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Introduction

In response to issues raised in the DSO Evaluation online survey, a “doorknock” survey of academic staff was carried out in the first two weeks of August by several staff from TLSU, Office of PVC (OS) and the Faculties. 
Academic staff were asked the following questions regarding DSO use, training and support requirements:
1. What are your immediate needs?

2. What type of help do you require?

3. When would you like help?

The following is a summary of the responses to these questions and suggested actions to address requirements identified.

Summary of responses
A total of 232 responses were collected, mostly by face-to-face interview but several responded by phone or email (notes were left if staff were not available to be interviewed).
1. Immediate needs

Responses to Q1 indicate that most staff are satisfied with their basic understanding of DSO but 
· 17 reported a need for clarification of how to perform some common activities/functions. 
· 39 respondents are looking to expand their use/understanding of DSO by adding new tools or components. 
· 41 are ready to move “beyond basic” but were unsure where to start so need greater familiarisation with advanced features. 
· 46 expressed the desire to know how to build more detailed and complex units using DSO tools and components, HTML, multimedia and a variety of additional technologies. 
· 27 respondents were interested in examining a range of pedagogical and practical issues related to improving their use of DSO.
· 13 expressed a desire to be able to see examples of what others are doing.

2. Type and timing of help
· The overwhelmingly most common request (94) was for on-call, one-to-one, just-in-time support. In addition, 32 others specifically requested local support. Many respondents were complimentary about the local, one-to-one support they had received from TLSU or Faculty staff but recognised the shortage of resources to maintain or expand this.
· Responses relating to scheduled training sessions were mixed – some like them, others either cannot attend or find them “a waste of time”. 

· Many respondents requested additional and improved support resources including print and/or online manuals, help guides, FAQs and demonstrations of specific techniques and features. Anecdotally, some were unaware of existing resources.
· 20 respondents suggested various forms of peer support including lunchtime seminars, small discipline based groups, continuation of the OTLF Program in 2005, school or faculty-based update sessions and peer mentoring programs where colleagues review and discuss each other’s units.
· Support for students was mentioned by 10 respondents.
3. Problems

Though not specifically requested, many respondents took the opportunity, in response to Q1 and Q2, to raise issues or problems with DSO.

· 29 reported system performance issues relating to slowness, difficulties uploading large files, problems using Apple Mac computers and instability of Chat and Whiteboard.

· 8 reported software design issues including dislike of the look and feel of the interface, problems navigating the system and difficulties using some features.

· 3 reported technical problems with file types

· 5 reported unspecified technical problems

· 6 were concerned about access to DSO for sessional staff and financial support for sessional staff training

· 10 reported administrative problems ranging from sections disappearing or never appearing, problems with templates, access to units for student support staff, change of enrolment and encumbered students denied access to units and problems with uploading of unit guides

· 3 expressed concern over requirement to carry out “non-academic” duties and tasks

· 10 reported concern over the loss of support staff within Faculties (specifically relating to two members of staff who have left their positions)
· 8 reported concerns about student issues, including cost of printing and time to manage student enquiries
4. General Issues

IT issues

A range of general IT issues seem to be blamed on DSO: problems with email, network reliability, Phoenix desktops, accessing H: drives and (my personal favourite) “the library has slowed down since DSO”. There are clear misunderstandings among some academic staff regarding the University IT infrastructure and particularly the functions of, and relationships among, their computer desktop, shared servers, Deakin Online, DSO and other online facilities.
Workload issues

It is important to recognise the anxiety that introducing “compulsory” use of DSO has had for some staff regarding workload pressures. Many staff commented on time required to learn the system, including time to attend training sessions, being difficult to find. Others also commented on the increased time required to teach online. Some of this can be managed by better communication regarding the University’s policy, procedures and expectations for online teaching and learning and improved awareness of strategies to rationalise time spent teaching online. Considerable emphasis on the redevelopment of training and professional development is being directed at addressing this issue – in particular, strategies for managing student expectations. These issues will also be the focus of future seminars, forums and support resources.

