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Series Editors’ Foreword

The editors of the ASF series on distance education found compelling reasons to bring
together leading authors and active practitioners to create Volume 9 on Learner Support
in Open, Distance and Online Learning Environments. There is widespread recognition
that learner support in the form of effective teaching, advising and counseling, library,
information and technical assistance, and efficient administrative services can make an
important positive difference to the distance learning experience. This volume addresses
the latest in theory, practice, research and evaluation in the field.

Since the launch of the Master of Distance Education (MDE) program — jointly offered by
the University of Maryland University College (UMUC) and Carl von Ossietzky University
of Oldenburg in the year 2000 — the ASF Series has published several volumes mainly to
accommodate students in core courses of the MDE. Volumes 4, 5, and 6 are recommended
in the Foundations of Distance Education, Volumes 2 and 7 in the Management of Distance
Education 1: Cost Analysis, and Volume 8 serves the Management of Distance Education
2: Leadership in Distance Education course. With Volume 9 — our latest publication — we
have continued this tradition by developing a comprehensive textbook for the course on
Student Support in Distance Education and Training. However, that being said, Volume 9
will also be of interest beyond the classroom. Practitioners, both novice and experienced,
will find it of value.

EDEN, the European Distance and E-Learning Network, entrusted the University of
Oldenburg with the hosting of the 3@ EDEN Research Workshop on Supporting the
Learner in Distance Education and E-Learning in March 2004. Authors of Volume 9
were invited to present the content of their contributions at the Workshop, and many
chose to do so.As well, the keynote addresses from the EDEN Research Workshop are
included in the DVD that accompanies Volume 9, and three of the keynotes appear in
print version in the book.

The topic of the EDEN Research Workshop extends through the 25-year history of the
Center for Distance Education at Oldenburg University like a red thread. Supporting
students in distance education through advising, educational counseling and tutoring are
the core tasks of the Center and inspired the desire for a publication on Learner Support
in Open, Distance and Online Learning Environments. Volume 9 provides the reader
with an excellent overview of the major challenges and approaches to providing effective
learner support in the current context of institutional competitiveness, pressure to balance
scale with connectedness, scarce resources, technological change and opportunity, and an
increasingly heterogeneous student population.

We express our gratitude to the authors and editors who followed our invitation to
participate in this exciting endeavor for the occasion of the Center's 25™ anniversary. It
assembles an impressively large number of chapter contributions from active practitioners
in the field of learner support today. They provide a wealth of knowledge, expertise, and
experience, as well as a basis to critically reflect what needs to be done in order to support
students and learners in open and distance education, and in online learning environments.

Of the many participants our special thanks go to Jane Brindley, Christine Walti and
Olaf Zawacki-Richter for their unrestricted willingness to take on the edition of VVolume 9.



Jane Brindley is a faculty member in the School of Psychology at the University of Windsor
and serves as an adjunct faculty member for the University of Oldenburg in the course
Student Support in Distance Education and Training. She served as co-chair in the EDEN
Research Workshop international program committee and is a distinguished expert in the
field of learner support. Christine Walti and Olaf Zawacki-Richter participated in their
roles as members of the Center for Distance Education at Oldenburg University.
Christine is Oldenburg's faculty for the Foundations of Distance Education course and
co-teaches Student Support in Distance Education and Training with Jane Brindley.
Olaf Zawacki-Richter recently earned his doctorate on student and faculty support in
online distance education. He now works for the Bankakademie and continues teaching
the MDE course on Learning and Training with Multimedia. Franziska Vondrlik has
again provided her tireless editorial assistance which in the end made this publication
possible.

The Series' Editors
August 2004
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forms/modes, asynchronous/synchronous:
244; communication: 182, 188, 199, 207,
128, 239, 242, 256; course design: 64;
cultural: 169, 171; delivery: 23, 34, 63,
231, 232, 233, 240, 263, 274, 275, 277;
digital: 63, 159; dual: 21, 122, 212, 214,
216; education: 15, 16, 18, 19, 30, 32, 72,
74,75, 90, 145, 259, 261; industrialised:
291; institutional: 287; interaction: 44, 68,
97,99, 128, 130, 132, 292; learner support:
9,10, 12,20, 21, 22, 32, 41, 53, 56, 59, 97,
100, 103, 125, 126, 142, 150, 151, 157,



