welman & Merisotis, 1998, 5) .  Chat 

rooms and other synchronous deliveries require the simultaneous participation of all 

students and instructors. allowing for interaction in real-time (Phipps, et al., 1998, s ) . ~ ~  

Asynchronous and synchronous methods may be used alone or in combination to meet 

the academic, career, and personal needs of students. 24 

A frequently expressed concernz5 is the need for detailed guides or tutorials to 

address distance learners' questions about the method of delivery, the type of technology, 

or required technology-related skills. Willis (1992, np) stresses the need for developing 

strateges to anticipate and meet students' technology-related needs and concerns. 

According to Willis, students require assistance so that they can become familiar and 

comfortable with the delivery of technology and be prepared to resolve technical 

problems that will arise. 

Step-by-step instructions for effectively using the technology tools are helpful. 

Log-on information, telephone numbers, listing the hours technical staff are available and 

equipment requirements should be provided on-line and in print and made available to 

the student prior to enrollment. Some students may find it helpful to practice sending and 

23 

24 
The Glossary providw defitutim and descriptmm of selected whologws. 
See, for emmple, MacBrayne & Russo, 1 995, 170; Lewis, et al., 1995, 15; hmt, np, Smith, 1 9% up 

25 See, for example, Berge & Collins, 1995,2: Hapey & G i m h r g  19%,22; Ke* 19%, np; Lebman, 
1995, -149; Laine, 1!B2,53-58; MacBrayne & Rmm. 1995,165-170; Maddux gt Johason, 1997,7-9; 
Mum, et al., 1998,5, 19; Price, 199 5,40; Smith, 1 998, np; Western Cqmative,  1 997; Witherspoon, 
1997; Zhang 1998, np 



receiving files. The Crileriafor Accredita~~un emphasize that, when an institution 

provides technology resources, it must also provide a trained technical and user services 

staff. 

SACS 's C7riteriafor Accrtdjtution Secnon 4.4 P~tbl~cations explains that an 

institution must make available to students and the public accurate catalogs, official 

publications and other information about attending or withdrawing from the institution. 

The Principles of Good Practice (Western Cooperative, 1 997, 7) explain that a quality 

distance learning program provides students with clear, complete, and timely information 

on the curriculu~ course and degree requirements. A successful program also provides 

information about the nature of faculty/student interaction, assumptions about 

techological competence and skills, technical equipment requirements, availability of 

academic support services, and financial aid resources, and costs and payment policies. 

The Internet and the World Wide Web serve as tremendous resources for 

educational providers and enable institutions to distribute information worldwide.26 

Although developing and maintaining an institutional Web site is expensive and Iabor- 

intensive, a college's Web presence serves a number of beneficial purposes such as 

acting as the first step in developing a technological infrastructure for a 
distance education program 

I expanding the college's boundaries to new student markets 

disseminating information in a format that can be easily and frequently 
updated 

initiating a pro-active response to competition from other education providers 
increasing opportunities to participate in consortia or coIlaborative 
relationships 

26 See, for example, McLellan, 1997, 185; Willis, 19 97,83; Hadrbarth, 1997. 192 



SUMMARY 

It is important that administrators recognize the distinguishing characteristics of 

distance education and develop administrative structures appropriate for providing 

quality education at a distance. This chapter explained that distance learning programs 

are often based on one of four patterns of organizational structures: technology-assi sted 

instruction, consortia or collaboratives, contracted or brokered arrangements and virtual 

universities. Technology-assisted instruction, is both an enhancement to the regular 

curriculum and a way to facilitate access to students who either cannot or choose not to 

enroll in traditional classes. There are five models of technology-assisted instruction 

based on the way student learning is linked to the learning strategies developed by the 

institution. The models are technologically replicated conventional classroom, 

correspondence school, consultation, multi-media, and integrated. 

Many colleges and universities elect to provide distance education by working 

within consortia or collaboratives, cooperative pooling and sharing where several 

colleges and universities join together through a statewide or regional network to offer 

distance learning programs. Another option available to postsecondary institutions is a 

contracted or brokered arrangement, a configuration of institutions, faculty or other 

providers brought together solely for the purpose of delivering distance learning. 

A fourth approach to organizational structure for providing distance education is 

the virtual university. In this organizational structure, entire institutions exist in virtual 

reality, defined by an electronic address. Although, the campus may house conferencing 



facilities, its primary function will be to serve as the geographical base for the mainframe 

or system that functions as the network server. 

The separation of instructor and student distinguishes distance education from all 

forms of conventional, face-to-face, direct teaching and learning. This chapter's 

discussion of the organizational structure shows that changes in technology have had a 

significant impact on the instructor's role in providing education. I n  a distance learning 

environment, the instructor may f i l l  one of two roles in the teaching and learning process. 

In the first, the instructor continues to provide traditional classroom-based instruction and 

utilizes technology to facilitate communication with the distance learner. In the second, 

the distance education program relies on the talents and efforts of teams. and the 

instructor's roIe changes from individual to team member. In each role, distance learning 

instructors no longer have control over the learning process; the role has changed kom 

director to facilitator (Sherry & Wilson, 1997, 68) .  

This chapter also explained that the separation of teacher and student, along with 

the shift from teacher-directed to student-directed learning, make it necessary to replace 

the interpersonal communication and interaction of conventional education by a variety 

of mechanical or technological means of communication. Postsecondary distance 

education programs may choose from a variety of technologies to provide support 

services that facilitate learning and increase interaction and communication. The 

technologies enable educational services to adapt effectively to a student's particular 

learning preference, schedule or special needs. Distance education programs have 

successh lly integrated cornput er and audio conferencing, fax, voice-mai i, audiographics, 

videotapes, videodisks, audio cassette tapes, video presentations, television broadcasts 



and the more familiar telephone and print-based materials inlo the teaching and learning 

process. 

The Internet, and especially its World Wide Web, offers tremendous resources for 

higher education. Establishing a Web site may be considered an institution's first step in 

developing a technologicai infrastructure for a distance education program. In this 

chapter it was discovered that, although developing and maintaining an institutional Web 

site is expensive and labor-intensive, a college's Web presence serves a number of 

beneficial purposes including expanding the college's boundaries, disseminating current 

in formation and responding to competitors. An additional benefit is increased 

opportunities to participate in consortia or collaborative efforts. 

A comparison of distance learning with traditional institution environments shows 

there is a difference in mission and focus, with a focus on the student as a client of the 

organization. As colleges and universities move to make programs available beyond 

their campuses, they are pressured to rethink the role of technology and to develop 

policies relevant to key aspects of the organizational structure such as instructional 

design, faculty-student interaction and student support sewices. Chapter 4 discusses 

student support services. The chapter identifies types of services, such as admissions, 

assessment, counseling and advising, and learning resources, and summarizes the role 

each service plays in providing quality distance education. 



Chapter 4 - Student Support Services 

Statement of Purpose 

Student support services are a significant factor in providing a quality distance 

educational experience. Secondly, as an essential part of the institutional planning 

process, support services contribute to the achievement of an institution's educational 

goals. Finally, access to student support services is a critical factor in distance learner 

success.27 The Texas Coordinating Board for Higher Education's 1996 Di.~iunce 

I,earningAiuster Plan reminds distance education providers they have an obligation to 

provide students with essential sewices that support distance learning. The Board 

explains that the obligation is derived from four sources: 1 ) appropriate extension of 

institutional responsibilities to students, 2) the criteria which institutions must meet to 

obtain or maintain accreditation 3 )  the Rules and Regulations of the Texas Higher 

Education Coordinating Board, and 4) state and federal laws. 

This chapter reviews the literature concerning student support services for a 

postsecondary distance education program. First, this chapter discusses issues relevant to 

institutional structure and policy. Secondly, this chapter identifies types of support 

services essential to a successful distance learning experience. Finally, this chapter 

identifies the methods of interaction or systems of delivery appropriate for providing 

student support services to the distance learner. 

21 See. for example, Southern Axciation for Colleges and Schools. Cn'tenajor ;Iccredtation. Section 
5.4. I .  Shrdenr Dewlopmenl SeMces - Scope and Accountabili&: Kovel-Jarboe, 1997,26. 



POSTSECONDARY DISTANCE EDUCATION 

Chapter 3 found that, when the educational provider is a conventional college or 

university, an operating unit within the college or university's extension division usual1 y 

oversees teaching and learning at a distance. It is important that an institution defines and 

clearly articulates the organization's mission, philosophy, goals and general intent before 

developing a distance education program. In turn, the distance education program's role 

and mission must clearly complement and be consistent with the institution's role and 

mission. Finally, student support services must be consistent with, and supportive of, the 

central institution's philosophy and goals and closeIy coordinated with the total mission 

of the distance education program. 

Distance learners may stop participating in course activities or drop out of classes 

or programs because of the pressures of meeting the challenges of every day life (Perez, 

1 998, np). Because access to student support services is a critical factor in distance 

learner success, institutional planning should address support services that may be 

necessary or appropriate for distant [earners. That is, in general, colleges planning 

distance degree programs must consider that students require a variety of support 

services. Furthermore, distance learners also need to access services in the same way 

they access instruction-from a distance and at times that fit their schedules. 

The literaturez8 explains that student support policies include the entire range of 

institutional programs and resources that support student leaning and personal 

development. Distance education programs must plan for a variety of concerns such as 

- - - 

'' See.  for example. GeIrnan-Danley. 1997,8 1 : Gelman-Oanley. 1998, np, Kovel-Jarboe 1997,26; Levlne, 
1992,53-58; MacBmyne & Russo, 1995, 165; Phiw, a ai., 1998, np; Schlasser & Anderron 1994,38, 
Spears and Tatroe, 1997, a. 



fairness and equity in admissions; recognition of prior learning; transfer of credits; degree 

program planning; student orientation regarding the distance education experience; and 

assessment of students' progress. Services include advising, counseling, libraries, and 

access to course resources. Additional services are placement testing, program advising, 

financial aid application assistance, textbook delivery, access to support materials and 

faculty, and examination proctoring. 

STUDENT SUPPORT SERVICES 
The objective of support services is to meet student needs inside and outside of 

the classroom (Kingan & Alfred, 1993, np). Mentors, counselors, instructors, support 

service specialists, and academic advisors work together to refer students as needed to 

specific services such as counseling, financial aid or job placement. This connectivity 

and integration of services enables the distance learner to feel part of the college 

community while providing access to a network of services and programs that ensures a 

student successhlly meets his or her educational goals. 

Information 1 Technical Support 

In a distance education environment, learners may be required to have specific 

skills to enrol1 in the program or specific courses. For example, the use of online learning 

resources requires information management skills -- the ability to go online, retrieve and 

evaluate information (Lewis, et al., 1995, 27). Secondly, students using electronic 

resources should be aware of ethical issues such as copyright and intellectual property 

ownership (Kidder, 1995, 222-7). Finally, distance learners may have concerns about 

confidentiality and privacy or interacting with students from different cultures when 



using e-mail or discussion I ists. '' Consequently, assumptions about technological 

competence and skills, along with information about communication in a virtual 

environrnenr, should be clearly stated and available for review prior to enrollment 

(Johnstone & Krauth, 1 996,40; Lewis, Whjtaker & Julian, 1995, 27). 

Admissions and Records 

Distance learners rely on student support services for providing relevant 

information prior to enrollment. In postsecondary education, Admissions, a component 

of student support services, is usually responsible for providing, through publications or 

personal interact ion, information about the institution's programs, admissions policies, 

financial aid and other support services.30 In addition, this area of student support 

services assists students in matching their educational needs, interests and background 

with programs, requirements and mission of the institution. Admissions also evaluates 

credentials and assigns credit and helps set enrollment policy and goals in line with the 

institution's philosophy and mission. Finally, at some institutions, this support area is 

responsible for coordinating the recruitment efforts for the entire institution. 

According to the American Association of Collegiate Registrars and Admissions 

Oficers, the focus of enrollment management is not just on recruiting students for the 

institution, but on making sure that adequate suppon services, including financial aid, 

new student orientation and retention programs, are available. Each activity is a key 

29 See. for example, Johnstone 8r Krau* 1996, 40; Repman & Lo= 1996,35; Schlosser & Anderson, 
1994,38: Zhang, 1998, np 
30 See Conxidering a Career 1 n Postsecondmy Admissions & Recorh? A d a b l e  on the Internet: 
American Associatron of Collegute Registrars and Admissions OEcers 
<http:llwww.aacmo.orglahtaacrao-frame.hcml> 



factor in ensuring student retention and a significant contributor to the overall success of 

the distance learner's educational experience. 

A second area of suppon services, Records, works closely with Admissions. 

Records is responsible for a number of activities including maintaining students' 

academic records and reporting grades. Other activities include assessing and collecting 

tuition and fees, planning and implementing class registration, issuing official transcripts, 

verifying student enrollment, monitoring the completion of degree requirements, and 

providing enrollment and demographic statistics for the entire institution. 

Credit transfer. Admission requirements assume a certain entry-level assessment 

based on local regulations (Gellman-Danley, 1998, np). Admissions evaluates academic 

credentials for students entering the college and assigns credit for prior academic 

experience, credit earned by advanced placement testing, or other academidwork 

experience. Students may require assistance from other areas of support services such as 

academic advising or counseling for advanced placement testing or developing portfolios 

to demonstrate previous learning and work experience credit (Levine, 1992, 53-58; 

Schlosser & Anderson, 1994,4243). 

Students exiting the program and planning to transfer from a two-year college to 

a four-year college have particularly specific needs for prowan planning. Students need 

to know exactly what is required for transfer and what options exist for fulfilling thew 

requirements. Such students may also need to differentiate between requirements for a 

two-year degree and requirements from transfer to a four-year program (Levine, 1992, 

24). Schweiger (1  994, 86) notes that the inability to have all earned credits transferred 



requires students to repeat courses in subject matter already covered. Consequently. it 

lengthens the time of study, and it increases the cost of education to students. In the case 

of publicly funded institutions, it increases also the cost of education to taxpayers 

(Schweiger, 1994, 86). 

Tuition, fees, and financial aid. Students interested in enrolling in a distance 

education course or program may have questions about the cost of t u i ~ i o ~  related fees 

and financial aid services. The Coordinating Board requires access to financial aid 

counseling and financial support be available to distant learners without prejudice to their 

distant status. Furthermore, the Coordinating Board's Distance LearningMasrer PIm 

states that any supplemental fees charged by institutions for distance learning should be 

appropriate to the services provided. For example, distant learners should not be charged 

fees for services that are clearly reiated only to on-campus activities, programs or 

services. 

An institution's membership in a consortium brings additional concerns regarding 

tuition and fees - for example; to which institution does the student make payment? Ln 

addition, some consortia include colleges with varying tuition rates, which requires either 

changing to a standard rate, or clearly identifying the tuition variances to learners. 

Each of these concerns must be clearly addressed in the information made 

available to students and the public. Consequently, Admissions must provide, either 

though its publications or personal interaction, information about the institution's 

policies concerning tuition and fees, refund policies, and financial aid. In addition, 

Admissions provides students with information about additional support services relevant 

to financial aid. 



Registration. Students who successfully apply and meet the college's criteria for 

admissions are eligible to regster for classes. At some colleges, the registrar's office, a 

component of student support services handles registration for both on-campus and 

distance learning courses. The registration process can smooth the entry of distance 

learning students to the college or act as a barrier (Levine, 1 992, 53 -58). Many colleges 

and universities keep distance learning course registration open longer than on-campus 

course registration. Furthermore, registration of distance learners can be facilitated by 

specific procedures such as mail-in registration registration by toll-free number, evening 

or weekend registration, and payment by credit card. In response to distance learner's 

needs, some institutions have restructured their programs to perform roliing registration, 

allowing for year-round enrollment (Levine, 1992, 5 3-58). 

Orientation. Orientation sessions help students understand their new learning 

environment. Students benefit from being informed about the rules and procedures of 

their distance class and expectations of their instructor (Schlosser & Anderson, 1994, 38). 

Participation in an orientation program is a critical factor in students' success and in their 

sense of connection with the institution, faculty and peers (Perez, 1998. np). Futthemore, 

students enrolled in courses presented by distance technology such as videoconferencing 

require orientation programs where they have an opportunity to practice using equipment, 

ask questions, and become familiar with the technology. Finally, students enrolled in 

courses offered through a consortium require specific infomation about 'host' and 

'recipient' responsibilities and availability of support services. 

Levine (1 992, 53-58) explains that schools with distance degree programs will 

want to consider more general orientation sessions and recommends that orientation help 



students understand themselves as learners and their new learning environment. 

Orientation programs may be offered at a variety of times: 1 ) following admission but 

before registration for all students admitted to degree programs; 2) around the time of 

registration: and 3 )  following registration for all students enrolled in distance learning 

options. Some colleges and universities offer videotape copies of orientation sessions. 

Counseling and Advising 

Distance learners may stop participating in course activities or drop out of classes 

or programs because of the pressures of meeting the challenges of every day life (Perez, 

1998, np). Levine ( 1992,2 1 ) lists a variety of concerns relevant to the distance learner 

such as individual learning styles, level of communication skills, conflict with the 

instructor or other students, study skills, time management skills, provisions for learning 

difficulties and referral service to psychological assistance. 

The objective of support services is to meet students' needs inside and outside of 

the classroom (Kingan & Alfred, 1993, np). Mentors, counselors, instructors, support 

service specialists, and academic advisors work together to refer students as needed to 

specific services or progams that address expressed concerns. Students have a right to 

expect both counselors and advisers to be knowledgeable about the institution's rules, 

regulations, and policies when addressing their concerns (Winston, I 996,355). 

Counselors and advisers can provide valuable services by helping students identify their 

neds,  offering support in addressing them, and making effective referrals to the 

appropriate campus or community service or program. 

Advising and counseling includes a number of activities such as assisting students 

in identifying goals, developing a plan to achieve goals, and identifying resources and 



services to help in meeting personal, academic or career goals (Winston, 1 996. 347) 

Secondly, advisors and counselors provide information, encouragement, reassurance, 

support and feedback concerning a student's progress. Furthermore, this area of support 

services encourages active problem solving and, when appropriate, offers information 

about (and may assist with) contacting resources or services outside the organization 

(Winston, 1996,347). 

Advising 

Academic course and degree planning. Students must be provided with academic 

advising or counseling appropriate to their grade level and course of study (Schlosser & 

Anderson, 1994,42-3). Academic advisement programs that are proactive in helping 

distance learners plan their degree programs reduce unnecessary confusion about distance 

degree options and requirements (Levine, 1993, 53-58). Secondly, counseling and 

advising for short- and long-range degree planning along with information on degree 

options and requirements, are essential to student success. Furthermore. this component 

of student support services is an important organizational strategy for increasing student 

retention (Levine, 1992, 53-58; Winston, 1 996,3 52). Finally, when academic planning 

encourages students to develop an awareness and understanding of prior learning andlor 

work experience, the process can provide a comprehensive picture of strengths, 

weaknesses, and experiences that may be used a means of awarding credit (Levine, 1992, 

53-58). 

Spears and Tatroe (1997,41) stress the importance of academic counseiing for the 

distance learner that is a recent graduate from high school. The authors' research 

indicates that high school students that receive inadequate pre-enrollment counseling 



withdraw from college-level distance learning courses at a hgher percentage rate than 

that of students who receive counseling. Academic advisement is  necessary to avoid 

students enrolling in distance learning courses withour the benefit of testing to evaluate 

their chances of success. 

Levine ( 1993, 53-58) notes that numerous progams encourage returning or adult 

students to develop portfolios of prior learning. Levine states that the development of a 

learner profile takes into account an individual's background, learning styles, prior 

experience. skills level and motivation. Consequently, portfolios or learning profiles can 

provide a comprehensive picture of a student's strengths, weaknesses and experiences as 

well as serve as a tool for awarding credit. 

Distance learners need to be informed about the success rate of previous distance 

learners (Levine, 1 993. 53-58). A number of questions must be addressed when a student 

is considering entrance into a distance education program. Questions might include: 

How many students graduate in relationship to the number entering? What period i s  

needed to achieve a degree? How many course failures are recorded? How many 

courses are repeated? What is the dropout rate? How do students' performances in 

distance courses compare with their performance on campus? How well do they perform 

on standardized tests? Is there evidence that learning is taking place? 

Counseling 

Career counseling. One of the most important developmental tasks a student 

must complete is related to career decisions. New and returning students must be aware 

of their interests and abilities and be able to identify fields of work consistent with their 

interests and abilities. Then, they must be able to select and follow through with 



educational programs that can lead to a satisfying work experience (Winston, 1996, 349). 

Levine ( 1993, 53-58) believes that career counseling is particular] y vital for adult 

distance learners, who are often seeking distance degrees specificatly to upgrade their 

career potential Levine explains that information and counseling centers need to provide 

up-to-date information about the world of work, and in particular. predicted career 

patterns for the nation's workers in order to advise adults how to meet their career goals. 

Tutoring and mentoring. The need for socialization is a common theme in 

distance education. This component of student support sewices is part of an educational 

provider's strategy for connecting the student with institutional representatives, other 

students andor individuals in the student's community or workplace (Perez, 1998, np). 