Anecdotally from other discussions, many staff are keen to embrace online teaching and learning but recognise that this requires a significant shift in their teaching approach and the design of their teaching materials. However, this requires a major commitment of time and effort which conflicts with all the other tasks required of an academic. An ongoing concern of many staff is the lack of formal recognition of effort and achievement in developing online teaching and learning, particularly for promotion – many staff report that their perception is that research output and research grant income is more highly valued than teaching and curriculum development. Formal recognition of this work in academic promotion would also encourage staff to undertake major curriculum redevelopment projects.

Time release programs such as the Online Teaching and Learning Fellowship Program 2003 and 2004 have provided the opportunity for a small number of staff to undertake this planning, design and development work. Recent discussions with several international and interstate Universities indicate that they are implementing and expanding similar schemes.

DSO user interface

A small number of staff complained about the DSO interface being clunky, navigation difficult, need to be able to backtrack etc. In contrast, about the same number reported they were happy with DSO as it was easy to use. The vast majority made no comment at all on this issue. Obviously we can feedback usability issues to WebCT (we do this regularly) but we also need to assist people in understanding how to do things efficiently. The most common request from staff regarding this was to have someone provide “over-the-shoulder” support for brief sessions to help improve their work practices and the structure of their units in DSO.
Reluctance to use DSO
A small number of staff were unhappy with having to use DSO at all:

“I’d prefer not to use it at all. I’d like to be able to send material to someone who posted it within 2 days and generally looked after the site.”

“Can’t see a use for DSO – haven’t been able to attend training – don’t have skills, motivation or time to devote to it”

“I don’t want to use it”

Several staff expressed concern over the “compulsion to be online” where they only teach students who are full-time, on-campus, face-to-face students. 
Copyright issues 
Several staff were concerned about posting lecture notes and other study material that may contain third party material. Copyright support for “planned” material is appreciated but is difficult/impossible to use for short term material such as lecture notes.

Actions
Face-to-face support

The most common request was for local, on-call, one-to-one, just-in-time support. TLSU and the Faculties have recognised this need since the beginning of the DSO implementation but sufficient resources have not been available to meet the demand. TLSU is now providing a limited amount of face-to-face support for online learning in the Faculties.
There is an opportunity with the current review and restructure of administrative services to address this. A starting point for significant improvement to the support of teaching academics could be to provide one support person per Faculty per campus = 18 positions.  These positions would be retained within a central support service (such as TLSU or some new “post-review” unit) but be located for most of their time in the Faculties. This would provide

· the efficiencies of central coordination,

· cross Faculty cooperation and collaboration,

· the support on the ground where it is most needed. 
There are several possible models for how to create this new group – some would come from existing positions within Learning Services (across TLSU, Access and Information Resources Learning Resources and Library Services) but some would need to be funded as new positions for 2005 and ongoing. 
However, any restructure will need to maintain a central support group responsible for Help Desk and development of support resources, training development and some delivery, testing of software patches and upgrades, liaison with the Faculties, ITS and other Divisions, liaison with WebCT and other product vendors and continued product development.
Support resources

New support resources for both staff and students are being developed by TLSU and existing resources are being revised and expanded to include:

· Exemplars and case studies of good online teaching practice (STALGS project and developments in SDO)

· Step-by-step guides to using DSO tools

· New training materials (in collaboration with Monash University)

· Guides to online teaching practice (in collaboration with City University London)

· The Teaching and Learning @ Deakin website will be revised and rebuilt following administrative services review and restructure
· The 2005 Deakin Learning Toolkit will contain a revised and expanded booklet with information for students on using DSO
· Continue DSO Newsletters but review circulation processes to broaden impact
Where appropriate and practical, both print and web-based resources will be provided.