174; learning: 13, 16, 19, 42, 51, 56, 76,
118, 180, 209, 259; mixed: 68; multi: 24,
98, 270; narration: 175; online: 132, 292;
presentation: 127, 128, 174, 176;
research: 266; resources: 126;
self-expression: 173; self-help: 291;
study: 66; single: 179, 182, 224;
teaching: 13, 16, 19, 209; technology: 17,
110, 141, 219

forums: 21, 89, 129, 131, 157, 160, 162,
225; see also communication;
community; groups

funding: 12, 24, 31, 103, 121, 190, 244,
259, 261, 262, 263, 269, 273

future of ODL: 19, 180

gender: 22, 147, 169, 179-190, 284;
awareness: 182; blindness: 182;
differences: 179, 183, 187, 189, 190;
equity: 179, 190; gendered division of
labor: 179, 181, 183; patterns: 182, 183,
184, 190; mainstreaming: 188-9; see also
culture; learner; student

globalisation: 18, 21, 169; see also culture;
diversity; internationalisation; language;
regional

goals, community: 146, 147, 151, 189;
course: 60; development: 46;
educational: 77, 174, 211, 278; goal-based
curriculum: 111; goal-based learning: 114;
improvement: 40; institutional: 42, 45,
58, 64, 87, 183, 206, 231, 2333, 237;
job performance: 196, 197; learning: 52, 56,
57,71, 73,78, 159, 160; organisational:
195, 196; personal career: 194, 195, 200;
portfolio: 157, 158, 159, 160;
research: 260, 262, 270; student’s. 41, 55,
59, 76, 78, 82, 85, 111, 114, 148, 157,
252; student support: 57, 233, 376;
team: 234, 235; workplace training: 22,
193, 194, 201; UN Millennium: 36; see
also course; learning; management;
objectives

graduation: 9, 21, 84, 89, 127, 129, 131,
134, 145, 276, 281

group activities: 20, 71, 127, 163, 255; age:
55, 233, 274, 278; cultural/social/ethnic
groups: 78, 118, 171, 172, 176, 180, 198,
222, 285; disadvantaged: 179, 180;
email: 129; enrolment: 80; experience: 223;
interest: 213; interviews: 85; learning
group/groups of learners: 11, 12, 13, 15, 16,
33, 43, 45, 46, 47,52, 72, 74, 79, 86, 87,
89, 90, 96, 100, 111, 112, 147, 149, 150,
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172,188, 221, 212, 113, 239, 251, 252,
254, 257, 260, 261, 264; minority: 179;
model: 80; special, specific: 53, 171;
study: 56, 72, 79, 87, 103, 111, 127, 145,
150, 151, 163, 172, 188, 224, 226, 227,
263, 277; target: 59; tutorials: 41, 118,
119, 224; work: 76, 222, 235, 236; see
also communication; community;
learning

guidance: 12, 16, 32, 52, 59, 81, 84, 87, 89,
126, 135, 158, 159, 162, 163, 210, 106,
213, 226, 238, 253

see also advising, coaching; counselling;

support; tutoring
guidelines: 44, 141, 158, 200

identity: 89, 148, 170, 171, 252; see also
culture; diversity

incentives: 36, 53, 58, 195, 199-200, 201,
222, 262; see also faculty; learner;
student

inclusion: 20, 68, 189

independence: 15, 20, 60, 71, 75, 77, 114,
181, 198; see also autonomy; learning;
pedagogy; theory

individual achievements/development: 172,
197, 209, 210; activities: 20, 71;
concerns: 122; enrolment: 80;
experience: 41; flexibility. 79, 80;
freedom: 79; instructor/teacher/tutor: 57,
66, 120, 131, 222, 280; knowledge: 56;
key: 234; learning: 10, 11, 16, 56, 78,
111, 147, 151; learning support: 286,
287; needs: 90, 96, 174, 197, 233, 279;
progress: 80; research: 111, 270;
self-fulfilment: 55; skills: 12; student: 12,
33,41, 42, 46,59, 71, 74, 75, 78, 79, 81,
86, 96, 100, 102, 120, 150, 151, 153, 201,
251, 255; success: 39; see also learner;
support

individualism: 172, 198

industrialisation: 20, 35, 71, 74, 75, 205,
206, 208, 209, 215, 283, 289, 291; see
also model; theory

information, access: 43, 66, 97, 98, 136,
220, 231, 234; administrative: 129, 266;
age: 95, 137, 145, 193; and
communication technologies (ICT): 17,
23, 29, 30, 52, 56, 63, 118, 147, 150, 153,
179, 182, 214, 219, 235, 241, 275, 289;
counselling: 84; course: 129, 130;
delivery: 232; gathering: 113, 216
literacy: 21, 43, 59, 127, 135-6, 137, 139,
140, 141, 142; management: 12, 42, 59,