Distance learning students complete their wursework significantly faster when they have 

regular tutor contact (Schlosser & Anderson, 1994, 20). Peer-assisted learning and 

supplemental instmction have also been successful at increasing academic achievement 

and retention. Peer-assisted learning is a type of learner-learner interaction that provides 

the opportunity for increased interactivity with peers at regional sites or by way of chat 

room discussion (Perez, 1998, np). In mentoring programs, support services assist in 

establishing a relationship between an experienced and a less experienced person in 

which the more experienced person provides guidance, advice, support and feedback 

(Kerka, 1998, np). 

Consultation and mediation. Consultation and mediation are types of conflict 

resolution used to assist with teacher-student or learner-learner disputes that are not epily 

resolved independently (Crego, 1996, 362). This component of student support services 

is of particular importance in a distance education setting where teachers and students of 



diverse cultural backgrounds communicate through a technologically based method of 

interaction. Consequently, in a distance education setting, consultation and mediation are 

effective ways to solve problems, improve the educational environment, and minimize 

potential roadblocks to learning (Crego, 1996, 377). 

Assessment 

Chapter 3 identified a number of external and internal forces that have increased 

interest in and support for distance education. Consequently, there is a compelling public 

stake in education. Because of growing financial restraints and citizens' expressed 

concerns about the effective use of publicly invested funds, educators are faced with 

growing public demand for accountability (Banta, et al., 1996, 56-57). 

Assessment enables educators to meet responsibilities to students and to the 

public. In other words, assessment is an important factor in demonstrating institutional 

accountability (Banta, et al., 1996, 2, 60). Carefully worded mission statements reflect 

what matters most - student learning - and serve as solid foundations for assessment 

programs. Assessment compares educational performance with educational purposes and 

expectations. Expectations are derived from the institution's mission, from faculty 

intentions in program and course desigq and from students' own goals (Banta, et al., 

1996, 17). 

Assessment and Placement. The Principles for G a d  Practice emphasize that 

accepted students must have the background, knowledge, and technical skills needed to 

undertake the program. Pre-enrollment assessment is required at the majority of 

community colleges in the United States (Ferez, 1998, np). Assessment programs are 



important in identifying students' abilities so that they can be placed, advised and 

counseled appropriately (Banta, et al., 1 996, 3 0: Kingan & Alfred, 1 993, np). 

Support services such as testing entry assessment and admissions counseling are 

used to determine the learner's needs and status in relationship to the institution. 

Assessment can provide answers to questions such as: Is the student academically and 

socially prepared foe college? What is the student's previous educational experience? 

What external support does the student have that may facilitate or inhibit academic 

success? What specific needs - academic or non-academic -- must be addressed to 

improve the student's chances for success? (Banta, et a].. 1996, 30; Kingan & Alfred, 

1 993, np) 

Enterinn students. Institutions administer assessment tests to entering students to 

determine students' readiness for college-level work and to determine appropriate 

program placements (Kingan & Alfred, 1993, np). At hough most community colleges 

use standardized tests, some may add their own testing procedures. It is important for the 

institution and students alike to recognize that the test, in and of itself, is not the key to 

success. Entry assessment testing enables an institution to identify skill-deficient 

students or students who possess academic, social or economic problems that challenge 

educational success (Kingan & A1 fi.ed, 1 993, np; Perez, 1 9998, np). It is the information 

provided by the assessment, and the support services provided in response to determined 

needs that is the key to a student's success (Kingan & Alfred, 1993, np). 

Previous academic credit. Levine (1 993, 53-58) explains that policies about the 

assessment of prior credits and the transferability of credits also are needed for distance 

degree programs. Levine states that, because the majority of distance students are also 



adult students, their prior academic record may include courses taken many years earlier. 

They may also bring to academic life considerable experience from personal and work 

situations that may be relevant both to an assessment of their capacity to enter a degree 

program and to the amount of credit they bring to the program. For these reasons, 

performance based assessment, often relying on portfolios of outcome and process 

artifacts, may be used as part of an assessment program (LaKey and Singer, 1999, 357). 

Advanced olacemm. Students may elect to apply for advanced placement. 

Levine ( 1  993, 53-58) notes that students applying for admission to a distance degree 

program need to know whether the institution accepts proficiency examination credits 

The major nationally recognized tests are AP (Advanced Placement subject tests), CLEP 

(College Level Examination Program), Dantes (Defense Activity for Non-Traditional 

Education Support) and the ACT-PEP (PEP stands for Proficiency Examination Program) 

(Leader, 1998, np). 

Student proaess. Students need support and direction to enable them to make a 

successful transition from traditional classroom based education to learner-directed 

distance education (Sherry, 1996, np). In particular, they nmd tools that will help them 

monitor their progress and obtain timely feedback on their activities. Test scores may be 

used as a strategy to predict whether a student may be at risk of failing or dropping out of 

a course or program (Perez, 1998, np). Faculty may administer standardized tests or use 

other qualitative techniques for student assessment (Perez, 1998, np). Some colleges 

have an 'academic-alert system' that sends notices to students who are not maintaining 

satisfactory progress -- determined by cumulative GPA, course pass rate or grade points 



earned. Rudman's study of at-risk community college students (cited in Perez, 1998, np) 

found that students who received alert letters had the highest end-of-year retention. 

Performance assessment requires students to demonstrate what thev know. A 

significant concern in distance education is test proctoring - including poIicies regarding 

proctor statFing requirements, ten material delivery and test retrieval (Gelman-Danley & 

Fetner, 1998, np). Institutional planning is especially important in this area. The 

college may find it necessary to implement new forms of assessment and evaluation to 

insure that the student's work is original and authentic (Shew, 1996, np). Furthermore, if 

distance education courses are to be taught off-schedule, or are not consistent with the 

regular course term, procedures must be put in place that will allow course completion 

records and grades to be posted at any time (Price, 1996,4 1 ). Finally, in consortia1 or 

collaborative efforts, the test proctoring issue -- including policies regarding proctoring, 

staffing requirements, test rnateriai delivery and test retrieval -- must be agreed to by all 

consortia members prior to course implementation. 

Portfolio assessment is a type of performance assessment that involves gathering 

multiple indicators of student progress. There are many types of portfolios, however, 

institutions typically require portfolios chat are collections of materials that document and 

showcase evidence of students' efforts, progress and achievement over time. Students 

who are graduating may be required to complete a portfolio to demonstrate they have 

successfully met learning objectives. The portfolio might also include an updated resume 

and cover letter, the student's professional goals at graduation and five or ten years later, 

or an example of written work from a professional experience or a course (Banta, et a]., 

1996, 13). 



Concerns and benefits. Assessment is an on-going process-successful 

evaluative programs assess students throughout their educational careers. Institutions 

typically administer assessment tests to students in order to determine readiness for 

college-level work and the appropriate program placement (Kingan & Alfred, 1 993, np). 

However, evaluation can become tracking - a concern that raises serious questions about 

access and equity (Kingan & Alfred, 1993, np). The changes in student body along with 

internal and external demands for accountabiiity may lead to institutional efforts to direct 

students toward 'alternative' or ' second-choice' curricula where there is less likelihood 

of failure. Furthermore, there are serious questions about built-in bias and the reliability 

and validity of the standardized testing instruments (Kingan & Alfred, 1 993, np). Many 

colleges attempt to reduce the impact of testing bias by requiring a variety of assessment 

information such as prior educational record, general and specific aptitudes as weil as 

personal characteristics that affect scholastic readings (Elanta, et al., 1 993, np). 

Consequently, some colleges administer a variety of personality, scholastic, and personal 

aptitude tests and assessment procedures (Kingan & Alfred, 1993, np). 

w e n t  evaluation of proprun. it is important for students to  participate in the 

evaluative process -- both in terms of their own progress and the success of the courses or 

programs in which they are enrolled (Schlosser and Anderson, 1994, 39). Although 

students are often thought of only as recipients of assessment, they can also be important 

contributors (Banta, et al., 1996,40). Program evaluation is a critical component in 

evaluating student frustrations and successes (Spears and Tatroe, 1997,40). By knowing 

students' preferences and educational goals, administrators can develop degree programs 

that meet students' needs Wvine, 1992, 56). Once analyzed, assessments of student 



attitudes and perceptions can be used to identify and changes those areas of a program 

that are found to produce negative reactions (Schlosser & Anderson, 1994, 39). 

Consequently, through carehlly planned evaluation programs, support services can 

provide the institution with information about the student that will ensure a successful 

learning experience and assist with refining policies and procedures for the distance 

learning program. 

Learning Resources 

The Criteria for Accreditation Section 5.1.7 Librmy/Leaming Resourcesfor 

Distance Learning Activities requires that, for distance learning activities, an institution 

must ensure the provision of and ready access to adequate IibraryAearning resources and 

services to support the courses, programs and degrees offers. The institution must 

provide access to electronic information available through existing technologies or 

provide them through formal agreements. Electronic document delivery of materials, on- 

line databases and library catalogs enable students to acquire information and pursue 

research related to their courses of study (Gelman-Danley and Fetwer, 1998, np; Kerka, 

1996, np). 

Texshare, a cooperative program of the Texas Higher Education Coordinating 

Board, is designed to enhance library service to students, faculty and staff of Texas stat* 

supported institutions of higher education. The focus of the program, efficient sharing of 

library collections, emphasizes electronic information resources as well as traditional 

collections of books and journals. The 75th Legislature established Texshare as a 

program of the Texas State Library and Archives Commission, and expanded the 

program to include public community colleges and independent colleges and universities. 



On September 1, 1997, these institutions became eligible to participate in Texshare 

(~http:l/www.texshare.edu>). 

Other Support Sewices 

Additional concerns relevant to the distance learner include purchasing textbooks 

and supplies, support services provided in more than one language, student health 

insurance policies, and the hours services are available." Furthermore, distance classes 

requiring specific laboratory facilities will need to assist students in making the necessary 

arrangements for use of local facilities (Schlosser & Anderson, 1994, 38). 

METHODS OF LNTEHACTION AND SYSTEMS OF DELIVERY 

Evidence presented in chapters 2 and 3 shows that education is based on 

interpersonal communication and governed by the rules of personal interaction. 

However, the separation of instructor and student distinguishes distance education from 

all forms of conventional, face-to-face, direct teaching and learning. Therefore, it is 

necessary to replace the interpersonal communication and interaction of conventional 

education by a variety of mechanical or technological means of communication. 32 

Sherry (1 996, np) cautions that interactivity is not limited to audio and video, nor to the 

teacher-student interactions. It also involves the connectivity the students feel with the 

instmctors, other st&, and with other learners. Without that connectivity, distance 

learning degenerates into the correspondence course model of independent study. 

- - 

31 See, far example, Gelman-Wey, 1998, np; h n e ,  1992, 2 1: MacBrayne & Russo, 1995, 166; Ma& 
& Johnsoa, 1997,7 
32 see, for example, Kegan ,  1 VW, 25; Green 1993-4; Parroi 1995, np 



Therefore, the student becomes autonomous and isolated, procrastinates in completing 

coursework and eventually drops out. 

The literature33 identifies a wide range of technology-based alternatives to 

institutional-based services. Instructional designers and cuniculum developers may 

become ovawhelmed by the technologies and overlook the underlying issues of learner 

characteristics and needs, influence of selected media upon the learning process, and 

equity of access (Sherry, L. 1996, np). However, case studies offer anecdotal evidence of 

distance education programs that have successfully integrated computer and audio 

canferencing, fax, voice-mail, audiographics, videotapes, videodisks, audio cassette 

tapes, video presentations, televj sion broadcasts and the more familiar telephone and 

print-based materials into the teaching and learning process. 

For example, colleges and universities may provide applications for admission in 

electronic format. Beginning with the fall 1999 semester, students will be able to 

complete a single application to apply to any public university in Texas for admission. 

The 75th Texas Legislature's Senate Bill 150 requires all universities use the common 

application form and to accept freshmen and undergraduate transfer applications via an 

electronic version of the form beginning with the 1999-2000 form (CBE Report, April- 

June 1998). 

'' See, for example, Berge & Collins, 1995,2; Hopey & Ginsburg 1996.22; Keka 1996, np; Lehman, 
1995, 147-149; Levhe, 1992,5348: W r a y n e  & Russo, 1995, 165- 170; Maddux & Johnsog 1997, 7-9; 
Phipps, et al., 1998, 5, 19; Rice, 1995, JO; Smith. 1998, np; Western Cooperative, 1997; Withe- 
1997; Zhang, 1998, np 



The ~iterature'~ provides examples of quality distance iearning programs that 

provide enrollment information or off-campus registration in a variety of formats. 

Methods of interaction or systems of delivery include voice mail, a toll-free telephone 

number, automated information or hot-line telephone service, fax, e-mail, on-line requea 

forms, and electronic information packets. Bulletin boards and discussion lists provide 

current information or answers to frequently asked questions (FAQs). Furthermore, on- 

I ine registration, support staff available during registration times, and technical support 

staf f  available to assist with questions and concerns facilitates the registration process for 

distance learners. 

Case studies have also shown that multiple approaches to presenting orientation 

programs, including the use of video and its distribution through multiple means offer 

significant benefits to first-time distance learners. Audio or videotaped explanations of 

enrollment forms, registration procedures or advanced placement provide students with 

non-print sources of information. 

Telementoring is recommended as a way to increase personal interaction and to 

connect learners with subjectmatter experts who can provide advice, guidance and 

feedback on the learning process. Audiotaped presentations on time management, study 

skills, or stress management are beneficial to adult distance learners who frequently 

travel. Chat rooms enable students to conference with peers and an advisor or counselor 

about personal concerns regarding the educational process. 

34 See, for example, LRhman, 1995, 165; M n e ,  1992.53-58, MPtcBt.ayrae & Russo, 1995, 165-170; 
Withempon, 1997,3 1,40 



Institutional Web Site. Developing and maintaining an institutional Web site is 

expensive and labor-intensive, however, a college's Web presence serves a number of 

beneficial purposes. The institutional Web site enables college or university to meet 

accreditation requirement s3' that an institution make available to students and the public 

accurate catalogs or other official publications and other items relative to attending the 

institution or withdrawing from it. 

Secondly, in addition to meeting accreditation requirements, colleges and 

universities can easily and frequently update established Web pages to provide students 

with clear, complete, and timely information on the curricuIum and course and degree 

requirements (Western Cooperative, 1997, 7). Finally, the Web's ability to combine 

print, audio, and video-based resources with computer-mediated or computer-based 

instruction enable educational support services to adapt effectively to a student's 

particular learning preference, schedule or special needs (Khan, 1997, 6). 

SUMMARY 

Postsecondary institutions that offer distance education courses have an obligation 

to provide students with the essential services that support distance learning. That 

obligation is derived from an appropriate extension of institutional responsibilities to 

students, accreditation criteria which institutions must meet to obtain or maintain 

accreditation, and state and federal laws. Consequently, institutional planning should 

address support services that may be necessary or appropriate for distant learners. 

35 Southem -tion for Colleges and Scbmls' Criteria for Accreditation &&on 4.4 Publicaa'ons 



Student support policies include the entire range of institutional programs and 

resources that suppon student learning and personal development. Distance education 

programs must plan for a variety of concerns such as fairness and equity in admissions; 

recognition of prior learning; transfer of credits; degree program planning; student 

orientation regarding the distance education experience; and assessment of students' 

progress. Senices must be consistent with. and supportive of, the mission, philosophy 

and goals of both the central institution and the distance education program. 

Student support services are an essential factor in developing and operating a 

successful distance education program, and access to student support services is a critical 

factor in distance learner success. Distance education students require a variety of 

support services and need to access services from a distance and at times that fit their 

schedules. Services include advising, counseling, libraries, marketing, and access to 

course resources. Additional services are placement testing, program advising, financial 

aid application assistance, textbook delivery, access to support materials and faculty, and 

examination proctoring. 

Education is based on interpersonal communication and governed by the mles of 

personal interaction. The separation of instructor and student distinguishes distance 

education from all forms of conventional, face-to-face, direct teaching and learning. 

Therefore, it is necessary to replace the interpersonal communication and interaction of 

conventional education by a varjety of mechanical or technologicaI means of 

communication. Support semices may be delivered to distant learners through a variety 

of methods including student visits ta the home campus, or contracts with other higher 

education institutions, high schools, or other entities in closer proximity to distant sites. 



Additional methods include faculty and support stafftravel to distant sites or access 

through techno logical means. 

There is a wide range of technology-based alternatives to institut ional-based 

services. Distance education programs have successfully integrated computer and audio 

confmncing, fax, voice-mail, audiographics, videotapes, videodisks, audio cassette 

tapes, video presentations, television broadcasts and the more familiar telephone and 

print-based materials into the teaching and learning process. 

A college's Web presence serves a number of beneficial purposes by making 

available to students and the public accurate catalogs, official publications and other 

items relative to attending the institution or withdrawing from it. Colleges and 

universities can easily and frequently update established Web pages to provide students 

with clear, complete, and timely information on the curriculum, course and degree 

requirements. Furthermore, the Web's ability to combine print, audio, and video-based 

resources with computer-mediated or computer-based instruction enable educational 

support services to adapt effectively to a student's particular learning preference, 

schedule or special needs. 

Chapter 5 summarizes the conceptual concepts discussed in this and preceding 

chapters. The chapter will develop a conceptual framework and describe the 

methodology for this applied research project 



Chapter 5 - Conceptual Framework and Methodology 

Statement of  Purpose 

The chapter summarizes the conceptual framework for each question and 

describes the selected research tools and methodology that link the conceptual 

frameworks to the research purpose. Secondly, the chapter identifies the criteria used to 

develop the individual elements of the coding sheet used in this study. Finally, the 

chapter identifies the literature that links the conceptual frameworks to the elements on 

the coding sheet. 

CONCEPTUAL FRAMEWORK 

The empirical portion of this study is organized around five questions. Each 

question refers to information about distance education and support services for distance 

education. Questions 1, 2 , 3  and 4 inquire about the institutional Web site, distance 

education, consortia1 relationships and methods of technology-based alternatives utilized 

to link the distance learner with the institution's learning strategies. Question 5 assesses 

whether colleges are providing support services that contribute to a successfhl distance 

learning experience and ensure a quality distance education program. The questions are 

1) Is each Texas public community and technical college Web site providing 
information about the teaching and learning process? 

2) Are colleges offering distance education and providing information on the 
distance teaching and learning process? 

3) Are colleges actively participating in consortia1 or collaborative efforts? 

4) What methods of interaction or systems of delivery are used to provide 
support services for distance learning? 



5 )  Are colleges' Web sites adequately providing access to support services that 
are appropriate to the distance learner's needs, preferences and schedule? 

The key issues outlined by these questions are relevant to the quality and success 

of a distance learning program. Each of the questions has a separate conceptual 

framework. The developmental questions are associated with types of information that 

may or may not be found in institutional Web sites. Distance learning though the 

Internet and the World Wide Web is relative] y new. Hence, some of the information 

sought is purely descriptive (Questions 1, 2, 3 and 4). The last question, Question 5 ,  

gauges whether colleges' Web sites are providing adequate access to support services that 

are appropriate to the distance learner's needs, preferences and schedule. 

The coding sheet used in this study is organized by the research questions (an 

example of the coding sheet is provided in Appendix 8). Furthermore, the criteria 

used to develop the individual elements of the coding sheet are derived from the literature 

summarized in Chapters 2 ,3  and 4. 



'Table 5 . 1  states Research Questions 1, 2, 3 and 4 and identifies the literature that 

links the conceptual frameworks to the items on the coding sheet. Research Question 1 

inquires about the institutional Web site. Some of the information sought by the 

developmental question is purely descriptive and is associated with types of information 

that may or may not be found in institutional Web sites. 

Table 5.1 
Conceptual Framework for Research Question 1 

Literature Relevant to Coding Items 1-8 

INSTITUTIONAL WEB PRESENCE 

Q1: is each Texas public community and technical college Web site providing 
information about the teaching and learning process? 

Elements Source 
Institutional Web site for A cureditation 

Section 4.4 and Section 5.3 
Maddux, 1997, 7-9; Johnstone, 2 

1 168-1 70; Phipps, et a]., 1998, 32; 
j PrinciplesafCoodl'ractice; Smith, 

1 Accreditation I Principles of Good Practice; Smith, 1 4 I 

1996,JO; Levine, 1993, 2 1; Lewis, 
et a 1  1995,27; MacBrayne, 1995, 1 

3 I 
I philosophy 1998, np; Levine, 1992, 24; 

MacBrayne, 1995, 168; Phipps, et 
al, 1998, 19; Johnstone, 

I 

accreditation Principles of Good Practice; Smith, ) 6 

1998, n 
Links to regulatory / accrediting Smith, 1998, np 

I (i.e.: health science, engineering) ( 1998, np  I 

7 

agencies I S m i  
1 Maddux, 1997, 7-9; Johnstone, 

1996, 40; Levinc. 1 992,2 1 ; Lewis, 
et al., 1995, 27; Phipps, et al, 1998, 
32; MacBrayne, 1995, t 68- 170; 
Smith, 1998, np 



Table 5.1 continues by stating Research Question 2 and identifies the literature 

that links the conceptual framework to the items on the coding sheet. The developmental 

question asks if colleges are offering distance education and whether colleges' Web sites 

provide information about participation in the distance teaching and learning process. 