Help desk

The operation of the DSO Help Desk is under continuous review in collaboration with ITSD. A desired outcome of the administrative services review and restructure, would be the creation of a dedicated learning systems support group which would provide a more comprehensive help desk and support structure in collaboration with face-to-face support staff  (see comments above under “Face-to-face support”).

Training and professional development
The DSO training program is being revised to provide a range of session types including technical, practical and pedagogical issues with a flexible timetable and developed and delivered in collaboration with the Faculties.
Users groups have been set up at Warrnambool, Waurn Ponds and Burwood campuses. These are facilitated by TLSU staff but driven primarily by the needs, interests and contributions of teaching academics in Faculties.
Information/demonstration sessions are being organised to introduce version 3 of WebCT Vista. These will include “what’s new in V3” but will also be useful for those interested in seeing the range of features “beyond basic” in DSO. Where possible and appropriate, these will be offered as part of Faculty/School events.
Pending the administrative services review and restructure and the initiation of “The Institute”, a revised version of the Online Teaching and Learning Fellowship Program will be proposed for 2005. 

There is a continuing need for communication, support and professional development of academic staff related to general IT skills and issues.
Communication
DSO Collaborative Group (DSOCG) meets frequently to discuss issues relating to DSO administration, training and support and share ideas and experiences across the Faculties. However, much of this discussion is operational. There needs to be more specific and more frequent communication from the University to all staff regarding the strategic nature of policy and procedures relating to online technologies in courses and units.

TLSU recognises that this goes beyond complying with University policy. Clearly there is a need to work on how to effectively use online technology to supplement the on-campus experience. This includes understanding of “Basic Online” and introducing and developing strategies to utilise the online environment to supplement face-to-face teaching and learning. This is an emphasis in the review and redevelopment of the training and professional development program and support resources.

Other technologies

The implementation of a synchronous communication system for 2005 will provide the virtual classroom technology required by many people. Such a system will also significantly improve the rapid response ability of the DSO help desk and provide new opportunities for training and peer support. There is an existing evaluation (STALGS project) to choose such a system and a capital bid was lodged for 2005 for the implementation of a system.
There is a range of technologies being used, tested and requested around the University but no central facility or resources to support this in a coordinated way. Recent examples include several people investigating the use of screen capture technologies to create support material and learning activities. A joint capital bid was submitted by Learning Services and ITSD for infrastructure and staffing resources to support teaching and learning technology research, evaluation and development but there is also a need for dedicated budget resources to evaluate, purchase, distribute and support new desktop software. 
Technical issues
Performance of the Deakin network in some areas is still of concern. ITSD has undertaken a preliminary investigation of network performance in some buildings of the Melbourne campus at Burwood which I understand did not identify any specific network problems. This needs to be followed up with a detailed examination of specific instances.

Specific problems with DSO are being actioned through the Help Desk. Where possible problems are resolved locally and where problems are identified as broadly applicable, solutions are communicated via DSO News (DSO entry page) and announcements, DSOCG, the dso-inform mailing list, DSO Newsletter and DSO Support website. Ongoing, unresolved problems are escalated to WebCT and monitored via email and weekly phone communications.
Administrative issues

Access to DSO for sessional staff is problematic at the beginning of semesters. The most common problem occurs where sessional staff are not registered on the HR database, Concept, before semester starts. DSO accounts for staff are generated automatically from Concept. TLSU is working with Faculties and HRSD to expedite the registration of sessional staff but, in many cases, this requires a significant change in existing practices including the need to identify and “employ” sessional staff earlier.

The cost of printing large amounts of online course material remains an issue. Resolution of this issue requires several actions:
· Learning Services recommends that if large amounts of print material are required, then this should remain as printed “readers”.
· Online material needs to be redesigned to remove the reliance on text. This requires significant resources within the Faculties and Learning Services to undertake a major revision of the pedagogical practices and teaching and learning materials to make them more compatible with online “delivery”.
· Students need to be advised of what “needs to be printed” as it appears many are printing material that is provided online for administrative purposes only. This is best done by teaching staff early in each semester.
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