Some of the information sought by Research Question 2 is purely descriptive in nature. 

Table 5.1 cont. 
Conceptual Framework for Research Question 2 

Literature Relevant to Coding Items 9- 16 

POSTSECONDARY DISTANCE EDUCATION 

Q2: Art colleges offering distance education and providing information on the 
distance teaching and learning process? 

course offerings - no program / 
unit 

I Identified as separate program / Hopey, 1996, 23, Schweiger, 1994, 
21; Western Cooperative, 1997, 1; 
Princides of C;& Practice i 

Codiap: Item 
9 

Elements 
Reference to distance learning 

G o d  Practice; 

G d  Practice 

Source 

ob'ectives, licies, rocedures 
l L p ~ ~ i ~ r c i p l e r  Distance learning regulatory / o f E d  ~ractirr 

Smith, 1998, np I 
I 14 I 

1 interaction I SACS  rifer ria 4.8.2 4 I 

agencies 
Expected learning outcomes 
Nature of facultylstudent 

Principles of G d  Practice 
Principles of G o d  Practice; 



The following section of Table 5 . 1  states Research Question 3. The table also 

identifies the literature that links the conceptual framework to the items on the coding 

sheet. The developmental question inquires about colleges' participation or membership 

in consortial or cooperative eflorts. Some of the information sought by Research 

Question 3 is purely descriptive and is associated with types of information that may or 

may not be available in institutional Web sites. 

Table 5.1 cont. 
Conceptual Framework for Research Question 3 

Literature Relevao t to Coding items 17-20 

POSTSECONDARY CONSORTIAL OR COOPERATrVE EFFORTS 

Q3: Are colleges actively participating in consortia1 or cooperative efforts? 

Elcments 
Consortia I cooperative efiorts 

Links to consortia homepage 

Soume 
SACS Criteria 4.9.1; Phipps, et al., 
1998, ix 
SACS Criteria 4.9.1; Phipps, et al., 
1998, ix 

Coding Item 
17 

18 

19 

20 

SACS Criteria 4.9.1; Phipps, et al., 

Explanation of consortia1 
agreements - co-enrollment, 
hostlrecipient, et c. 

SACS C'rirerm -1.9. J ;  Phipps, et al., 
1998, ix 



The final section of Table 5.1 states Research Question 4 and identifies the 

literature that links the conceptual frameworks to the items on the coding sheet. The 

developmental question inquires about the methods of interaction or systems of delivery 

used as technology-based alternatives to traditional campus-based services. Some of the 

information sought is purely descriptive and is associated with types of technologies that 

may or may not be used to provide access to student support services. 

This part of the coding sheet does not use individual coding items; the 

technologies listed are examples cited by the literature as possible methods of linking the 

distance learner to the learning strategies developed by the institution. Types of 

technologies used will be documented for services where appropriate. Notations will be 

made on the coding sheet in the column titled Method of InteractionlSystem of Delivery. 



Table 5.1 cont. 
Conceptual Framework for Research Question 4 

Asynchronous or Synchronous Technology-based Alternatives 
Used to Access Student Support Services 

METBODS OF INTERACTION I SYSTEMS OF DEIJVERY 

Q4: What methods of interaction or systems of delivery are used to provide support 
services for distance learning? 

I I 
/ Web page revision I ~ a d d u x ,  1997,)-9 

Mail 53-58; ~addux ,  1997, 7-9; Phipps. et al., -1 998, 5 ,  19; 
Price, 1995,40; Martin, 1997, 5 1-52; Parrot, 1995, ap;  

Television braadcast SACS Crzteria Section 53 

Videotape / disk 

bank 
Web-based I 

~ 3 r r 1 0 < 6 1 n ; < ~ y r > I y ~  1 I 

Downloadrng of software I course F= 

As nchronous 

materiaIs 1 , Bulletin b a r d  I Listserv I 

Lehman, 1995, 147-149, 170 Lewis, et al., 1995, 15; 

a r o u p  
FTP 

m e  I SrnRh, 1998, np; Moms. 1994,58; Repman, 1996,36; 
Computer Assised Zhang, 1998, np; MacBrayne, 1995, 165-1 70; Berge, 
E-mail 1 1995,2; Hopey, 1996,22; Kerka, 1996, np; Levine, 1992, 

Internet 
Chat or MOO 

Synchronous 
Toll-free telephone number 
Regional Center 

Lehman, 1995, 147-149,170; Lewis, et al., 1995, 15; 
Smrth, 1998, np; Morris, 1994,58; Repman, 1 996,36-37; 

Interactive two-way video1 two-way Zbang, 1998, np; Kerka, 1996, np; MacBrayne, 1995, 
audro . 165- 170; Berge, 1995,2; Hapey, 1 996.22; Kerka, 1996, 
Tel hone conference np; Levine, 1992, 53-58; Maddux, 1997,7-9; Phrpps, et 

Videoconference al., 1998, 5, 19; Price, 1995,40; hbrm 1997, 5 1-52; 
WWW - World Wide Web or Parrat, i995, np; SACS L'rirena Secnon 5.3 



Institutional Web Presence. The status of community and technical college 

Web sites is addressed by Research Question 1 : Is each Texas public cummunify and 

technical college Web sile providing information about the leaching a d  learning 

process? An institution's Web presence is a reflection of the administration's 

commitment to incorporating technological advances in the teaching and learning 

process. Second, establishing an institutional Web site is often the first step in 

developing a technological infrastructure for a college's distance education program. 

Third, the Internet and the World Wide Web enable a college to provide distance learners 

with an immediate, personal, and efficient learning experience. Finally, the institutional 

Web site expands the college's boundaries to new student markets and enables the 

college to disseminate information in a format that can be easily and frequently updated. 

Items 2-8 ascertain if the Web site is providing potential students and the public with 

information about the college's mission and purpose, regulatory and accrediting bodies, 

and the quality of instruction. 

Postsecondary Distance Education. Research Question 2 asks Are coiieges 

ogering distance education and providing information on the drsfance teaching and 

learning process? In other words, the question asks whether community and technical 

colleges are offering distance education courses and have established separate programs 

within the organizational structure to oversee the distance teaching and learning process. 

The literature cited in Table 5.1 explains that a separate operational unit for distance 

education demonstrates a college's commitment to on-going support, both financial and 

technical, and to continuation of the program for a period sufficient to enable students to 

complete a degree/certificate. The literature also identifies types of information relevant 



to distance education that should be provided to potential students and the public. This 

information is represented by items 1 1 - 1  6 on the coding sheet. Item 1 1 ascertains if the 

distance education program's role and mission is available for review and comparison to 

the college's mission and purpose. Item 1 2 documents whether the college's Web site is 

providing information such as clear1 y stated program and/or course outcomes, objectives, 

policies or procedures. 

Evidence collected by Items 13 and 14 notes if t he program is provided by or 

through an institution that is accredited by a nationally recognized accrediting body, and 

r hat programs holding specialized accreditation meet the same requirements when offered 

electronically. Evidence collected for Item 1 5 determines if the distance education 

program clearly states expected learning outcomes appropriate to the degree or certificate 

awarded. Item 16 examines whether the distance education program provides students 

with information about access to and interaction with faculty members. 

Postsecondary Consortia1 or Cooperative Effons. A college's Web site 

increases opportunities to participate in consortia or collaborative relationships. In 

addition, links to member colleges or the consortia's Web site indicates an institution's 

commitment to the success oft he collaborative efforts. Research Question 3 asks are 

colleges actively partrcipating in consortia1 or collaborative eforts? Elements relevant 

to Research Question 3 are represented by Items 17-20 on thecoding sheet. Evidence 

collected by Items 17-20 determines if colleges are participating in cooperative efforts 

and whether or not the institutions are providing students and the public with information 

on the consortia's policies on awarding degrees and credits, and the responsibilities of 

host and remote sites. In addition to documenting a college's participation in consortia1 



effons, names of identified relationships, for example, membership in the Vimal College 

of Texas, are noted. 

Methods of Interaction or Systems of Delivery. The literature presented in 

Table 5 . 1  explains that education is based on interpersonal communication and governed 

by the rules of personal interaction. Consequently, interactions lie at the heart of any 

learning situation and remain critical to active learning. The separation of instructor and 

student distinguishes distance education from all forms of conventional, face-to-face, 

direct teaching and learning. Therefore, it is necessary to replace the interpersonal 

communication and interact ion of conventional education by a varietv of mechanical or 

technological means of communication. 

The types of technology-based alternatives used to provide student support 

services for the distance learner are identified through evidence collected for Research 

Question 4: Whal methods of interaction or systems of &li wry are zrsed to provide 

support services for distance /ranling? An institution's commitment to providing 

appropriate use of technology to meet student's needs and learning styles is reflected in 

the methods of interaction or systems of delivery utilized in providing student support 

services. If t he forms are limited, students whose aptitudes and interest are relevant to 

the form emphasized will have an advantage over those whose aptitudes are neglected. 

Furthermore, interactive technologies enable colleges to maximize social interaction for 

the distance learner. Finally, a diverse selection of technology-based alternatives to 

institutional-based services makes it possible to effectively adapt the method of 

interaction to a student's particular learning preference, schedule or special needs. 



Asynchronous and synchronous methods are listed on the coding sheet. f ontent 

analysis of institutional Web pages is used to identify the methods of interaction or 

delivery systems utilized for providing support services for distance learners. Where 

appropriate, the method or system is noted on the coding sheet. In addition, it is 

i mponant that Web pages are revised or updated frequently to insure students' access to 

current and timely information. Consequently, the revision date stated for each college 

Web site is documented on the coding sheet. 

Student Support Services 

The information acquired for Questions 1 ,  2. 3 and 4 is descriptive However, 

information acquired for Question 5 is used to gauge or assess the availability of 

support setvices to distance learners through an institutional Web site. Student support 

services are a significant factor in providing a quality distance educational experience. 

Secondly, as an essential part of the institutional planning process, support services 

contribute to the achievement of an institution's educational goals. Finally, access to 

student support services is a critical factor in distance learner success. 

Research Question 5 asks Are colleges ' Web sites ladequate@ providing access to 

supprl serwces that are opprupriare to the distance learttrr 's needs, preferences and 

schedule? Drawing on the literature, as well as guidelines provided by accrediting 

agencies, professional organizations or distance education consortia, a practical ideal type 

based on six conceptual categories was developed for this study. The practical ideal type 

consists of descriptive categories and key items that represent types of student suppon 

services that should be available for the distance learner. These support services are 



I )  informationltechnical support, 2) admissions, 3 )  registration, 4) assessment, advising, 

and counseling, 5)  learning resources, and 6 )  other services. The categories and items 

defined for the ideal type are listed on the coding sheet. Table 5-2 states research 

Question 5, defines conceptual categories and identifies the literature that links the 

conceptual framework, descriptive categories, and items on the coding sheet. 



Table 5.2 
Conceptual Framework for Research Question 5 

Literature Relevant to Coding Items 21-27 

STUDENT SUPPORT SERVICES FOR DISTANCE LEARNERS 

Q5: Are colleges' Web sites adequately providing access to support services that art 
appropriate to the distance learner's needs, preferences and schedule? 

MacBrayne & Russo, 1995, 165- 1 70; 
Wrtherspoon, 1997. 3 1, 30; SACS Criteria. for 

InformationtTechnical Support 
Elements 

Technical support staff 

shlls - going online, 
retnevmg and evaluating 

Assumtions about k 

I Kidder, 1995, 222-7; Johnstone & Krauth, 24 

Source 
Lehrnan, 1 995, 1 65 ; Levine, 1 992, 5 3 -5 8; 

Coding Item 
21 

~ccrediranon Section ,i 3 
- 

Johnstone & Krauth, 1996,40; h i s ,  et al., 

Lag-on information, 
communications parameters, 
technical equipment 

requirements 
Guides, tutorials, instructions 
for using technology 

v 

confidentiality; privacy 

Opportunity to practice 
sending and rece~vlng files, 
becoming farmliar wrtb 
sptem 

1996,40; Repman t Logan, 1996,35; i 
Schlosser & Anderson, 1994,38; Zhang, 1998, 1 

Principles of Good Practice 

Berge & Collins. 1995, 2; Hopey & Ginsburg, 
1996,22; Kerka, 1 996, np; Lehman, 1995, 149; 
Levine, 1 992, 5 3-5 8; MacBrayne & Russo, 
1995, 165-1 70; Maddux & Johnson, 1997,7-9; 
Phipps, & al., 1998, 5, 19; Pnce, 1995, 40; 
Smrtb, 1998, np; Western C w p e d v e ,  1997; 
Wrthefspoon, 1997; &g, 1998, np 

Berge & Collins, 1995, 2; Hopey & Ginsburg, 
1996,22; Kerka, 1996, np; Lehman, 1995, 
147-149; Levine, 1992,53-58; MacBrayne & 
Russo, 1 995, 165-1 70; Maddux & Johnson, 
1997, 7-9; Phipps, et al., 1998, 5, 1 9; Price, 
1995,40; Smrth, 1998, np; Western 
Cooperative, 1997; Wrtherspoon, 1 997; Zhang 

27 

1 



Table 5.2 ront. 
Conceptual Framework for Research Question 5 

Literature Relevant to Coding Items 28-45 

Q5: Are colleges' Web sites adequately providing access to support services that are 
appropriate to the distance learner's needs, preferences and schedule? 

.4drnissions -- 

Source 

Course guide / catalog SACS Crirena 4.4; Principles of Good 
i l Practice I I 1 Student Handbook 

Criteria for Admissions 

admissions 
for distance learning 

Critena 4.4 1 

SACS Critena 4. J - 
Gellman-Danley, 1998, np; SACS 

- 

Course 1 degree requirements SACS L'n'tena 3.4.  Prrncrples of Good 
Pmuctice 

Application - Institution Texas Higher E ~ U M G O ~  Coordinating 
Board 

Application - Common Texas Higher Education Coorbatmg 

1992,24; Schweiger, 1994, 86 

1992.24; Schweiger, 1994, 86 

30 
3 1 

I 

C------4 - Levine, 1492,24; Schweiger. 1994,861 38 

, Johnstone & Tiison, 1997,67; Texas 39 
Hrgher Education Cmrdmating Board; 
Princxples of Good Practice 
Princlpies of G o d  Practice: SACS 40 
Criteria 4.4 
Texas figher Education Coordinating 4 1 

distance learning costs Board 
Admissions Contact Infomation SACS Cdteria 3.3; Princ~ples of G d  

Practice 
SACS Criteria 4.4 

Schlosser & Anderson, 1994,38; 

I--- I Perez, 1998, np; Levine, 1992, 53-58 1 



Table 5.2 coat. 
Conceptual Framework for Research Question 5 

Literature Relevant to Coding Items 46-64 

Q5: Are colleges' Web sites adequately providing access to support services that are 
appropriate to the distance learner's needs, preferences and schedule? 

t 

I Registration I 
I Elements 

24hour rqistration 
Registration - Instnrct~ons 
Registration - Deadlines 
Year-roundreg~stratimfor 
&stance learning 
Payment Policies 

1-11 Assessment. Placement Gellrnan-Danley, 1998, np; Levine, 1992, 53-58; 

Schlosser & Anderson, 1994,42-43; Spears and 
Tatroe, 1997,41; Banta, et al., 19%, 30; h g a a  

during regstratlon period 
Payment credit card 

Source 
Levine, 1992,53-58 
Levine, 1992, 53-58 
Levine, 1992, 53-58 
Levine,I992,53-58 

Levine, 1992, 53-58 

Levme, 1 992, 53-58 

' Cali= Item 
46 
47 
48 
49 

50 
I Support staff available I Levine, 1992,53-58 

Assessment. Basic skills 

progress I o f ~ o o d  practice 
( Banta. et al., 19%, 2, 17, 56-57, 60; 

5 1 

&Alfred, 1993,np;PrinciplesofGoodPrac~tce I 
Levhe, 1992,21,53-58; Western Cooperative, 1 71 

Assessment. Learning styles 
Assessment. Real-world 
experience 

Assessment. 
Communication skrlls 
Assessment. Prdciency 
exams (CleP) 
Assessment. Performance 
based (portfolio) 

Asrasrnm. Cleadydefined 
guidelines on &p: policy 
Assessmeat. I n f o d o n  on 
test delivery I proctoring 
Assessment. Grade postkg 
Assessment. Studmt 

. . 

1997; Wttherspm, 1997 
Levine, 1 992, 2 1 
Levine, 1992, 53-58; Schlosser & Anderson, 
1994,4243 
Levine, 1992, 21 

Leader, I 998, np; Levine, 1992, 53-58 

Levine, 1 992,5 3 -5 8; Schlosser 62 Anderson, 
1994,42-43; Lafky and Singer, 1999,357; Banta, 
etal., 1996, 13 
Gelman-Danley CFetmer, 1998,np 

Gelman-Danley & Fetmer, 1998, np 

Price, 1996,41 
Perez, 1998, np; Banta, et al., 1 996, 13; Principles 

comments on program Tatme, 1997,40; Levine, 1992, 56; ~chlosser & 
Anderson, 1 994-C;wd Practice J 

55 
56 

57 

58 

59 

60 

6 1 

62 
63 

I 



Table 5,2 cont. 
Conceptud Framework for Research Question 5 

Literature Relevant to Coding Items 65-76 

Q5: Are colleges' Web sites adequately providing access to support sewices that are 
appropriate to the distance learner's needs, preferences and schedule? 

-- 

. l d v i s i n ~  and Counse- 
Coding hem- 

Advising. Academic 
Anderson, 1994, 42-3; Levine, 1 993, 

- 
66 

Advising. Comparison 
distance learning and 
traditional education 
Advising. Success rate of 

i 
previous distance learners 
Counseling. Career i 
Counseling. Mediation w i i f l  
Instructor 

Levine. 1993, 53-58 I 67 

Levine, 1993, 53-58 08 
I 

Winston, 1996,347,349; Levine, 
1993, 53-58 

Levine, 1992, 21 

Levine, 1992T2 1 ; Crego, 1996, 362, 
377 

70 

Counseling. Learning Levine, 1992,21 

~ a n a ~ e r n e n t  
counseling.-~eferral services 

difficulties I I 

Levine, 1992, 2 1, Winston, 1 996, -+ 347, 73 



Table 5.2 conk 
Conceptual Framework for Research Question 5 

Literature Relevant to Coding Items 77-88 

QS: Are rolleges' Web sites adequately providing access to suppori services that are 
appropriate to the distance learner's needs, preferences and schedule? 

learn in^ Resources 
Elements S6urce Coding Item 

Library catalog SACS Criteria Section 5. 1.  7 ; 
On-line ful 1-text databases , Gelman-Danlev and Fetzner, 1998, 
Texsharepanicipant 1 np; Kerka, 1966. np; Texas Higher 
Electronic document delive Education Coordinating Board 
Supplementary course materials 
Required texts 3 82 

Other Support Services 

Hours services available Principles of G o d  Pracnce, 
Gelman-Dadey, I 998, np.; Levine, 

I 
1992,Z 1; MacBrayne & Russo, 
1 99 5 ,  1 66; Maddux & Johnson, 1 1997. 7 

Languages other 
Purchasing textbooks and 1992,2 1 ; MacBrayne & Russo, 
supplies - 1995, 166; Maddux & Johnson, 
Student health insurance - 

Laboratorv facilities 

Distance learners may stop participating in course activities or drop out of classes 

or programs because of the pressures of meeting the challenges of every day life. The 

objective of support services is to meet students' needs inside and outside of the 

classroom. Mentors, counselors, instructors. support service specialists, and academic 

advisors work together to refer students as needed to specific services such as counseling 

financial aid or job placement. This connectivity and integration of services enaMes the 

Regional centers Texas Higher Education 
Coordinatinpr Board I 88 



Learning Resources 
77 Library catalog 
78 On-line full-text databases 
79 Texshare participant 
80 Electronic document delivery 
81 Supplementary course materials 

E-mail 
Mail 
Video Presentations One-way 
Television broadcast 

. . 

Otbcr 

Videotape / disk 
Telnet 

Method of  Interaction or Syattm of  Ddivtrg 
Web page revision 
<3 mo <6mo < I  yr>1 yr 

Asyncbronous 
Audiotape 
Computer Assisted 

83 

84 

8s 

86 

87 

ss 

Fax 
Telephone / voice menu information bank 

Hours services available 
Langu~es other than English 
Purchasing textbooks and supplies 
Student health insurance 
Laboratory facilities 
Regional centers 

1 FTP 
Synchronous 

Toll-free telephone number 
Regional Center 
h t  eractive two-way video/ two-way audio 

-- - 

Teiep hone conference 
Videoconference 
WWW - World Wide Web or Internet 

1 Chat or MOO 

Print-based 
Downloading of sohare / course materials 
Bulletin board / Listserv I Newsgroup 



and skills 
management skills - 

Student support services for distance learners 
Information 

- 1 going online, retrieving and 

2 1 

22 
- Technical support staff 

Assumptions about technological 

2-1 

I I communications parameters, I I I 

evaluating information 
Ethical how-to's; confidentiality; 

15 
privacy 
Log-on information, 

26 
technical equipment requirements 
Guides, tutorials, instructions for 

27 
using technology 
Opportunity to practice sending 
and receiving files, becoming 
familiar with system 

Admissions 

1 Students Entering 
ion - 

28 

29 

30 

31 

32 

33 
34 

35 

36 

~,,dfke C b v r y  ion - 
.-. ' 

Academic calendar 
Course guide 1 catalog 
Student Handbook 
Criteria for Admissions --- 
Additional admissions 
requirements for DL 
Course / degree requirements 
Application - Institution 
Application - Common 
Transfer of Credit - Explanation - 

44 

45 
Deadlines clearly stated 
Orientation 



distance learner to feel part of the college community while providing access to a 

network of services and programs that ensure a student successfully meets his or her 

educational goals. 

Research Quest ion 5 asks Are colleges ' Web sites adequately providing access ro 

sllpport sen*ices that are appropriate lo the distance learner 's nee&, preferences arzd 

schedule? Because access to student support services is a critical factor in distance 

learner success, distance education programs must consider that students require a variety 

of support services. Furthermore, distance learners need to access services in the same 

way they access instruction-from a distance and at times that fit their schedules. 

Student support services include the entire range of institutional programs and resources 

that support student learning and personal development. Services include advising, 

counseling, libraries, and access to course resources. Additional services are placement 

testing, program advising, financial aid application assistance, textbook delivery, access 

to support materials and faculty, and examination proctoring. 

Six conceptual categories developed for the study are Inforrnation/Technical 

Support, Admissions, Registration, Assessment, Advising and Counseling, Learning 

Resources and Otber Services. The categories consist o f  key elements that represent 

l y p ~  of student support services that should be available for the distance learner. 

The elements, represented by items on the coding sheet, are based on the literature and 

guidelines provided by accrediting or state regulatory agencies, professional 

organizations or distance education consortia that are summarized in Chapters 2 ,3  and 4 

and listed in Table 5.2. 



InformatiodTecbnicai Support. The literature cited in Table 5.2 explains that a 

successful distance education program provides information on assumptions about 

technological competence and skills and technical equipment requirements. Case studies, 

accreditation criteria and regulatory agency requirements identify types of informationa1 

services and technical support that should be available to the distance learner. These 

services are represented bv Items 21-27 on the coding sheet. Evidence collected by Item 

2 I determines if technical support staff is available for distance learners. Items 22-25 

identify the types of information available to distance learners concerning technological 

skills, information management skills, and communication in a virtual environment. 

Items 26 and 27 examine the types of instruction or assistance available to students, 

enabling the distance learner to become familiar with the technology. 

Admissions. According to the literature listed in Table 5.2, distance learners rely 

on student support services to provide clear, complete, and timely infonnation on the 

curriculum, course and degree requirements. In postsecondary education, Admissions is 

usually responsible for providing information about the institution's programs, 

admissions policies, tujtion and fees, refund policies, financial aid and other support 

services. The obligation to provide this information is derived from a number of sources 

such as accreditation criteria, state regulatory agency requirements or consortia1 

agreements. 

Items 28, 29, 30 and 3 3 on the coding sheet determine if colleges are using the 

Web to provide students with information on the cuniculum and course or degree 

requirements. Evidence collected by Items 3 1,32 and 44 indicates whether admissions 

criteria and guidelines are clearly stated and accessible to the distance learner. Items 34 



and 3 5 examine the college's use of available technology to provide students with 

applications for admission. Evidence collected for Items 39,40, 41 and 43 identifies the 

presence of information on financial aid, tuition and fees, and refund policies. The 

availability of admissions contact information is documented by Item 42. 

Admissions also evaluates academic credentials for students entering the college 

and assigns credit for prior academic experience, credit earned by advanced placement 

testing, or other academidwork experience. Students may require assistance from other 

areas of support services such as academic advising or counseling for advanced 

placement testing or developing portfolios to demonstrate previous learning and work 

experience credit. Items 36, 37 and 38 determine whether students entering or leaving 

the program have access to inforrnation on credit transfer. 

The literature also explains that participation in an orientation program is a critical 

factor in students' success and in their sense of connection with the institution, faculty 

and peers. Orientation sessions help distance learners understand their new learning 

environment. Students benefit from being informed about the rules and procedures of 

their distance class and expectations of their instructor. Furthermore, students enrolled in 

courses presented by distance technology such as videoconferencing require orientation 

programs where they have an opportunity to practice using equipment, ask questions, and 

become familiar with the technology. Finally, students enrolled in courses offered 

through a consortium require specific information about 'host' and 'recipient' 

responsibilities and availability of support services. Evidence collected by Item 44 

documents a college's provision of orientation sessions for the distance learner. 



Registration. The literature states that the registration process can smooth the 

entry of distance learning students to the college or act as a barrier. The sources listed in 

Table 5.2 identify several elements that contribute to the quality and success of the 

distance teaching and learning process. For example, colleges should provide students 

with access to registration at times appropriate for distance learners' needs, preferences 

and schedules. In addition. support staff should be available during registration periods 

to assist students with questions about the registration process or in solving problems 

with the technology. 

Items 47 and 48 on the coding sheet examine whether clearly stated registration 

instructions and deadlines are accessible to distance learners. Items 46, 39 and 5 1 

d e t m i n e  if colleges are providing access to registration at times appropriate for distance 

learners, and whether support stafF is available to assist with registration. Evidence 

collected by items 50 and 52 indicates that payment policies are clearly stated and that 

distance learners may use credit cards to pay tuition and fees. 

Assessment, Advising, Counseling. The literature cited in Table 5 . 2  stresses that 

distance learners accepted for enrollment must have the background, knowledge and 

technical skills needed to undertake distance learning courses. Assessment programs are 

important in identifying students' abilities so that they can be placed, advised and 

counseled appropriately. Items 53 through 64 on the coding sheet collect data on the 

availability of assessment services that the literature indicates should be available for 

distance learners. 

Students need support and direction to enable them to make a successful transition 

from traditional classrmm based education to learner-directed distance education. In 



particular, they need tools that will help them monitor their progress and obtain timely 

feedback on their activities. Item 63 determines if distance education programs are 

monitoring student progress. A significant concern in distance education is test 

proctoring - including policies regarding proctoring, staffing requirements, test material 

delivery and test retrieval. Furthermore, if distance education courses are to be taught 

off-schedule, or are not consistent with the regu tar course term, procedures must be put in 

place that will allow course completion records and grades to be posted at any time. 

Evidence documented by items 60, 61 and 62 provides information on policies 

concerning test deiivery and proctoring and grade posting. 

It is also important for students to participate in the evaluative process -- both in 

terms of their own progress and the success of the courses or programs in which they are 

enrolled. Program evaluation is a critical component in evaluating student frustrations 

and successes. Item 64 examines whether distance education learners are provided an 

opportunity to evaluate the quality of instruction, curriculum and the distance education 

program. 

The literature, summarized in Chapter 2, 3 and 4 and cited in Table 5.2, 

emphasizes the need for socialization in distance education. The literature identifies 

advising and counseling as essential components of distance education support services 

that act as part of an educational provider's strategy for connecting the student with 

institutional representatives, other students andor individuals in the student's community 

or workplace. Advising and counseling includes a number of activities such as assisting 

students in identifying goals, developing a plan to achieve goals and identifying resources 

and swvices to help in meeting personal, academic or career goals. Secondly, advisors 



and counselors provide information, encouragement, reassurance, support and feedback 

concerning a student's progress. Furthermore, this area of support services encourages 

active problem solving and, when appropriate, offers information about (and may assist 

with) contacting resources or services outside the organization. 

Academic advisement is necessary to avoid students enrolling in distance learning 

courss without the benefit of testing to evaluate their chances of success. Academic 

advisement programs that are proactive in helping distance learners plan their degree 

programs reduce unnecessary confusion about distance degree options and requirements. 

Consequently, counseling and advising for short- and long-range degree planning, along 

with information on degree options and requirements, are essential to student success 

Thus, this component of student support services is an important organizational strategy 

for increasing student retention. Finally, when academic planning encourages students to 

develop an awareness and understanding of prior learning and/or work experience, the 

process can provide a comprehensive picture of strengths, weaknesses, and experiences 

rha~ may be used a means of awarding credit. 

Distance learning students complete their coursework significantly faster when 

they have regular tutor contact. In mentoring programs, support services assist in 

establishing a relationship between an experienced and a less experienced person in 

which the more experienced person provides guidance, advice, support and feedback. In 

a distance education setting, consultation and mediation are effective ways to solve 

problems, improve the educational environment, and minimize potential roadblocks to 

learning. Consultation and mediation are types of conflict resolution used to assist with 

teacher-student or learner-learner disputes that are not easily resolved independently. 



This component of student support services is of particular importance in a distance 

education setting where teachers and students of diverse cultural backgrounds 

communicate through a technologically based method of interaction. 

The literature identifies a number of advising and counseling services that should 

be available to the distance learner. These services are represented by Items 65-76 on the 

coding sheet. Items 65 through 67 examine whether distance learners are provided with 

academic advising while evidence collected by Items 68 through 76 provide insight into 

the availability of the types of counseling services that ensure a quality educational 

experience. 

Learning Resources. The literature notes that colleges must ensure that distance 

learners are provided with and have access to adequate libraryllearning resources and 

services to support the courses, programs and degrees offered. Access to electronic 

information should be available through existing technologies or through formal 

agreements, such as the Texshare program. Furthermore, electronic document delivery of 

materials, on-line databases and library catalogs enable students to acquire information 

and pursue research related to their courses of study Finally, distance learners require 

a a s s  to required or supplemental course materials. Evidence collected for Items 77-82 

on the coding sheet indicates if colleges are providing distance learners with access to 

information resources. 

Other support sewices. Additional concerns identified by the literature as 

relevant to the distance learner include purchasing textbooks and supplies, support 

services provided in more than one language, student health insurance policies, and the 

hours services are available. Furthermore, distance classes requiring specific laboratory 



facilities will need to assist students in making the necessary arrangements for use of 

local facilities. Items 83-87 on the coding sheet document the types of other support 

services available to distance learners. 

METHODOLOGY 

Research Purpose 

The research purpose is both exploratory and descriptive. The research is 

exploratory in that it investigates the status of institutional World Wide Web sites, 

distance education programs and consortia1 or collaborative relationships at Texas two- 

year public community or technical colleges. The research is descriptive in that it 

assesses student support services provided for students enrolled in distance learning 

courses or programs and the methods of interaction or types of delivery systems used for 

providing services to distance learners. 

Content analysis 

Content analysis is the methodology selected to collect the empirical evidence to 

address the research questions. Babbie ( 1  995, p. 306) defines content analysis as a 

researcher's examination of a class of social artifacts, typically written documents. 

Content analysis combines quantitative and qualitative techniques and can serve many 

different purposes. These include: 

. comparison of media or levels of communication 

coding open-ending questions in surveys 

describing attitudinallbehavioral responses to communications 

revealing the focus of individuals, groups, institutions, or societies 



reflecting cultural patterns of groups, institutions or societies 

describing trends in communication content ( Weber, 1985) 

Although Web pages exist in a virtual environment, they are written documents. 

Therefore, they are appropriate for content analysis as defined by Babbie. Furthemore, 

content analysis is the most appropriate research design for this population because it is 

the most adaptable to a rapidly changing medium. 

Strengths a n d i f  Selected Research Method. There are strengths and 

weaknesses associated with any research method, including content analysis. Babbie 

( 1 979, 252-53) lists the following as strengths of content analysis: economy, ease of use, 

unobtrusive, studies can be replicated, and content analysis allows for historical studies 

and comparisons. Babbie identifies the following as weaknesses of content analysis: 

limited ta recorded communications and potential problems with validity. An additional 

disadvantage of content analysis is that it relies on the researcher to construct categories 

that are mutudly exclusive (Holsti, 1969, 136). 

Analysis of Web sites is an economical and unobtrusive method of evaluating 

postsecondary institutions' use of the technology to provide current and timely 

information about the teaching and learning process. The criteria listed in the coding 

sheet facilitate replication of the research and provide a basis for hstorical comparison. 

There are, however, weaknesses inherent in the selected methodology. These 

weaknesses are due to the defined criteria and the nature of the selected population. The 

criteria are based on the literature, as well as guidelines provided by accrediting agencies, 

professional organizations or distance education consortia. However, the selection of 



criteria is subjective in nature, based on the researcher's understanding of the literature. 

Furthermore. criteria are selected for their combined contribution to the quality and 

success of the distance education program Consequently, some criteria may be 

considered as key components while others may be considered as significant, but not 

essential to the program's quality and success. 

There are possible sources of error related to the population. Some pages may not 

be accessible or may not be available at the time of review. A second source of error is 

the possibility that a method of interaction or system of delivery utilized by the institution 

is incompatible with one or both browsers, Microsofi Explorer Version 4.0 or Netscape 

Navigator Version 4.5, used to search the Internet and institutional Web pages. 

Furthermore, the speed of delivery is influenced by the selected method of access. 

Research was conducted using either a 56K modem or an Ethernet connection and 

Windows 97. Students with different equipment or operating systems may not have the 

same experience accessing a college's Web site. 

In addition to potential weaknesses related to the technology, the nature of 

distance education affects the validity of the study. The integration of the lnternet and 

the World Wide Web into distance education programs at Texas community and 

technical colleges is relatively new. Consequently, the evolving nature of distance 

education, combined with the fluid nature of the Web, influences the permance of 

evidence documented by the study. In other words, colleges are updating and revising 

Web pages on an on-going basis. Thus, much of the data collected during the time the 

study was conducted may be valid for a limited amount of time. 



Finally, it is important to note that a number of factors influences the types of 

services provided. These factors include maturity of each distance learning program; the 

financial and technoIogica1 resources available to on-campus support services and the 

financial and technological resources allocated to non-traditional support services. 

Population of study 

This study analyzed 54 institutional Web sites for Texas public junior or 

community and technical colleges. Research was conducted September 20 - October 12, 

1999 

Institutional Web sites. The Web sites are accessed through the Internet. Web 

sites consist of a home or main page on the site, internal and external pages. Internal 

pages are linked from the home page and developed by the institution. The home and 

internal pages on a postsecondivy institution's Web site are developed and maintained to 

serve as access points to information about that particular community or technical 

college. External pages are linked from either the home or intemal pages on the 

institution's Web site and are produced by entities outside the institution. 

Communitv and technical collenes. Texas public junior colleges are defined as 

two-year institutions primarily serving their local taxing districts and service areas in 

Texas and offering vocational, technical, and academic courses for certification or 

associate The Legislature has authorized the board of trustees of any junior 

college district to change the name of such district by substituting the word 'community' 

for the word 'junior'. The purpose of each community college is outlined by   ducat ion 

Code, Section 103.003 (e), and a college's primary service area population is defined in 



SB 397. The Texas State Technical College System is defined as a coeducational two- 

year institution of higher education offering courses of study in technical-vocational 

edu~ation.~' 

Selection of Collenes for Study. Initially, 66 colleges and their Web sites were 

selected for this study. Following a preliminary review of institutional Web sites, 1 2 

college Web sites were excluded from the study. The decision to exclude an institution 

from the study was based on a number of factors such as colleges within multi-campus 

districts sharing one Web site, a college's lack of accreditation or the status of the 

institutional Web site. 

Two colleges were eliminated from the study because they are recently 

established institutions awaiting accreditation from the Southern Association of Colleges 

and Schools. The two colleges were Alamo Community College District's Northwest 

Vista and Texas State Technical College System's Marshall Campus. A third community 

college, Clarendon, was also eliminated tiom the study. The college's Web site is being 

revised and was unavailable for review at the time research was conducted. 

While some multi-campus districts or systems share a common Web site, others 

maintain individual sites for each campus or branch within the system. Thus, the 

relationship of campuses or branches with the district's central administration led to 

further reduction in the number of Web sites selected for analysis. For example, Austin 

Community College District is comprised of six campuses and San Jacinto Community 

-'6 E u o a  Cde ,  Subude G. Ch. 130, Sukhawr 4 Seuons 130.0 01 1, 130.005(a}@) 
" € W o n  Code, SWrle G, Ch. 135. Sukhapter A Sect. 135.01 



College includes three campuses. However, each district maintains one Web site with 

in formation relevant to the educational process at all campuses 

Similarly, Dallas Community College District has a central Web site with 

information relevant to all campuses. In addition to system-wide information posted on 

the central Web site, there are links to internal Web pages with infonnation relevant to 

individual campuses. Consequently, content analysis was limited to the District Web 

site. Tarrant County Junior College District also maintains a central Web site with links 

to internal Web pages for individual campuses. A review of Web addresses or U R L s  for 

each campus in Tarrant County's district indicates that some colleges within the district 

are maintaining individual Web sites as well as sharing the central Web site. A review of 

the campus-specific Web sites indicated that infonnation is primarily for students 

attending classes at the individual campus. Therefore, analysis was limited to Tarrant 

County District's central Web site. Another college eliminated from the study was 

Howard County College's Southwest Collegiate Institute for the Deaf. The Institute does 

not maintain a separate Web site; information is available on internal pages linked to 

Howard County College's Web site. 

In contrast to the colleges previously described. each of the campuses within the 

Alamo Community College District (with the exception of Northwest Vista) is included 

in the study. Like Dallas and Tarrant County, Alamo Community College District 

maintains a central Web site with information relevant to all campuses. However, in 

addition to the District Web site, each campus has a Web site with internal pages' for 

student suppon services specific to distance education courses offered by that campus. 



Finally, the number of colleges included in the study was determined by 

information provided by an institution's central Web site While North Harris- 

Montgomery Cornmunit y College District includes four campuses, the central Web site 

indicates that only two campuses - Kingwood and Tomball - offer distance learning 

courses. Content analysis was limited to Web sites for the Kingwood and Tomball 

campuses. 

The 54 colleges selected for analysis, along witb each college's Web address 

(URL) and descriptive information such as student head count and number of 

degrees or certificates offered are listed in Appendix A. 

Coding Sheet 

Babbie (1979, 239) indicates that as a mode of observation, content analysis is an 

operation of coding in which the communications are coded and classified in terms of the 

conceptual framework. In other words, content analysis is a research method that is 

suited to descriptive categories. Consequently, a coding sheet, organized by the research 

questions, was developed for this research project. The coding sheet replicates the 

conceptual frameworks described in Table 5.1. An example of the coding sheet is 

provided in Appendix B. 

Organization of codinn sheet. The conceptual framework was used to develop a 

coding sheet comprised of five sections. Items listed on the coding sheet enable the 

researcher to identify and document whether specific types of information or services are 

available to distance learners. Evidence collected by the first section of the coding sheet - 



- Texas public community and technical college Web sites - provides information on 

whether Texas public community and technical college Web sites are providing 

information about the teaching and learning process. Evidence collected by the second 

section of the coding sheet - distance education programs as part of the organizational 

structure - provides information about colleges that are offering distance education or 

that have established a separate operating unit to oversee the process of teaching and 

learning at a distance. 

The third section of the coding sheet -- community and technical college 

participation in postsecondary collaborative relationships - provides evidence about a 

college's participation in consortia1 or collaborative efforts. A fourth section of the 

coding sheet is used to document which methods of interaction or systems of delivery are 

utilized for providing services. This section of the coding sheet - Method of Interaction 

or System of Delivery - focuses on two aspects of the institutional Web site. The first, 

Web page revision, provides information about how frequently institutions update 

information on the site. The second describes the asynchronous and synchronous 

technologies that may be used to provide access to support services to distance learners. 

The fifth section of the coding sheet documents evidence related to student 

support services for distance learners. The elements included in this section represent a 

practical ideal type derived from best practices models, case studies and guidelines 

provided by accrediting agencies, professional organizations, or distance education 

consortia. According to Shields (p. 2 191, the practical ideal type can be viewed as a 

standard or point of reference that provides benchmarks with which to understand and 

improve reality. That is, the ideal may be developed to use as an assessment mechanism. 



Consequently, the practical ideal type is useful because it provides a point of departure 

for policy recommendations 

The practical ideal type is generally organized by category (Shields, p. 2 19). 

Thus, the section of the coding sheet relevant to student support services is organized by 

the conceptual categories identified in the discussion of the conceptual framework and 

summarized in Figure 5.2. The categories, Information, Admissions, Registration, 

Assessment, Advising, Counseling, Learning Resources and Other, represent components 

oft raditional campus-based student support services. 

Method of Collecting Data 

Content analysis is applied to the entire Web site to ensure consistency and to 

allow for variances in terminology. Research Questions 1 ,  2, 3 and 4 are descriptive in 

nature. Thus, evidence collected for Items 2 through 20 on the coding sheet describes the 

availability of specific types of information concerning the college and distance 

education. A value of 1 -yes is assigned to each item that is available on the Web site; a 

value of 0-no is assigned if the item is not available. 

Research Question 5 assesses or gauges the types of student support services 

available to the distance learner. Consequently, Items 2 1 through 88 determine if a 

service is available to the distance learner. Each item on the coding sheet is assigned a 

value of I -yes or 0-no. Web sites with active links to an internal page describing sewices 

within the context of a traditional campus-based education setting are assigned a 'no7 for 

that item. However, items that are accessible by active links from intmal pages relevant 

to the distance learner such as a distance education home page are assigned a 'yes'. 

Secondly, items that are available by way of more than one non-print method of 



interaction are assigned a 'yes'. Finally, items that are clearly identified as support 

services for the distance learner are assigned a 'yes'. 

Measurement 

A tally sheet was used to collect data for all items on the coding sheet. Data 

collected for Research Questions 1, 2 and 3 provide descriptive statistics, frequency 

distributions and percentages to indicate the availability of items related to the 

Institutional Web site, post secondary distance education or consortial relationships. 

Frequency distributions and percentages for Research Question 5 indicate the 

availability of support services for the distance learner. An assessment of the results 

gauges the availability of student support services that community and technical colleges 

should provide to the distance learner. In addition, information identifying consortia1 

relationships, types of technology-based alternatives to student support services and 

revision dates of Web sites is documented. 

SUMMARY 

The population selected for research consists of institutional Web sites for Texas 

public junior or community and technical colleges. The empirical portion of this study is 

organized around five questions associated with types of information that may or may not 

be found at the Web sites. The questions are derived from essential aspects of 

organizational planning, structure and policy concerning distance education. 

Consequently, the issues outlined by the questions are relevant to the quality and success 

of a distance learning program. The questions are 



1 ) Is each Texas public communitv and technical college Web site providing 
information about the teaching and learning process? 

2) Are colleges offering distance education and providing information on the 
distance teaching and learning process? 

3 )  Are colleges actively participating in consortjal or collaborative efforts? 

4) What methods of interaction or systems of delivery are used to provide 
support swvices for distance learning? 

5 )  Are colleges' Web sites adequately providing access to support services that 
are appropriate to the distance learner's needs, preferences and schedule? 

Some of the information sought i s  purely descriptive while Question 5 seeks to gauge or 

assess the type of suppon services available to distance learners through an institutional 

Web site. 

Drawing on the literature, as well as guidelines provided by accrediting agencies, 

professional organizations or distance education consortia, a practical ideal type based on 

six conceptual categories was developed for this study. The practical ideal type consists 

of descriptive categories and key elements that represent types of student support services 

that should be available for the distance learner. Content analysis is the methodology 

selected to collect the empirical evidence and the coding sheet is organized according to 

the descriptive categories. The categories are Information, Admissions, Registration, 

Assessment, Advising and Counseling, Leami fig Resources, and Other Support Services. 

Evidence collected by elements on the coding sheet determines whether information or 

support services are available to the distance learner. 

The following chapter, Chapter 6, presents the research results. Chapter 7 

summarizes overall results and recommends issues for further study. 



CHAPTER 6 - Results 

Statement of Purpose 

This chapter organizes and summarizes the data collected from content analysis of 

54 Texas public community college and technical institute Web sites. Web sites were 

analyzed September 20 - October 12, 1999. The frequencies and percentages collected 

for each category i s  presented in a table form along with a brief summary. Examples of  

Web pages are provided in this chapter and in Appendix E. Pages were selected for 

content and purpose without regard to quality of Web page design. Consequently, the 

examples should be viewed only as representative of the types of services or information 

available to the distance learner, rather than as examples of the "best" choice among 

similar Web pages. 

SUMMARY OF RESULTS 

[S each Texas public community and technical college Web site providing 
information about the teaching and learning process? 

The Internet, and especially its World Wide Web, offers tremendous resources for 

higher education A college's Web presence serves a number of beneficial purposes by 

making available to students and the public accurate catalogs, official publications and 

other items relative to attending the institution or withdrawing fiom it. Although 

developing and maintaining an institutional Web site is expensive and labor-intensive, a 

college's Web presence expands the college's boundaries, disseminates current 

information and enables the institution to respond to competitors. In addition, a college's 



Web presence increases opportunities to participate in consonia. Finally, establishing a 

Web site is the first step in developing a technological infrastructure for a distance 

education program. 

Table 6- 1 summarizes frequencies and percentages derived from content analysis 

of Web sites for 54 Texas public community and technical colleges. 

Table 6- 1 

Texas Public Community and Technical College Web Sites 
-- 

# Websites analyzed = 54 
7 

: Frequency Percentage - - - . . , - - I Institution has established a Web I 
resence . -- 100 , 

b,ite - ,slatement of purpose 5 I 

..- I 
78 

Information on program-specific 
8 accreditation 15 

1 Web sites - -  
2 4 I 

19 I ~acultv' credentials 

The data reveal that all two-year public community or technical colleges included 

in the study have established a presence on the World Wide Web. Furthermore, a very 

small number (3) includes a statement of purpose for the Web site. Finally, a large 

percentage (78%) provides information on the college's mission, goals or purpose. 

College telephone directories list faculty telephone numbers, however, less than 

one-fifth of the college Web sites provides information about faculty credentials. The 

appearance and format of Web pages indicate that most of the colleges providing 

information on faculty credentials are transferring print-based information from the 



college's catalog to the Web. However, a few colleges revised the print-based document 

for Web access. For example, Alamo Community College District lists credentials for 

hll-time and adjunct faculty while Vernon Regional Junior College includes an e-mail 

link for each instructor. 

Less than half (44%) of the colleges provides information on institutional 

accreditation and only a few colleges (15%) provide informarion on program-specific 

accreditation. Even fewer colleges provide links to accrediting agencies' Web sites (2% 

for institutional and 4% for program). W i l e  a number of colleges include accreditation 

information within the text of larger documents, Vernon Regional Junior College's link to 

accreditation information is easily found on the home page. In addition, the internal page 

is limited to information on the accrediting agency, enabling students and the public to 

access the information quickly. Two colleges provide college-specific accreditation 

information. Paris Junior College's Web site links to the college's SACS self-study plan 

and Temple College's site links to SACS survey results. 

Although many colleges continue the formal appearance and language of printed 

publications. a few are using the Web's interactivity and multi-media capabilities to 

increase students' awareness of the college environment and philosophy. For example, 

Del Mar College provides information on the board of regents, and seven colleges 

provide information on the board of trustees. Vernon Regional Junior College links to a 

picture of the board of trustees and Houston Community College System's (see Example 

6- 1) and North Central Texas College's Web sites have pictures and biographical 

information for each trustee. Finally, colleges are using the technology to increase a 

student's feeling of connectivity with the college community and to enhance access to the 



administration. The Web sites at Kilgore College and Paris Junior College are examples 

of home pages that display e-mail links enabling students to communicate directly with 

the college president's office. 



Example 6 1  
Houstoo Community College Systw 

Board of Tnrrtees 

I(lr HOUSTON COMMUNITY COLLEGE S Y S T E ~  

Front row, left t o  right, Trustees 
Herlinda Garcia. Carol H. Smith, and 
Chancellor Ruth Burnos-Sassce~; 
second row, Trustees John Fonteno lr., 
W.F. "Bill" Russell, and Bruw Austin; 
third row, Trustees Christo~her W. 
Oliver and Abel Davila; top row, 
Trustees lames R Mumhy and M, 
James Henderson. 

A VISION FOR THE FUTURE 

The Board of Trustees envisions the Houston Community College 
System as: 

The educational institution of choice for those who seek skilled 
training for the workforce, those who seek to upgrade their skills 
to enhance preparedness for economic opportunity, and those wl 
seek lifelong seamless educational opportunities to enhance 
quality of life; 

An integral part of the economic and educational life of the 
community through quality partnerships and responsiveness to 
community needs; and 

---------- 

An institution that is known for its quality and competency aniF 
its commitment to an open environment that fosters trust and 
confidence. 

~ l w t t l m s 3 l ~ I ~ I ~ l ~  
nbout I SW4DSs I Buslnsss R tornrnunll-i 

N.ws I Senrch I Haps I Employnnnt I Phone Numbers 



Are colleges oirering distance education and providing information on tbe distance 
teaching and b i n g  pmms? 

The vast majority of institutions offering distance learning are traditional colleges 

BDd universities with on-campw students. In addition to traditional classroom 

instruction, the institutions provide some distance learning courses or operate distance 

education progmhs. The role and mission of a distance learning program must be 

consistent with the institution's role d mission and the program must design its 

programs and support services within the h e w o r k  of the college or university's 

priorities. Table 6-2 summarizes hqueocies and percentages relevant to the ststus of 

distance education c o w  and programs at community and technical coUeges, 

Table 6-2 

Cdlqcs Providing Distance Education 



Of the 54 Web sites analyzed, 44 colleges refer to distance education. There is 

almost equal distribution between colleges that offer distance education courses (43%) 

and colleges that indicate a department or unit functioning as a part of the organizational 

structure (39?!). Most of the distance education programs' Web pages provide minimal 

information on the program's relationship to the college. For example, a program- 

specific mission was available on ten Web sites and seven colleges describe program or 

course outcomes or objectives. Furthermore, only one college provides information on 

regulatory or accrediting agencies and none of the colleges link to agency Web sites. 

Finally, a description of expected learning outcomes is available at two Web sites, and 

faculty-student interaction is explained at eleven Web sites. 

Are colleges actively participating in consortia1 or collaborative efforts? 

Whlle some colleges and universities are developing their own distance education 

capacities by utilizing technology-assisted instruction, other institutions elect to provide 

distance education by combining their efforts in cooperative ventures or worhng within 

consortia or collaboratives. Consortia or collaboratives are cooperative pooling and 

sharing arrangements among institutions, where several colleges and universities join 

together through a statewide or regional network to offer distance learning programs. 

The authority to award degrees or credits is retained by the institutions and does not shift 

to the cooperative or consortia. A consortia of instirutions offers a number of advantages 

to institutions including the ability to license instructional materiais at lower rates, 

sharing the cost of representation before state and federal agencies and boards, enhancing 



the ability to apply for grants. and the opportunity to specialize in certain functions or 

services. 

In the preceding tables N-=54, represented a population consisting of institutional 

Web sites for Texas public community and technical colleges. Forty-four of the Web 

sites indicate that the colleges offer distance learning courses or that a distance education 

program operates as part of the organizational structure. The purpose of this applied 

research project is to assess and describe activities and services in a postsecondary 

distance education setting. Consequently, the population is narrowed to 44 Web sites 

that indicate participation in distance teaching and learning. Table 6-3 summarizes 

community coilege participation in postsecondary consortia1 or collaborative 

relationships. 

Table 6 3  

Community & Technical College Panicipation in 
Postsecondary Consortia1 Relationships 

Fre uenc Percentage r w 4 c 7 7  
Statements or internal Web pages 
indicating participation in a consortia1 or 16 1 
cooperative -- effort I- No. of Web sites with links to consortia's , 

I ~ ~ a r t i c i p a n t s  with links ++-I to 
other members' web sites 
Explanation of consortia1 agreements; i.e., 
statements on co-enrollment, 
hostlrecipient, etc. I - -- 



The data does not indicate rhat ail two-year public community or technical 

colleges have established memberships in one or more intra-state institutional 

collaborations or inter-state relationships among institutions. This study does not 

consider the relationship between branch campuses within multi-campus districts as 

consortial relationships. The study evaluates membership in formal consonial 

agreements with educational providers operating independently from a college's 

administrative structure or legally defined district. 

Seven distance education providers indicate participation or membership in 

consortial or collaborative efforts. However, nine colleges provide links to a consortial 

Web site; the discrepancy is due to two colleges linking to the Virtual College of Texas 

without providing any explanation of the consortia or the consortial relationship. Only 

four of the colleges that provide statements on consortial relationships link to one or more 

consortia members' Web sites. Brazosport College and Northeast Texas Community 

College are examples of colleges linked to the Virtual College of Texas (VCT). 

Brazosport provides a brief explanation of VCT's purpose, and Northeast Texas' page 

state the consortial agreement and purpose (see Example 6-2). Other types of consortial 

agreements include Austin Community College as a member of the Capital Area Tech 

Prep Consortium, Temple College's membership in the Central Texas Tech Prep 

Consortium, and Laredo Community College's participation in the South Texas 

Telecommunications Network (see Example 6-3). 



NTCC is a pmud member of the 

Virtual College of Texas! 
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access a wide ran~ge of distance learning tames and services provided 
by colleges thughuut Texas. 
Please contact Dr. Mihael Dennehy for mwe information about online 
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What methods of interaction or systems of delivery are used to provide support 
services for distance learning? 

Education is based on interpersonal communication and governed by the rules of 

personal interaction. The separation of instructor and student distinguishes distance 

education from a11 forms of conventional, face-to-face, direct teaching a d  learning. 

Therefore, it is necessary to replace the interpersonal communication and interaction of 

conventional education by a variety of mechanical or technological means of 

communication. 

An institution's commitment to providing appropriate use of technology to meet 

students' needs and learning styles is reflected in the methods of interaction or systems of 

delivery used to provide access to student support services. Interactive technologies 

enable colleges to maximize social interaction for the distance learner and a diverse 

selection of technology-based alternatives effectively adapt the method of interaction to a 

student's particular learning preference, schedule or specid needs. Table 6-4 identifies 

the types of asynchronous and synchronous technology-based alternatives used by Texas 

public community and technical colleges to provide access to student support services for 

distance education. 



Table 6-4 

Methods of Interaction / Systems of  Delivery 
Used by Community and Technical Colleges 

to Provide Access to Student Support Services 

# of Web d m  analyud = 14 
Technolwv 

Informational Senice 
I E-marl 

I Information on assumpuons about technologmI competence. 

On-line requa forms 
Toll-he teldone m m k r  

dormation management *Us, a d  communication in a virtual 
environment 
Log-on informatio~ equprnent rsqurrements, 

Webhsed Power Point 

Opportunity to kcome familiar with system Hypertext m e n &  (Web) 
Web-basd multi-& tutorials 

_ 

Course catalog, -dent h a d b k ,  academic requlmnis 

Webbased F'AQ~ 
H ~ p n e x l  dmments (Web) 

On-he  request forms 1 -  Regronal sites 
I Tele~hone 

~oll:free telephone number 
H~pertext  dwuments (Web) 

1 PDF 
Print 

t E x v b U o n  of mum requkmnfs, cndn d e r .  G o t i  and fps, ) Hyperten documems (Web) 

3g A few colleges are using WebCT to pmvlde information on t d u i d  raqhments, learning styla. a 
Qstanw learner's handbook and so on. At one community college, a &stan= education course hked to a 
publisher's Web site. Prentice-Hall offers access to a &Stan& learner's haDdbook and Mher support 
services for &stance dimtion. 

fi&d aid 

Appli&on for admission 

hentation 

On-line request €oms 
PDF 
Priot 
Hypertext dontments (Web) 
MS Word & Word Perfect 
On-line 
PDF 

.mlIt 
Regional sites 
Hypenexl chumem (Web) 



Table 6-4 cont. 

Methods of Interaction / Systems of Delivery 
Used by Community and Technical Colleges 

to Provide Access to Student Support Services 

Support Service Tecbnolopy 
Registration 
Communication with staff I €-mall 

Reg stration instructions. deadhes. payment policies 

Regmation proms 

I On-line request forms 

Toll-free telephone numkr 
Hypertext documents (We) 
PDF 
Mall 
On-line 
Teiephone 
Toll-free telephone number 

Placement baslc W g  learning styles, etc. 

Testing policies 

G d  poshng 

Toll-& telephone number 
H w r t e x t  document (Web)" 
W e b b e d  FAQs 
Hlrperlext document (Web) 
r n F  
Telephone 

Assessment 

Advising & Counseling 
Communication with staff I E-marl 

- 

Academic. camcr, etc. 
Study hl l s .  time management etc. 

39~olleges are provldmg in formation about assessment m i e s  on the Web. A few colleges provide 
regonal ~ t n e r s  for testing or provide mdents the oppo&ty ta arrange for off-site test proctoring The 
rnajonty of colleges, however, require au&n# lo visit the college campus to m i v e  m s m e n t  services 
~ c b  as pla~ement, e r n  pgress, and so on. 

lnfonnation abut counseling and h s m g  senices is available on the W&. Ihstance learners at the 
majorrty of w m p m  are required to o h  h a s  on-site. 

Communication uilh staff 

Telephone 
Hyperkxl merit 
Hypenext -nt (Web) 

Mentoring and Tutoring 

E-mad 
Mall 

Links to exmml  pages 
We- FA@ 
Webbased Power Point 
pnslmions 
E - d  
On-he request form 



Table 6-4 cont. 

Methods of Interaction I Systems of Delivery 
Used by Community and Technical Colleges 

to Provide Access to Student Support Services 

Colleges are using technology-based alternatives to provide student support 

services. For example, a toil-free telephone number is an easily maintained. 

inexpensive method of access. Two distance learning programs, Brazosport College and 

Central Texas College, provide distance learners with technical support by way of toll- 

free numbers. Central Texas College includes one toll-fie number for in-state callers 

and a second number for out-of state-callers. 

Colleges are also using PDF and HTML to provide access to college catalogs 

and other college publications. Applications for admissions in PDF are available at 

College of the Mainland and Howard County Junior College District's Web sitesn4' A 

' 

'' Ranger College, one of the ten colleges that & not v i d e  &stance a t i o n  oEers PDF acoess to the 
college's amlication for aduussions. 

Support Service Technolopy 
Leaning Resoumes 
Communicallon wth staff E-mad 

On-line request forms 
Telephone 
Toll-free telephone n u m b  

L i b m y  catalog Online (Web) 

Supplemenlary course materials Hypertext doclutlents and h k s  to 
- 

Other Support Senices 
Rvchaslng text- and slrppties 1 E-mad 

On-line request forms 
ToU-free telephone number 
Te f ephone 

I 



few colleges seem to have transferred publications to the Web without any changes to the 

print-based text. Consequently, the student is faced with searching all of the text with no 

pointers or navigational tmls. Furthermore, the PDF documents require an Adobe 

acrobat plug-in, available for downloading from the Internet. The researcher used an 

Ethernet connection for downloading and found that, at many Web sites, the process took 

several minutes. A student with an older computer or 28K modem may find the time for 

downloading troublesome or that his or her system is not capable of managing a large 

document. 

There are, however, colleges that have added BMTL indexing to their PDF 

documents and divided the publications into sections, facilitating downloading and 

enabling students to access selected parts of the text. For example, McLennan 

Community College provides a web-based version of the catalog with a table of contents 

and an index linked to sections of the text. The index seems to be taken directly from the 

print-based publication; however, the links eliminate the need to scroll though a lengthy 

document. 

Some colleges, including Austin Community College and El Paso Community 

College, increase connectivity by providing on-line request forms (some appear to be 

Java-script). These forms make it possible for students to link to an internal page, request 

infomtios and return the form by e-mail. Texas State Technical College-Waco's 

request form includes a 'comments' box, enabling students to ask questions or request 

specific types of information not included on the checklist. On-line request forms also 

provide access to college bookstores, as noted in the section on other support services. 

A site search function enables a student to enter a search query and quickly find 



information on the college's Web site. Dell Mar College, Howard County Junior College 

District and North Harris Montgomery Community College District - Kingwood College, 

for example, provide site search functions at their Web sites. Other colleges, for example 

Northeast Texas Community College, provide hyperlinked indexes or maps to facilitate 

access. Indexes and maps are internal Web pages with alphabetical or subject 

arrangements of topics; each entry i s  linked to the relevant document on the Web site. 

While some college library catalogs are available on the internet (for example, 

Austin Community College, Dallas Community College District, Houston Community 

College System and Texas Southmost College), some catalogs are accessible by telnet 

connection. Examples include Alamo Community College District, Brazosport, College 

and Colin County Community College District. Del Mar College's library catalog is 

accessible on the Web and through telnet. Del Mar's explanation and instructions for 

telnet access are available in Example 6 4 .  Access to electronic databases and 

Texshare is available fiom a few library pages. However, some colleges (for example, 

Tarrant County Junior College and College of the Mainland), require students to enter a 

password. Students at Texas Southmost College and Austin Community College are 

required to configure their browsers as proxy scrvew before accessing on-line resources. 

The Web sites display a variety of photographs, clip art, original drawings, etc. 

Secondly, many college Web sites are utilizing Java script. Finally, a number of 

colleges are using frames as part of the Web page design. Each of these technologies 

may prohibit access or prevent a student from accessing all the available information. 

For example, the graphics increase amount of time to load pages. Furthermore, the 

graphics or Java script may not be compatible with the technology available to the 



student. Consequently, it is desirable for colleges to provide text-only versions of Web 

pages. Tarrant County Junior College and Lee College are two examples of Web sites 

with home pages that link to a text-only version, enabling students to access materials 

without graphics. This is especially helpful for students with older model computers, 

slower modems. or with visual difficulties. 
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It is important that Web pages are revised or updated frequently to insure 

students' access to current and timely information. All of the Web sites, including those 

at colleges that do not offer distance learning courses, were analyzed for date of revision. 

Dates vary for internal pages; consequently, data was collected from revision dates 

pasted on a college's home page. Table 6-5 summarizes frequencies and percentages for 

revision dates of institutional Web sites. 

Table 6-5 

Revision Dates for Institutional Web Sites 

# web sites analyzed = 54 I r-&=- 3-6 rnontbsT 6 Z h s -  1 More rtthk1-r i 

Of the 54 Web sites analyzed, twenty provide either a copyright date or do not 

include a date an the home page. Of the remaining 34, a majority of institutional home 

pages was revised or updated within the last three months. Thirteen home pages were 

revised within the last six months. Only one home page indicates a revision date of 1998, 

and a telephone interview with the Web master reveaied that the college has developed a 

job description, is providing funding for a full-time position to maintain the Web site, and 

is currently accepting applications. 

Are collqges' Web sites adequately providing access to support services that are 
appropriate to the distance learner's needs, preferences and schedule? 

The descriptive categories, lnfomationlTechnica1 Support, Admissions, 

Registration, Assessment, Advising, Counseling, Lezuning Resources and Other Services, 



represent components of traditional campus-based student support services. The 

elements of student support services selected for analysis are derived from the literature 

summarized in Chapters 2, 3 and 4. These elements are identified as components of 

student support services that shmrld be available to distance learners. 

The following pages discuss the individual components of support services for 

distance learners, summarize the evidence collected for each component and provide 

examples of Web pages from college Web sites. Pages were selected for content and 

purpose without regard to quality of Web page design. Consequent1 y, the examples 

should be viewed only as representative of the types of services or information available 

to the distance learner. rather than as examples of the "best" choice among similar Web 

pages. Additional examples are provided in Appendix E. 

Information/Technita1 Support 

In a distance education environment, learners may be required to have specific 

skills to enroll in the program or specific courses. For example, the use of online learning 

resources requires information management skills -- the ability to go online, retrieve and 

evaluate information. Secondly, students using electronic resources should be aware of 

ethical issues such as copyright and intellectual property ownership. Finally, distance 

learners may have concerns about confidentiality and privacy or interacting with students 

from different cultures when using e-mail or discussion lists. 

Distance learners rely on student support services for providing relevant 

information before enrollment. Therefore, assumptions about technological competence 





technological competence, technical equipment requirements and information 

management skills. 

Of the 44 colleges offering distance education courses andlor identifying a 

distance education program as an operating unit, five provide technical support staff for 

distance learners. Brazosport College and Central Texas College provide support on-line, 

through toll-free numbers and by e-mail. Brazosport's internal pages clearly state the 

hours services are available, and Central Texas's Web page for technical support 

encourages students to call anytime day or night. Gray son County's distance education 

page provides a link for students to ask questions by e-mail, and explains that the college 

plans to provide technical support for Internet students via a telephone hotline. 

Only 16% of the colleges provide information about the technological 

competence or skills that a student must have before enrolling in a distance education 

course. Brazosport College offers a flow chart, enabling students to answer questions 

about their skills and available technology (see Example 6-5). Students' answers direct 

them to choose Internet-based courses, telecourses, or to attend class on-campus. 

Six colleges provide assistance or information on skills essential for distance 

learning - going on-line and retrieving and evaluating information. Similarly, four 

colleges provide log-on information, communications parameters and technical 

equipment requirements. 

It is important that guides or tutorials and the opportunity to develop familiarity 

with the system be made available far students to access on an optional basis; however, 

these factors are not as crucial to the distance learner's success. The number of colleges 

providing guides, tutorials and instructions for using the technology is similar to that for 



other categories ( I  1%). Only one college provides distance learners with an opportunity 

to practice sending and receiving files or attain familiarity with the college's system of 

delivery. Distance learners reviewing Web pages at Central Texas College and Tarrant 

County Junior College will find a 'sample' on-line course. 

Assistance with browsers is available at two colleges El Paso Community 

College offers students guidelines for testing their browser to determine whether the 

student's system of delivery is compatible with that of the college. On the Brazosport 

College Web site, on-line guides offer screen captures of Netscape, enabling students to 

see real-world examples along with the text. Some colleges elect to use products 

developed outside the institution. For example, North Harris Montgomery Community 

College District-Kingwood uses WebCT, developed by the University of British 

Columbia, to provide distance learners with guides and tutorials. 

One additional factor, communicating in a virtual environment, may also be 

helpful to the distance learner's successful completion of the course or program. 

Information concerning ethics, confidentiality and privacy was available on five Web 

sites. 



B
ra

zo
sp

or
t C

ol
le

ge
 D

is
ta

nc
e 

L
ea

rn
in

g 
A

dv
is

em
en

t 
C

ha
rt

 
Fa

ll 
19

99
 I

nt
er

ne
t 

&
 T

el
ec

ou
rs

es
 

A
rc

 y
ou

 a
n 

in
de

pe
nd

en
t 

le
ar

ne
r.

 a
bl

e 
to

 m
an

ag
e y

ou
r 

tim
e 

an
d 

no
t p

ro
cr

as
tin

at
e?

 
N

o 

A
re

 y
ou

 c
om

pu
te

r l
ite

ra
te

? 

D
o 

yo
u 

ha
ve

 ac
ce

ss
 to

 a
 

T
V

 a
nd

 V
C

R
? 

N
o

 

Is
 y

ou
r c

om
pu

te
r a

 P
en

tiu
m

 
w

ith
 a

 2
8.

8 
m

od
em

 o
r 

be
tte

r?
 

Fo
r 

fu
ll 

sy
st

em
 re

qu
irc

m
en

ts
 

sc
c 

I 
R

cg
is

tc
r 

fo
r 

in
 tc

rn
et

 c
ou

rs
es

 

*C
H

E
M

 1
40

5 
*A

N
TH

 2
30

2 

4E
N

G
L 

13
01

 
*H

IS
T 

23
81

 

*H
IS

T
 1

30
1 

*P
H

IL
 1

30
1 

I 

D
o 

yo
u 

ha
ve

 y
ou

r 
ow

n 
In

tc
m

ct
 P

ro
vi

de
r?

 

I 
1 

C
an

 y
ou

 c
om

e 
on

 
N

o 
ca

m
pu

s t
o 

ac
ce

ss
 th

e 
in

te
ro

et
? 

R
cg

ist
cr

 fo
r 

te
le

co
ur

se
s 
0
 

N 

R
cg

ist
cr

 fo
 

ca
lr

lp
us

 

I S
ee

 D
av

id
 P

re
st

on
. 

I 



Admissions 

In postsecondary education, Admissions, a component of student support services, 

is usually responsible for providing, through publications or personal interaction, 

information about the institution's programs, admissions policies, financial aid and other 

support services. Admissions evaluates academic credentials for students entering the 

college and assigns credit for prior academic experience, credit earned by advanced 

placement testing, or other academic/work experience. Students exiting the program and 

planning to transfer from a two-year college to a four-year college have particularly 

specific needs for program planning. Students need to know exactly what is required for 

transfer and what options exist for fulfilling these requirements. 

Students interested in enrolling in a distance education course or program may 

have questions about the cost of tuition, related fees and financial aid services. 

Admissions must provide information about the institution's policies concerning tuition 

and fees, refund policies, and financial aid. The Coordinating Board requires that access 

to financial aid counseling and financial support be available to distant learners without 

prejudice to their distant status. Furthermore, the Coordinating Board requires that any 

supplemental fees charged by institutions for distance learning should be appropriate to 

the services provided. For example, distant learners should not be charged fees for 

services that are clearly related only to on-campus activities, programs or services. An 

institution's membership in a consortium brings additional concerns regarding tuition and 

fees - for example, to which institution does the student make payment? Each of these 

concerns must be clearly addressed in the information made available to students and the 

public. 



Participation in an orientation program is a critical factor in students' success and 

in their sense of connection with the institution, faculty and peers. Orientation sessions 

help students understand their new learning environment. Students benefit from being 

informed about the rules and procedures of their distance class and expectations of their 

instructor. Furthermore, students enrolled in courses presented by distance technology 

such as videoconferencing require orientation programs where students have an 

opportunity to practice using equipment, ask questions, and become familiar with the 

technology. Finally, students enrolled in courses offered through a consortium require 

specific information about 'host' and 'recipient' responsibilities and availability of support 

services. 

Colleges with distance degree programs should provide general orientation 

sessions that help students understand themselves as learners and their new learning 

environment. Orientation programs may be offered at a variety of times: 1) following 

admission but before registration for all students admitted to degree programs; 2) around 

the time of registration; and 3) following registration for all students enrolled in distance 

learning options. Some colleges and universities offer videotape copies of orientation 

sessions. Table 6-7 summarizes frequencies and percentages on the types of publications 

and services that address distance learner's questions about the college's programs, 

admissions policies, financial aid or other support services. 





This component of student suppon services includes several key criteria that are 

essential to a successful distance learning experience. The essential criteria include 

provision of course guide or catalog, criteria for admission, course or degree 

requirements, information on credit transfer, information relevant to tuition and fees, 

contact information, clearly stated deadlines, and orientation for rhe distance learner. 

Nearly three-fourths of the Web sites analyzed provide a course guide or catalog. 

One-haif of the colleges provides distance learners with Admissions contact information. 

In contrast to the number of sites providing a college catalog, about one-third of the 

colleges provides access to course or degree requirements. Although 25 coIleges provide 

an explanation of tuition and fees, Web sites offer limited information on related 

concerns. For example, refund policies are available on twelve Web sites, and deadlines 

on 14 sites. 

Admissions criteria and credit transfer information relevant to all students is  

limited to a small number of Web sites. Eighteen colleges provide an explanation of 

credit transfers for new students and eight colleges provide an explanation of credit 

transfer for exiting students. Only one college, Lee College, refers to home schooling in 

the discussion of credit transfer. Admissions criteria and credit transfer information 

specific to distance learning is also limited to a few Web sites. For example, five 

colleges list additional adrni ssions criteria for distance learners, three colleges provide 

information on credit transfer specific to distance learning and three colleges include a 

comparison of campus-based and distance education costs. Most colleges require 

distance [earners to attend orientation on campus. However, six colleges provide 

orientation targeted to distance learning. 



The provision of an academic calendar, access to the student handbook, the 

academic calendar, information on financial aid and an application for admissions are 

important, but not key factors, in distance learning. Nearly three-fourths of the Web 

sites analyzed provide an academic calendar, and information on financial aid. About 

one-third of the college Web sites provides access to the student handbook. Fifteen 

colleges provide access to the application for admissions. College of the Mainland and 

Howard County Junior College District are examples of colleges with applications in 

PDF (see section on Method of Intera~tionlS~stem of Delivery). Students may download 

Central Texas College's application in Microsoft Word or Wordperfect format, enabling 

students to use word processing to complete the application. Odessa College is one of 

two colleges providing access to the Texas Common application. The second college, 

Central Texas, provides a college-specific, the Texas Common and a distance learning 

application. 

Registration 

Students who successfully apply and meet the college's criteria for admissions are 

eligible to register for classes. At some colleges, the registrar's office, a component of 

student support services handles registration for both on-campus and distance learning 

courses. The registration process can smooth the entry of distance learning students to 

the college or act as a barrier. Many colleges and universities keep distance learning 

course registration open longer than on-campus course registration. Furthermore, 

registration of distance learners can be facilitated by specific procedures such as mail-in 

registration, registration by toll-free number, evening or weekend registration, and 

payment by credit card. In response to distance learner's needs, some institutions have 





register by telephone at Austin Community College, El Paso Community College and 

McLennan Community College. Eight college Web sites offer registration instructions 

and eleven list registration deadlines. Suppon staff during registration is available at five 

colleges. 

Clearly stated payment policies are not crucial to the distance learners' success, 

however, they arc an important part of support services for distance education. Only a 

few colleges ( 5 )  provide distance learners with clearly defined payment policies. The 

distance learner may find the remaining services, year-round registration and payment by 

credit card, helpful. Three Web sites indicate that students may make payments by credir 

card while one college Web site indicates registration is available year-round. 

At some college Web sites, internal pages for Registration were 'closed' until the 

next registration period. Consequently, information , the registration process was not 

accessible at the time research was conducted. 

Assessment, Advising and Counseling 

Pre-enrollment assessment is important in identifying distance learners' abilities 

so that they can be placed, advised and counseled appropriately. Although most 

community colleges use standardized tests, some may add their own testing procedures. 

Policies about the assessment of prior credits and the transferability of credits also 

are needed for distance degree programs. Because the majority of distance students are 

also adult students, their prior academic record may include courses taken many years 

earlier. Students may also bring to academic life considerable experience from personal 

and work situations that may relate to the amount of credit they bring to the program. 



Students need support and direction to enable them to make a successful transition 

from traditional classroom based education to learner-directed distance education. In 

particular, they need tools that will help them monitor their progress and obtain timely 

feedback on their activities. Performance assessment requires students to demonstrate 

what they know. 

The college may find it necessary to implement new forms of assessment and 

evaluation to insure that the student's work is original and authentic. In some cases, 

students may be required to complete a portfolio to demonstrate they have successfully 

met learning objectives. Portfolio assessment is a type of performance assessment that 

involves gathering multiple indicators of student progress. 

Test proctoring - including policies regarding proctor stafing requirements, test 

material delivery and test retrieval - is especially important in distance education. 

Secondly, if distance education courses are to be taught off-schedule, or are not 

consistent with the regular course term, procedures must be put in place that will allow 

course completion records and grades to be posted at any time. Finally, in consortia1 or 

collaborative efforts. test proctoring policies must be agreed to by all consortia members 

prior to course implementation. 

Distance learners can be important contributors to the evaluative process. 

Assessment of student attitudes and perceptions can be used to identify and changes those 

areas of a program that are found to produce negative reactions. Consequently, support 

services can provide the institution with information about the student that will ensure a 

successful learning experience and assist with refining policies and procedures for the 

distance learning program. 





learning experience. Four college Web sites discuss placement testing for the distance 

learner and three colleges offer basic skills testing. 

Assessment of learning styles, real-world experience, communication skills, 

advanced placement, and the development of portfolios, are important, but not essential 

to the distance learning process. Central Texas College provides distance learners with 

information on learning styles and real-world experience assessment. Information about 

communications ski l Is assessment, performance based (portfolio) assessment for the 

distance leamer or monitoring student progress are not available on the cdIege Web sites 

analyzed. Similarly, a distance education student will find information on proficiency 

exams available at only two college Web sites. Amarillo College and Alamo Community 

College District's St. Phillips College. Finally, two college Web sites provide the 

distance leamer with information on test delivery/proctoring or provide clearly defined 

guidelines on testing as part of the distance teaching and learning process. 

Assessing students' satisfaction with the instruction, cumculum and program is 

also an important factor in the distance teaching and learning process. Only two Web 

sites provide students with an opportunity to provide feedback about their educational 

experiences. One of the Web sites, at Kingwood College, in the North Harris 

Montgomery Community College District, has a detailed evaluation form and an 

example is provided in Appendix E. 

Information on grade posting is helpful, but not essential, to the distance learner's 

success. Only one college, Central Texas, provides information relevant to grade posting. 



The advising and counseling component of student support services is an 

important organizational strategy for increasing student retention. The objective of 

support services is to meet student needs inside and outside of the classroom. Distance 

learners may stop participating in course activities or drop out of classes or programs 

because of the pressures of meeting the challenges of every day life. Counselors and 

advisers can provide valuable services by helping students identify their needs, offering 

support in addressing them, and making effective referrals to the appropriate campus or 

community service or program. Mentors, counselors, instructors, support service 

specialists, and academic advisors work together to refer students as needed to specific 

services or programs that address expressed concerns. 

Advising and counseling includes a number of activities such as assisting students 

in identifying goals, developing a plan to achieve goals, and identifying resources and 

services to help in meeting personal, academic or career goals. Secondly, advisors and 

counselors provide information, encouragement, reassurance, support and feedback 

concerning a student's progress. Finally, this area of support services encourages active 

problem solving and, when appropriate, offers information about (and may assist with) 

contading resources or services outside the organization. Table 6- 10 summarizes 

frequencies and percentages fbr Advising and Counseling. 





academic planning within the context of distance learning. None of the Web sites 

analyzed provide access to a comparison of distance learning with traditional education. 

Career counseling, mediation with the instructor and assistance with study or time 

management skills and learning difficulties are important components of student support 

services. Career counseling for the distance learner is available at two colleges. Four 

colleges provide the distance learner with information on study or time management 

skills. Coastal Bend College's Learning Assi stance Center offers text-only or Power 

Point tutorials on a variety of study skills, including time management, note taking and 

test taking. One college provides assistance with learning difficulties. None of the 

colleges provide information on mentoring, however, four colleges provide information 

on tutoring. None of the Web sites analyzed provide distance learners with information 

on mediation with an instructoq2. 

Providing students with information about the success rate of previous distance 

learners and referral services are helpful, but not crucial components of the distance 

education process. None of the Web sites analyzed provide access to information on the 

success rate of previous distance learners. Three Web sites indicate the college provides 

referral to outside assistance. 

While many of the colleges provide minimal information for the distance learner, 

they do provide pictures of staff members, indicating an awareness of the importance of 

connectivity with the student. Furthermore, a few colleges provide testimonials from 

former students. Pictures of students, along with brief biographical information, and 

'' Navarro College d w s  not provide counseiing and adwsing at a dstanu?. thus the college's support 
semces are not included in the table of frequencies and percentages. It is important to note, however, that 
Navarro refers to mdalion as prl of support services. 



comments on their educational experiences increases awareness that working mothers, 

adult learners, and 'non-traditional ' students have succeeded in meeting their educational 

goals. 

Learning Resources 

institutions that provide distance education must ensure the provision of and 

ready access to adequate librarylleming resources and services to support the courses, 

programs and degrees offered. Electronic document delivey of materials, on-line 

databases and library catalogs enable students to acquire information and pursue research 

related to their courses of study. Consequently, the college must provide access to 

electronic informatioh either through existing technologies on-site or through 

participation in formal resource sharing agreements. One example of a formal agreement 

is Texshare, a cooperative program of the Texas Higher Education Coordinating Board. 

The focus of the program, efficient sharing of library collections, emphasizes electronic 

information resources as well as traditional collections of books and journals. The 

program includes public community colleges and independent colleges and universities. 

Table 6- 1 1 summarizes frequencies and percentages of learning resources provided for 

distance learners. 





t bough Texshare databases. Supplementary course materials are available at three 

learning resource services, however, none of the Web sites provide information about the 

availability of required texts. 

Panola College's M. P. Baker Library demonstrates an awareness of the distance 

learner's needs and concerns. The library's Web pages seem to be in transition or under 

construction; however, the pages in place provide examples of the types of information 

useful to a distance learner. For example, there is a link labeled 'distance learning 

students' on the library's home page. The internal page summarizes services the library 

provides for distance learners and describes how students may access or acquire materials 

from a distance. The library's Web page also offers an on-line 'how to use the Internet' 

Power Point presentation (there is no t ink for a text-only version). The library at Victoria 

College provides access to information for students off-campus as well. The library's 

electronic reserve service provides course-specific information and lists resources in a 

variety of formats. In addition, the library lists supplementary course materials with links 

to documents available on the Internet. 

There may be additional examples of services that are not available to the 

researcher. Several libraries require passwords or PIN numbers and access is limited to 

enrolled students. 

Other Support Services 

Additional concerns relevant to the distance learner include purchasing textbooks 

and supplies, support services provided in more than one language, student health 

insurance policies, and the hours that services are available. Furthermore, distance 





course materials. One of the nine colleges (Tyler) offers off-site acquisition of textbooks 

by routing student requests through a commercial vendor's Web site. One college 

provided information on laboratory facilities for the distance learner. 

Regional centers are important to distance learners enrolled in courses delivered 

by videoconference. Regional centers may also be of importance for students enrolled in 

courses offered through consortia1 or cooperative efforts. Several of the colleges 

analyzed are multi-campus systems; however, fifteen colleges referred to regional centers 

specifically for providing distance education courses. 

It is helpful, but not essential, for college Web sites to provide information in 

languages other than English. All of the college Web sites are primarily in English. 

However. two colleges (Gray son College and Laredo Community College) did provide 

one (or a portion of) internal page in Spanish. Distance learners may also find it helpful 

to participate in a college student health insurance program. Three colleges provide 

information concerning student health insurance. 

SUMMARY OF CELAPTER 

This chapter organizes and summarizes the data collected from content analysis of 

54 Texas public community college and technical institute Web sites. Web sites were 

analyzed September 20 - October 12, 1999. All of the colleges included in the population 

have established a Web presence. Of the 54 Web sites analyzed, 44 colleges refer to 

distance education, with almost equal distribution between colIeges that offer distance 

education courses and colleges that indicate a department or unit functioning as a part of 



the organizational structure. Only 16% of colleges providing distance education indicate 

participation in a consortia1 or cooperative effort. 

Community and technical colleges are using technology-based alternatives to 

provide student support services. E-mail and Web-based services such as on-line request 

forms and tutorials combine with the more traditional technologies such as toll-free 

telephone numbers to provide students with student support services. 

Evidence indicates that Admissions is providing the distance learner with current 

information on the educational process. Another area of support services, Learning 

Resources. is provided by a majority of colleges offering distance education 

Approximately one-half of the colleges provides other support services such as the 

opportunity to purchase textbooks and supplies and the hours that services are available. 

However, some student support services for the distance learner are minimal. 

Only a few colleges provide information on technology requirements, assumptions on 

technical skills. and communication in a virtual environment. Registration services are 

limited to slightly over one-third of the colleges offering distance education Simi lady, 

Assessment services are limited to a very small percentage ( 14%) of the colleges 

providing distance education. Finally, counseling and advising, a crucial link between 

the distance learner and the institution is provided by a very small percentage (23%) of 

distance education providers. 

An assessment of the survey results is provided in Chapter 7. The concluding 

chapter will also discuss recommendations for increasing access to student support 

services as well as recommendations for further research. 



Chapter 7. Assessment 

The purpose of this chapter is to describe the status of institutional WorId Wide 

Web sites, distance education programs and consortia1 or collaborative relationships at 

Texas two-year public community or technical colleges. Secondly, the chapter discusses 

the methods of interaction or types of delivery systems identified as technology-based 

alternatives utilized by community and technical colieges for providing student support 

services. Third, the chapter assesses the types of student support services provided to 

distance learners. The chapter concludes with recommendations for increasing access to 

student support services and recommendations for future research. 

Status of Institutional Web Sites, Distance Education and Consortia1 Relationships 

The previous chapter presented data collected from content analysis of 54 Texas 

two-year public community college and technical institute Web sites. Web sites were 

analyzed September 20 - October 1 2, 1999. Table 7- 1 summarizes the evidence on the 

status of institutional World Wide Web sites, distance education programs and consortia1 

or collaborative relationships at community and technical colleges. 



Table 7-1 

Status of Institutional Web Sites, Distance Education and Consortia1 Relationships 

Research Question 
Is each Texas public community and +f 5 4  college Web sites provide 
technical college Web site providing 
information about the teaching and learning 
process'? 

some information on rhe college's mission, 
gods or purpose. In addition, some 
colleges are using the Web's interactivity 
and multi-media capabilities to increase 
students' awareness of the college 
environment and ~hi loso~hv.  

Are colleges offering distance education 
and providing information on the distance 
teaching and learning process? 

- 

Are colleges actively participating in 
consortia1 or collaborative efforts? 

What methods ofinteracton or systems of - 
delivery are used to provide suppon 
services for distance learning? 

Yes, 44 colleges offer distance education. 
One-ha1 f of the colleges offering distance 
learning refer to an organizational unit 
responsible for overseeing the distance 
teaching and learning process. Colleges 
are providing some information on the 
distance teaching; and learning process. - 

No. the Web sites do not indicate that a 
majority of colleges are actively 
participating in consortia1 efforts. 
Community and technical colleges are 
using e-mail and Web-based services such 
as on-line request forms and tutorials 
combined with the more traditional 
technologies such as toll-free telephone 
numbers to provide student support 
services. 

Communitv and Technical College W m .  The evidence shows that college 

Web sites provide access to inforrnation on the teaching and learning process. For 

example, three-fourths of college Web sites provide information on the college's mission, 

gods or purpose. However, less than half of the colleges provide information on 

institutional accreditation. Furthermore, only a few colleges are providing links to 

accrediting agencies' Web sites or information about faculty credentials. Although many 



colleges continue the formal appearance and language of printed publications, a few are 

using the Web's interactivity and multi-media capabilities to increase a student's feeling 

of connectivity to the college community and to provide opportunities to communicate 

with college administrators. 

Distance Education. The evidence shows that nearly all of the coleges are 

offering distance education. In addition, many of the colleges have established a separate 

operational unit for distance education, indicating a commitment to on-going financial 

and technical support of distance learning. At colIeges that have established formal 

distance education programs, the program's role and mission 1s available for review at a 

handful of Web sites. In addition, only a small number of colleges provide clearly stated 

program ancVor course outcumes, objectives, policies or procedures. Similarly, there are 

few Web sites that provide information on accreditation, expected learning outcomes 

appropriate to the degree or certificate awarded or information about access to and 

interaction with faculty members. 

Course descriptions provided on the Web sites suggest that most colleges are 

using techno1ogicaIly replicated classroom, multi-media and integrated models of 

technology-assisted instruction to link the institution, learning strategies, and the student. 

Terminology used to describe courses includes multi-media, interactive video, 

instructionaI television, telecourse, teleconference, videocourse or videoconference. 

Additional terminology includes online, Internet, Web-based, Web-supplemented or 

Web-enhanced courses (see Appendix E for examples). 

Consortia1 or Coogerative Efforts. Consortia or collaboratives are cooperative 

pooling and sharing arrangements among institutions, where several colleges and 



universities join together through a statewide or regional network to offer distance 

learning programs. A college's Web site increases opportunities to participate in 

consortia or collaborative relationships. [n addition, links to member colleges or the 

consortia's Web site indicates an institution's commitment to the success of the 

collaborative efforts. 

A few community and technical colleges are participating in cooperative efforts. 

The evidence presented in Chapter 6 reveals that some colleges are participating in 

relationships with other community colleges, independent school districts or four-yew 

universities. There is little evidence, however, that the members of the Virtual College of 

Texas are actively supporting and promoting the consortium's effort. 

Chapter 3 explains that accrediting agency criteria require member institutions to 

form consortial relationships only with regionally accredited institutions offering degrees 

or certificates at the same level. In addition, educational courses and programs offered 

must be related to the teaching purpose of the institution. However, the evidence reveals 

that college Web sites offer little information about consortia1 policies on awarding 

degrees and credits or the responsibilities of host and remote sites. Ln addition, distance 

learners are provided with little information about the program's accreditation, a 

significant concern to students interested in continuing education or courses that enhance 

job-related skills. 

Methods of I n t e r a c t i o n .  The separation of instructor and 

student distinguishes distance education from all forms of conventional, face-to-face, 

direct teaching and learning. The preceding chapters explain that education is based on 

interpersonal communication and governed by the rules of personal interaction. 



Therefore, in distance education, it is necessary to replace the interpersonal 

communication and interaction of conventional education by a variety of mechanical or 

technological means of communication. 

Interactive technologies enable colleges to maximize social interaction for the 

distance learner and a diverse selection of technology-based alternatives effectively adapt 

the method of interaction to a student's particular learning preference, schedule or special 

needs. Evidence summarized in Chapter 6 shows that colleges are using technology- 

based alternatives to provide student support services. These technologies include toll- 

free telephone numbers, college publications in PDF, hyperlinked texts, on-Iine request 

forms and e-mail. Library catalogs are Web-based or are accessible by telnet connection. 

In addition to on-line public catalogs, libraries are providing access to electronic 

databases and Web-based information resources 

Assessing Student Support Services 

Table 7-2 summarizes an assessment of each area of student services. Each area 

is assessed as very strong, strong, adequate. p r  or very poor in providing services that 

should be available to the distance learner. Senices are defined as essential, important or 

helpful elements in providing a quality distance education program and ensuring a 

successful educational experience. 



Table 7-2 

A m e m  t of Student Support Sewha 

E s s e o t i a l ~ c e s  Poor 

Essential sewices Very poor 



An assessment of the evidence is based on data summarized in Chapter 6 .  One 

service, Learning Resources, is rated as adequate in providing access to servt ces defined 

as essential, important or helpful in creating a successful distance learning experience. 

One service, Admissions is rated as poor in providing the services that should be 

available to distance learners. Five services, Information, Registration, Assessment, 

Advising and Counseling, and Other Services. are rated very poor in offering services to 

the distance learner. 

This applied research project developed and presented a practical ideal type of 

student support services for the distance learner The ratings derived from an assessment 

of the evidence indicate that student support services for distance education do not meet 

the criteria defined by the ideal type. 

Several factors affect the assessment of student support services The elements 

that compnse the practical ideal type are not rigidly fixed. It is possible to envision an 

ideal more than one way. Furthermore, a number of factors such as maturity of distance 

learning program, strengths of resources available for on-campus support services, and 

financial and technological resources available for non-traditional support services 

influence the extent and quaIity of services provided to distance learners. 

InformationlTechnical Support. In a distance education environment, learners 

may be required to have specific skills to enroll in the program or specific courses. In 

addition to technology-related skills, the use of online Learning resources requires 

information management skills and an awareness of ethical issues such as copyright and 

intellectual property ownership. Students may also require information about 

communicating with instructors and peers in a virtual environment. 



At three-fourths of the Web sites, students participating in distmce education do 

)lot have access to information about the availabj lity oft  echnical support staff, 

assumptions about technological competence, or technical equipment requirements and 

information management skills. All of these services are essential to a successfUl 

distance learning experience. However, a few colleges are using a variety of methods to 

provide access to technical support including e-mail links and toll-free telephone 

numbers. Finally, a small number of colleges are providing imponant or helpful services 

such as guides or tutorials, an opportunity to develop familiarity with the system, and 

inforrnation on ethics, confidentiality and privacy. Ah hough some colleges are providing 

services, the majority of colleges are not providing essential, important. or helpful 

services to the distance learner. Thus, Information is rated very poor in providing 

services to the distance learner. 

Admissions. Admissions is usually responsible for providing information about 

the institution's programs, admissions policies, financial aid and other support services. 

This component of student support services includes severai services that are essential to 

a successful distance learning experience. The essential criteria include provision of 

course guide or catalog, criteria for admission, course or degree requirements, 

information on credit transfer, information relevant to tuition and fees, contact 

informatioq and ciearly stated deadlines. Nearly three-fourths of the Web sites provide a 

course guide or catalog. Furthermore, a large number of colleges provide distance 

learners with Admissions contact information and access to course or degree 

requirements. Some Web sites provide an explanation of tuition and fees, however, there 



is limited access to information on related concerns such as refund policies and payment 

deadlines. 

Participation in an orientation program is an essential factor in distance learners' 

success and in their sense of connection with the institution, faculty and peers. The 

evidence shows that orientation is not available through technology-based alternatives of 

interaction such as videotaped presentations or videoconferencing at regional sites. Most 

colleges require distance learners to attend orientation on campus. Consequently access 

to orientation sessions is not available at times or locat ions that meet distance learners' 

schedules, requirements, or special needs. 

The evidence reveals that many colleges do provide important elements in 

Admissions support services. Access to an academic calendar, student handbook. 

academic calendar, information on financial aid and an application for admissions are 

important, but not key factors, in distance learning. However, access to application for 

admission is offered at a small percentage of colleges. A review of the evidence indicates 

that access to essential services is poor, the provision of important services is adequate, 

and availability of helpful services is very poor. Consequently, services offered by 

Admissions are rated as poor in providing access to support services for the distance 

learner. 

Registration. Access to essential services such as clearly stated guidelines are 

limited to a small number of colleges, and only a handful of colleges have support staff 

available during regj stration. Furthermore, registration times are limited and many 

colleges require students to register on-campus. However, there are a few colleges 

providing registration at regional centers, by telephone, or on-line. Overall, the services 



provided by Registration, an essential aspect of a quality distance education propram are 

disappointing. Consequently, Registration is rated as very poor in providing essential, 

important or helpful services to the distance learner. 

Assessment. Assessment is also an essential component of a quality distance 

education program. Access to assessment services for distance learners is rated as very 

poor. There are almost no services available at times and locations (or through 

technology- based alternatives) that meet the distance learner's needs or special 

requirements. Consequently, distance learners at Texas community and technical 

colleges must either seek services on campus or begin their distance education experience 

without the benefit of services identified as essential, important or helpful to a successful 

distance learning experience 

Advising and Counseling. Advising and counseling serve as a vital link between 

the distance learner and the institution. This area of support services is a significant 

factor in reducing the student's sense of isolation and in increasing a feeling of 

connectivity with the institution. Unfortunately, this area is not meeting the needs of 

distance learners - the majority of colleges require students to seek services on campus. 

However, a few colleges are providing advising and counseling services at a distance and 

a small number of college Web sites have 'under construction' notes on internal pages, 

indicating that services may be available in the near future. Based on the evidence 

collected by the research, access to essential, important or helpful advising and 

counseling services is rated very poor. 

Learning Resources. Although the evidence shows many essenti a1 and important 

services are provided at some colleges, one-third of college Web sites provide no access 



to learning resource services. Access to essential learning resource services is rated as 

poor, while access to important services was rated as strong. Furthermore, access to 

helpful learning resource services was rated as very poor. Thus, based on an assessment 

of the evidence summarized in Chapter 6, this area of student support services is rated 

adequate in providing access to learning resource services. 

Other Suppon Serv- Similarly, only half of the colleges are providing some 

of the services defined as essential, important or helpful contributors to a successful 

distance learning experience. Consequently, other support services for the distance 

learner such as college Web pages in languages other than English, purchasing textbooks 

and supplies and student health insurance, are rated as very pmr. 

Benefits Derived from the Research 

Several benefits of the research became evident during the course of this project. 

The first is the evidence that many colleges are carefully planning the design and content 

of their Web pages (see Appendix E for examples). A second benefit is that Web sites 

at some colleges show a high level of commitment to using available technology to 

minimize feelings of isolation and increase the distance learner's sense of connectivity to 

the institution. A third benefit was the occasional insight into a college's unique culture. 

A college's selection of photographs or graphics on the home page reflect those 

characteristics that make it unique from other sites on the Web. For example, Midland 

College's home page offers a spectacular West Texas sunrise and Paris Junior College's 

Web master reminds the reader that "animals were not used in testing the site". 



Consequently, each college's Web site provides the potential student with a sense 

of the institution's culture and philosophy . In addition, the 'local touches' enhance a 

sense of connectivity with the college community. Finally, the researcher noticed the 

number of times a page has been accessed, indicated by the 'hit' counters found on many 

home pages. Counters at small college Web sites tallied surprisingly high numbers for a 

one-year total.# Thus. the numbers show that college Web pages me being accessed, a 

reminder to administrators that a commitment to financial and technical support is an 

essential component of planning. 

Challenges Presented by the Research 

One challenge presented by the research was locating one resource on the Internet 

that linked to all community and technical college Web sites. The Coordinating Board's 

list of colleges does not include all colleges and some of the links from the Board to 

college Web sites are inactive. A second challenge was encountered at one college's 

Web site that offered numerous internal pages, few navigational tools, and no site index 

or map. The researcher spent three and one-half hours searching the site for some 

indication of an application for admission. It is unlikely that students will invest that 

amount of time or effort to locate a document. 

A third challenge was the inconsistency in terminology. Colleges use a variety of 

terms to refer to distance learning courses or programs. Examples include open campus, 

distance learning, extended learning and virtual learning center. Furthermore, some 

44 Note: A counter may count a gmphrc as a hit. For example, a Web page with text and two photographs 
may be counted as three hts when the page is and bmhaded to a browser. This ~ M i t y  was 
taken into consideration durrng the review of total hits talhed by the Web site. 



colleges do not provide a link from the home page directly to internal pages for distance 

learning. Students must first link to internal pages by choosing from a variety of terms 

such as academics, services for students, learning opportunities or admissions. From 

these internal pages, students are required to make additional choices and click on one to 

four additional links before arriving at an internal page with information on distance 

education. Consequently, distance education programs are not easily identified or readily 

accessible from many colleges' home pages. 

A fourth challenge was the technology utilized by support services at each 

college. Navigating the Web can require a variety of 'plug-ins' to access video or audio 

clips. Some of these were not compatible with the researcher's browsers, or the 

researcher found that instructions and time spent downloading a required plug-in acted as 

a barrier to accessing selected documents. In addition, many sites revise internal pages 

and neglect to update links, leaving the student without a way to return to the home page 

or move to other internal pages. Finally, some distance education programs are 

accessible by password only, preventing the potential student ffom browsing the 

program's courses and services. 

Research Weaknesses 

The reliability and validity of the research are affected by the rapid change of 

information posted on the Internet. The evidence presented in Chapter 6 reveals that one- 

half of the Web sites analyzed were revised or updated within the last six months. 

Furthermore, some sites have 'new', 'under construction', or other icons, indicating that 

many college Web sites are in an active stage of development and implementation. 



Future replications of the research, which increase the reliability of the evidence 

presented, are affected by the frequent revisions to content and design of college Web 

pages. Similarly, the validity of the research may be affected because it is diff~cult to 

accurately state that a document or a service is available on the site. 

Rtcommendations for Improving Access to Student Support Services 

If students are to successfully complete distance education courses, it is 

recommended that student support services move from traditional campus-based 

activities toward a cooperative. student-directed approach to assessment, advising and 

counseling. Furthermore, it is recommended that: 

1 .  Each college integrates Web access to student support services. The content and 
formatting of internal pages indicate that at the majority of colleges each 
component of student services works independently from other components. It is 
recommended that Admissions, Assessment, Advising, and Counseling work 
cooperatively to create Web pages that provide seamless access to support 
services. 

2. Community and technical colleges increase efforts to share Web-based services. 
Types of resources that can be shared include tutorials, guides for using 
equipment, and information on the distance learning experience. 

3. Institutions, consortia and regulatory agencies join forces to develop and 
implement a Web site for commonly shared information. For example, a 
college's information on tuition and fees or transfer of credit is based on state 
regulatory requirements. Consequently, the researcher noted that a large number 
of colleges provide similar information on tuition and fees, admissions criteria, 
and so on. A significant benefrt of a central location for this type of Web site is 
the availability of current information. Changes in regulatory agency 
requirements can be easily updated, enabling all colleges linking to the site to 
provide students access to current information on admissions. tuition and credit 
transfer requirements. Furthermore, a Web site with commonly shared 
information would enable institutions to shift resources to the development of 
Web pages that provide distance learners with infomation about campus-specific 
activities and services. 



4. Distance education programs build on and expand the current selection of 
methods of interaction or systems of delivery. Colleges are using technology- 
based alternatives to increase interaction and a sense of connectivity to the 
institution. However, a diverse offering of technologies is needed to meet 
distance learners' schedules and preferences. It is recommended that colleges 
provide videotaped orientation sessions and provide information on the distance 
learning process or instructional materials such as registration guidelines on audio 
or videotape 

Colleges review and change assessment policies to meet the unique concerns of 
distance learners. At present, students entering a community colIege must 
complete the TASP exam, an assessment of basic skills. However, distance 
learners require basic technology-related skills such as downloading and saving 
files or sending e-mail attachments. An assessment of students' technology- 
related skills before enrollment is an important factor in ensuring a quality 
distance learning experience. Therefore, it is recommended that colleges develop 
a formal program of assessing technology-related skills before enrollment and 
follow-up on assessment results by providing distance learners with assistance in 
building or improving skills required for successful completion of a course or 
program. 

6. Education providers, libraries and consortia increase cooperative provision of 
learning resources. Increased participation in Texshare and other cooperative 
ventures will allow colleges to provide access to a broad range of resources at 
minimal cost. 

7 .  College administrators increase financial, technological, and staffing support of 
the institutional Web site. Administrative support and a clearly defined statement 
of purpose for the Web site are essential to providing support services for the 
distance learner. The diversity in formatting and content of internal pages 
indicates that at many colleges each department or senice is acting independently 
or perhaps with only an administrative directive to 'put up a Web page'. It is 
recommended that colleges coordinate activities, provide departments with 
training in Web page development and increase technical support funding and 
st& 

. Institutions evaluate current registration policies and procedures. Registration is 
an essential element in providing a successful distance learning experience. 
Consequently, information on the registration process should be available at all 
times and students should be able to register from a distance. Some colleges 
require distance learners to register on-campus. The Web provides an opportunity 
for colleges with limited resources to 'skip' a generation in technology 
(telephone-based registration) and implement on-line registration for courses. 



9. Colleges evaluate current test proctoring policies and procedures .A majority of 
colleges require distance learners to complete exams on-campus. It is 
recommended that colleges explore the possibility of test proctoring agreements 
with other colleges, independent school districts or publiclcounty library systems. 
Agreements and clearly stated testing guidelines that enable students to take 
exams at times and locations appropriate for their schedules or specific needs will 
facilitate students' successfbl completion of distance education courses. 

1 0. Distance education programs increase students' participation in the evaluation 
process and post results of evaluative studies on the college's Web site. The 
evidence indicates that very few colleges include a formal evaluation in the 
distance teaching and learning process. Some Web sites display feedback 
buttons, offering students an opportunity to provide comments, however, none of 
the college Web sites post summaries of evaluation results. Consequently, 
institutions are not actively seeking information from students that would assist 
programs in reviewing and revising course offerings or policies on the distance 
teaching and learning process. Similarly, students are unable to access 
information about distance learners' satisfaction with courses or program. 

Recommendations for Future Research 

Distance education at Texas public community and t echca l  colleges is in an 

early stage of development. Institutional Web sites, distance education, and student 

support services for the distance learner offer numerous opportunities for future research. 

Some possibilities include: 

1 . Time-series analysis of selected Web sites to document the improvement or 
decline of services available at Web sites or to identify trends in types of services 
provided. 

2. Content analysis of college Web sites to assess whether the content and design of 
Web pages are accessible to visually or mobility impaired students. 

3. Comparative studies. For example, analysis might focus on one aspect of college 
services such as a comparison of all colleges' internal Web pages for admissions. 



Conclusion 

This chapter describes the status of institutional World Wide Web sites, distance 

education programs and consortia1 or collaborative relationships at Texas two-year public 

community ar technical colleges. Secondly, the chapter discusses the methods of 

interaction or types of delivery systems identified as technology-based alternatives 

utilized by community and technical colleges for providing student support services. 

Finally, the chapter assesses the types of student support services provided to distance 

learners. 

The evidence reveals that a majority of college Web sites provide some types of 

information on the teaching and learning process. While many colleges continue the 

formal appearance and language of printed publications, a few are using the Web's 

interactivity and multi-media capabilities to increase a student's feeling of connectivity 

with the college community and to enhance access to the administration. 

Analysis of college Web sites show there is almost equal distribution between 

colleges offering distance education courses and colleges that have established a distance 

education program to oversee the teaching and learning process. Course descriptions 

provided on the Web sites suggest that most colleges are using technologically replicated 

classroom, multi-media and integrated rnodeis of technology-assisted instruction to link 

the institution, learning strategies and the student. Terminology used to describe courses 

includes multimedia, interactive video, instructional television, telecourse, 

teleconference, videocourse or videoconference. Additional terminology includes online, 

Internet, Web-based, Web-supplemented or Web-enhanced courses. 



College Web sites do not indicate that a majority of institutions are actively 

participating in consortia1 efforts. Some colleges are participating in relationships with 

other community colleges, independent school districts or four-year universities. There is 

little evidence, however. that the members of the Virtual College of Texas are actively 

supporting and promoting the consortium's effort. College Web sites offer little 

information about membership in VCT or provide links to the consortia's Web page or to 

other members' Web sites. 

The separation of instructor and student distinguishes distance education fr;orn all 

forms of conventional, face-to-face, direct teaching and learning Interactive 

technologies enable colleges to maximize social interaction for the distance learner and a 

diverse selection of technology-based alternatives effectively adapt the method of 

interaction to a student's particular learning preference, schedule or special needs. 

Community and technical colleges are using e-mail and Web-based services such as on- 

line request forms and tutorials combined with the more traditional technologies such as 

toll-free telephone numbers to provide student support services. 

This applied research project developed and presented a practical ideal type of 

student support services for the distance learner. Each component of student support 

services is assessed as very strong, strong, adequate, poor or very poor in providing the 

services that should be available to the distance learn=. Assessment is based on the 

number of colleges that offer criteria defined as essential, important or helpful in creating 

a successful distance learning experience. Information, Registration, Assessment, 

Advising and Counseling and Other Services are rated as very poor in providing services. 

Admissions is rated as poor and Learning Resources is rated as adequate in the provision 



of support services for distance learning. Consequently, student support services for 

distance education do not meet the criteria defined by the ideal type 

The chapter concludes with recommendations for increasing access to student 

support services, If students are to successfully complete distance education courses, it is 

recommended that student support services move from traditional campu s-based 

activities toward a cooperative, student-directed approach to assessment, advising and 

counseling. It is recommended that: 

1 . Each college integrates Web access to student support services. 

2. Community and technical colleges increase efforts to share Web-based services. 

3 .  Institutions, consortia and regulatory agencies join forces to develop and 
implement a Web site for commonly shared information. 

4. Distance education programs build on and expand the current selection of 
methods of interaction or systems of delivery. 

5 .  Colleges review, and if appropriate, change assessment policies to meet the 
unique concerns of distance learners. 

6 Education providers, libraries and consortia increase cooperative provision of 
learning resources. 

7. College administrators increase financial, technological, and staffing support of 
the institutional Web site. 

8 Institutions evaluate current registration policies and procedures. 

9. Colleges evaluate current test proctoring policies and procedures. 

10. Distance education programs increase students' participation in the evaluation 
process. 

The Internet and the World Wide Web serve as an alternative method of 

providing information and services for distance education. A carefully planned Web site 



can increase the distance learner's interaction with support services and sense of 

connectivity to the institution. The focus of this project has been student support services 

for distance education and it was discovered that the majority of community and 

technical colleges are not providing the types of support services that should be available 

to the distance learner. However, many colleges demonstrate an awareness of the 

distance learner's needs and requirements. In addition, college Web sites display a 

variety of icons and notations indicating that Web pages are in a state of development and 

revision. 

Consequently, the results of this study may serve as a benchmark for future 

research. Recommendations for future study include time-series analysis to document the 

improvement or decline of services or to identify trends in types of services provided. 

Additional recommendations for future study include content analysis of college 

Web sites to assess accessibility of Web pages or comparative studies of college Web 

pages focusing on one aspect of college services such as admissions or regstration. 
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Appendix C 
PnnEipies of G o d  PIX& 

The Principles of Good Practice for Electronically Offered 
Academic Degree and Certificate Programs 

Tlre Principles of Good Practice is a publication of a thr-year project - Balancing 
Quahty and Access: Reducing State Policy Barriers to Eiecvolllcall y Delivered Higher Education 
Programs - supported by the U . S . Department of Education's Fund for the Improvement of 
Postsecondary Education and wnducted by the Western Cosperative for Educational 
Telecommunications (Western Cooperative, 1997, p. 1). 

The principles (1) se$ standards for programs and courses, supplementing current rules; 
(2) provide a ~ornmonly accepted set of standards for helping to ensure the uniform application of 
quality and support principles in all states; and (3) serve as m e r  proleion measures 
(Coordinating Board 1998 Stabs R e p ? ) .  

The Project followed two earlier initiatives concerning distance education. Tho first, n e  
Principles of G d  Practim for Distance Ngher Education was cosponsored by the American 
Council on Education, The Alliances of Alternative Degree programs for Aduh, the lrrtedonal 
University Consortium, and the Educational Telecommunications Division of the Nahonal 
University Continuing Association. The second project was sponsored The Center fur Aduh 
Leammg and Educabcmal Credentds of the Ameriwn Council on Education (ACE) and The 
Alliance: An Association for Alternative Degree Prugmm for Adults). The ACE-Alliance 
project resulted in the 1990 publication, Pt?nclples of G o d  Practice for Alternative and E f e m I  
Degree Programs for Adults (Levine, p. 21). 

Western Cooperative (1 997, p. 6 )  explains that several assumpons form the basis for the 
Principles. 

The elearon i d l y  offered program is provided by or through an institution that is 
accredrted by a nationally recognu4 accrdting M y .  
The institution's programs holding specialized accl-edrtstiw meet the same 
requirements when offered electrrmically. 
The "inslihrtlon" may be a tradaional higher e d d n  insubtion, a msortium of 
such &rtutioas, or mather type of organization or entrty. 
These Principles address programs rather than individual courses. 
It is tbe institution's twonsibility to review edu~~U!onaI programs it provldes via 
technology in terms of its own intwnally applied definitions of these Principles. 



Appendix C 
Principles of Good Pracnce 

The Principles of Good Practice 

Curriculum rrnd I~tstruction 
Each program of study results in learning outcomes appropriate to the rigor and 
b r d t h  of the degree or certificate awarded 
An electronically offered degree or certficate program is coherent and complete 
The program provides for appropriate real-time or de l a y 4  interaction between 
faculty and students and among students. 
Qualified faculty provide appropriate oversight of the program electron~cally offered. 

lnsnruhonal Context a d  Commitment to Role and Mission 
Role and Miss~on 

The program is consistent wrth the institut~on's role and mission 
Review and approval processes ensure the appropriateness of the technology being 
used to meet the program's objectives. 

Faculty Support 
The program provides faculty support services specifically related to teaching via an 
electronic system 
The program provides training for faculty who teach via the use of technology 

Resources for Learning 
The program ensures that appropriate learning resources are available to students 

Students and Student Services 
The program provides students wrth clear, complete, and timely information on the 
curriculum, course and degree requirements, nature of ficukylstudent interadion. 
assumptions about technolog ~cal competence and skr Us, technical equipment 
requirements, availability of academic support services and financial aid resources, 
and costs and payment policies. 
Enrolled students have reasonable and adequate access to the range of student 
servlces appropriate to support their leammg. 
Accepted students have the background, howledge, and techcal skills needed to 
undertake the program. 
Advertismg, recruiting, and admissions materials clearly and accurately represent the 
program and the services available. 

Commitment to Support 
Policies for faculty evaluation mclude appropriate consideration of teaching and 
scholarly activities related to elxtronically offered programs 
l b e  institution demonstrates a commitment to on-going support, both fhanc la1 and 
technical, and to continuation of the program for a period sufficient to enable 
students to complete a degrdcerlrficate 

Evaluation and Assessment 
The inst rtutlon evaluates the program's educational effectiveness, includmg 
assessments of student learning outcomes, student retention, and mident and faculty 
satisfachon. Students have access to such program evaiuation data. 
The institution provides for assessment and documentation of student 
achievement in each course and at completion of the program. 
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Distanm Education 

APPENDIX D. 
DISTANCE EDUCATlON AT TEXAS COMMUNITY & TECHNICAL 
COLLEGES 

College Web sites with no reference to distance learning 

Cisco Junior College 
Kilgore College 
North Central Texas College 
Paris Junior College 
Ranger College 
San Jacinto College 

South Plains College 
Texarkana College 
Texas State Technical College - Harlingen 
Texas State Technical College - 
Sweetwater 

College Web sites with reference to distance learning courses 

Alamo Community College District-St. Philip's 
Angelina College 
Coastal Bend College 
El Paso Community College District 
Galveston College 
Grayson County College 
Hill College 
Howard County Junior College District 
Lee College 
McLennan Community College 
Midland College 
Navarro College 

Odessa College 
Panola College 
South Texas Community College 
Southwest Texas Junior College 
Temple College 
Texas Southmost College 
Trinity Valley Community College 
Tyler Junior College 
Victoria College 
Western Texas College 
Wharton County Junior College 

Colleges that refer to separate operating unit to overnee distance teaching and 
learning 

Alamo Community College District-Palo Alto 
Alamo Community College District-San Antonio 
Alvin Community College 
Amarillo College 
Austin Community College 
Blinn College 
Brazosport CoH ege 
Central Texas College 
College of the Mainland 
Collin County Community College District 
Dallas Community College District 
Del Mar College 
Frank Phillips College 

Houston Community College System 
Laredo Community College 

North Harris Montgomery Community 
College District Kingwood College 

North Harris Montgomery Community 
College District Tomball College 

Northeast Texas Community College 
Tarrant County Junior College 
Texas State Technical College - Waco 
Vernon Regional Junior College 



AppmhxE 
Student Supporf S m v j c e q  

Appendix E. 
Student Support Services in a Virtud Environment 

This appendix provides examples of community and technical college U'eb pages 

collected from content analysis of 54 Texas public community college and technical 

institute Web sites. Web sites were anaiyzed September 20 - October 12, 1999 Pages 

were selected for content and purpose without regard to quality of Web page design. 

Consequently, the examples should be viewed only as representative of the wcs of 

services or information available to the distance learner, rather than as examples of the 

"best" choice among similar Web pages. The appendix is organized according to type of 

information of service provided. Examples are included for: 

I 

Stwlent Support Services - Information 

Student S+ Srvim - Admssions 

Student Su-rt Services - -srnent Advising & 
Counseling a 

Shldent Snppon Services - Leanung Resources 

aher S t u h t  Support Services 

Rquremeats for l3stance Leanung 
Explanation of Types of mstance Learmag 
Courses 
Ihstance Education C o w  Evaluation 
&stance Education - HELP - links to FAQs, 
Internet tminology, e-mail providers. 
wheal support 
Internet Use Policy 
On-Line Appf -on 
Hyperlrnked index to academic calendar, 
mllege cairrlog, eic. 
Hyprlmked index to internal pages on 
admissions. d t  transfer. etc. 
Testing GludeIines for Online Students 
Academic a b s m g  by way of request form/e- 
mail 
O n h e  w e e r  center to assist &ts with 
identifying a d  developing aueer plans 
Links to referenw matenals available on the 
Web 
Configuring browsers to serve as proxy servers 
Examples of Iearning resource senices 
available for Qwce learners 
We- mfonmion on acquiring re- 







































































AppendlxE 
Ahno  Community College Dtstrict 

St. mp 
Online C a t d ~  

ST. PHILIP'S COLLEGE 

Online Catalog 
Welcome to the St. Phllip's College Onllne Catalog, which contains all 
of the information found in our printed 1988-99 catalog. Our t 987- 
f 908 Online Catalog is still available b. Use the menubar to the 
left or choose a sectlon from the list below: 

I- Academic Calendar 
A schedule of events for the current and future semesters. 
including addldrop deadlines and College holidays. 

-1 General lnforma tion 
A history of the College, descriptions of College fautities 
with maps, and mission statements for the Cofiege and the 
Alamo Community College District. 

t-4 Admissions & Registration 
Admission requirements and prncedures for beginning, 
transfer, international, and non-traditional students; and 
information about Continuing Education, Telecourse, 
Internet, Evening, Weekend, and Off-Campus programs. 

Tuition & Fees 
List of tuition costs, residence verificetion, and applicable 
fees; plus information for Veterans and Senior Citizens. 

:wl Student Servica & Activities 
Policies concerning release of student information and 
satisfadory academic progress; Financial Aid information, 
including loans, scholarships, grants, and part-time jobs; 
Services to Speciat Populations; counseling, advising, 
assessment, and other information relating to student 
support and senrice. 

fm Regulations 
Academic standards and information about scholastic 
probation; attendance requirements; Grade Point Averege 
(GPA) and the grading system; drops and withdrawals; and 
other information relating to attendance requirements. 

1- Gmduation 
Application infomation and requirements for graduation A h  
an Associate Degree or an Academic Certificate of 
Completion. 

!m Academic Pmgrrtrn~ 
Specific course requirements for each degree program 



Appendix E 
Alamo Community College District 

st. Phillips 
Admissions & Registdm 

Admissions & 
Registration 

uayarrbmu&hIbrckg!ndmff 
t b d ~  tdbrualmtothirpgc 

General Admissions Policy 
Please read mnceming general admissions requirements. 

1-1 Texas Academic Skills Program (TASP) 
TASP requirements for admission to St. Philip's College. 

i-1 Transcript of Record 
Abaut college transcripts. 

*-I Coume Numbering System 
Explanation of the numbering systems used for courses. 

:-; - Admission of Beginning Students 
Procedure for admission of first-time-in-college students. 

1-1 Admission of Transfer Students 
Procedure for admission of students who have previously 
attended another college or university. 

: m i  Conditional Admission 
Procedure for admission of students without proper records 
from prior educational institutions. 

High Schooi Transition Programs 
The transition from high school to college is oflen a diff~cult 
process, and the type of preparation needed for this change 
varies among students. To meet these challenges, the 
College is using several approaches: 

I-~BRIDGES Progmma 
A program to enhance reading, writing and math 
skills prior to taking the TASP. 

-1~ual Credit Enrollments 
Allows students to earn college credit while 
attending high school. 

;-{~eth Prep 
Vocational preparation for students leading to 
placement in employment. 

, 'C6 tu~ac fy  High School Admissions 
Procedures for admission of traditional and non- 
traditional high school students. 

Readmiaaioa to College 



Appendix E 
Northeast Texas Community College 

~ S u p p o r t s w i c e s  
hacbaPlng Textbks Online 

Get Your Textbooks Online 
TODAY! 
Right now you can order your textimoks or other 
course materials online via our Texttmok Ordering 
System. It's the easiest way to avoid standing in long 

would YOU like to know fines and we make sure that you get the nght b o k  or 
when new s e ~ c e s  
k o m e  am~lable? Give 

related course materials, GUARANTEED. 
us your iult email 

PLEASE NOTE!! 

When we start offering a 
new s e m e ,  W'II let YOU Textbooks with nla in the price column are not available at this 
know. We only collect 
your ernlul address here 

time. 
lor this ourpew and don? 
use R anywhers elso on 
DUI Site. 



Glossary 

GLOSSARY 

Asynchronous delivery - does not require the simultaneous participation of dl students 
and instructors. Methods include email, Iistservs, audio cassettes, videotaped classes, 
correspondence courses, and on-line Web- based courses. 

Browser - browser software resides on the personal computer, provides access to the 
server and allows the user to display a Web page. Examples of browsers are Lynx (text 
only), Mosaic, Netscape Navigator, Microsoft Internet Explorer, and America Online. 

Computer assisted Instruction (CAI) - In CAI the computer provides a direct 
instructional tool for a student or small group of students with the goal of having the 
student learn a defined body of content, skills, or instructional objectives. Examples are 
tutorials and simulation programs. 

Computer based inst maion / learning (CB I) - The use of computer technology to 
provide direction, instruction, or management of instruction to the student. 

Computer based interactive multimedia (CBM)  - CBI is delivered in a combination of 
computer and media formats. This is CBI with the integration of audio and video media, 
such as text, stilllanimated computer graphics, still/moving video images, and audio, all 
in digitized format. 

Computer managed instruction (CMI) - The computer assesses each individud student 
on knowledge of a specific body of content, skills, or instructional objectives and informs 
the student of his level of knowledge (diagnostic). The computer also communicates to 
the learner what study assignments are to be undertaken to remove the areas of weakness 
identified in the diagnosis. 

Electronic Message (e-rnail) - using public and private telecommunications facilities to 
capture, store, and distribute information among humans. Data, graphic, video. and audio 
information may be transmitted in digital format. 

FTP - file transfer protocol. A servicdprogram that lets you copy files from Internet 
sewer to another. 

Intwnet - system of linked computer networks, worldwide in scope. that facilitates data 
communication services such as remote login, file transfer, electronic mail and 
distributed newsgroups. 

ISDN - (Integrated Services Digital Network) A way to move more data aver existing 
regular phone lines. It can provide speeds of roughly 128,000 bits-per-second over 
regular phone lines. 



Glossary 

Java (Java script) - A network-oriented programming. Using smalI Java programs 
(called Appleis), Web pages can include functions such as animations. calculators, and 
other 'special et'fects. 

Links - Hyperlinks. HTML scripted addresses, or URLs within a document. Links 
provide access to specific locations within a webpage as well as other internal or external 
webpages. 

Local area network (LAN) - linkage of personal and other computers within a limited 
area by high-performance cables so that users can exchange information, share expensive 
peripherals, and draw on the resources of a massive secondary storage unit, called a file 
server. 

Network - computer-based communications and data exchange system created by 
physically connecting to one or more computers. 

PDF - Portable Document Format, a universal file format that preserves all of the fonts, 
formatting, colors, and graphics of any source document, regardless of the application 
and platform used to create it. PDF files are compact and can be shared, viewed, 
navigated, and printed exactly as intended by anyone with a 6ee Adobe Acrobat@ 
Reader 

PIN - Personal Identification Number. A numeric or alphanumeric code used to acquire 
access to an operating system or database. 

Plug-in - Software that adds features to a larger piece of software. Common examples are 
plug-ins for the Netscape browser and web server. Adobe Photoshop also uses plug-ins. 

Server - server software resides on one computer and allows individuals to access Web 
pages (by way of browser software) that reside on that server. An in-house systems 
operator or a commercial service provider usually operates servers. 

Synchronous delivery - requires the simultaneous participation of all students and 
instructors; interaction is done in real-time. Forms include interactive TV, audiographics, 
computer conferencing, interactive relay chat (IRC) and multi-user obj& oriented 
(MOO). 

Telnet - The command and program used to logm from one Internet site to another. The 
telnet comandlprogrsun gets you to the login: prompt af another host. 

URL - Uniform Resource Locator - a consistent addressing system used on the Internet. 



Glossary 

Web-based instruction (WBI) - a hypermedia-based instructional program which utilizes 
the attributes and resources of the World Wide Web to create a meaninghl learning 
environment. 

Web page or document - what is displayed by a Web browser. Every Web site has a 
home page, or top level, that is first seen when a user goes to a Web site. Internal pages 
are separate from the home page, and are part of the Web site structure. ExternaI pages 
are authored by others at other Web sites and are accessed by users of the original site 
when they choose a link to that page. 

Wide area network (WAN) - uses high-speed, long-distance communications neworks 
or satellites to connect computers over distances greater than that transversed by local 
area networks. 

World Wide Web - a hypertext system or method of accessing the information resources 
of the Internet. 

Desq, 1997, p. 278; Hackbarth, 1997, p. 192: Khan, 1999, p.6;,M*, 1997, p. 8; 
Smifh, 1998, np; Szabo, 1993, p. 166 
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