201, 289; packages: 73; program: 128;
provider/providing/provision: 33, 87,
141, 152, 163, 164, 181, 197, 254;
resources: 65, 66, 77, 80, 97, 98, 99, 100,
139, 150, 275; revolution: 36; services: 103;
sharing: 102, 176; society: 35, 55, 193;
sources: 97, 136, 197; systems: 9, 54,
201; transfer: 194; see also
communication; library; resources;
technology

infrastructure: 9, 36, 53, 58, 65, 66, 67, 68,
149, 170, 201, 235, 239, 246, 280, 281;
see also technology

instructor: 9, 10, 19, 42, 43, 56, 57, 58, 65,

75, 139, 151, 159, 160, 161, 195, 196,
221, 222; see also facilitator; faculty;
mediator; practitioner; roles

interaction: 9, 10, 12, 15, 17, 77, 96, 125, 189,

255, 275; assistive: 96; community: 152;
enabling: 21, 127; face-to-face: 81, 266;
forms: 68, 97, 128, 129, 130, 132, 134;
group: 74, 223, 226; guided didactic: 99;
human: 95, 98; in distance education: 104;
(in) learning: 64, 77, 148, 221, 222;
media-based: 18, 255; modes: 18, 44, 292;
one-way traffic: 242; online: 183, 225, 251,

innovations: 57, 58, 60, 103, 193, 220, 262,
267, 268, 286

inquiry: 9, 21, 98, 127, 145, 148

institutions/institutional, affiliation: 101;

292; opportunities: 19, 65, 162, 182; real-
time: 261; patterns: 245, 246; personal: 104,
146; social: 21, 65, 67, 102, 145, 148, 149,
289; spontaneous: 77; student: 65, 134, 225,

alliances: 247, 248; budget: 31, 44, 212,
238; collaboration: 152; campus-based:
19, 39, 40, 41, 48; commitment: 19, 48,
68, 82; context. 60; distance teaching: 11,
14, 18, 31, 32, 35, 39, 40, 41, 44, 48, 59,
63, 64, 65, 68, 71, 74, 80, 81, 102, 117,
119, 145, 181, 183, 205, 209, 212, 224,
245, 285; dual-mode: 212, 214, 216;
educational: 16, 32, 39, 51, 75, 76, 81,
180, 182, 206, 220, 278, 286; flexibility:
72; framework: 53, 58; goals: 42, 183,
206; higher education: 151;
infrastructure: 239; interface: 122, 146;
management: 205-17; missions: 43, 44,
153, 231, 232, 234; models:24, 273-81,
283-92; personnel, staff: 9, 86; provision:
86, 242; public: 30, 131, 278; reform.

268; student-content: 43, 77, 87, 100;
student-student: 10, 15, 16, 43, 44, 76, 77,
78,100, 101, 103, 126, 127, 223, 244;
student-teacher: 10, 15, 16, 19, 31, 42, 43,
45, 66, 77, 78, 87, 98, 100, 101, 103, 128,
129, 130; teaching: 221; two-way: 16;
types: 13, 43; with an institution: 236,
260; with learners: 9, 10, 25, 44, 207;
with teachers/tutors: 65, 66, 207; see also
communication; interactivity; learning

interactivity: 45, 46, 65, 174; external: 242,

245; internal: 17, 241, 242, 245;
student-content: 242, 244;
student-learning support specialists: 21;
student-student: 242; student-teacher: 64,
242, 243, 244; see also communication;
dialogue; interaction

227; support: 87, 99, 125, 126, 129, 188-
90, 205-17, 242; systems: 12, 13, 127,
128; teaching: 16, 53, 78; traditional:
131; values: 207, 210, 211; see also co-
operation; education; responsibilities

instruction/instructional: 16, 128, 135, 136,
137, 139, 142, 149, 159, 176, 189, 198,
222, 226, 277, 279; activities: 9; call-
directed: 222; classroom-based: 284;
delivery: 87; design: 12, 20, 46, 53, 58,
59, 64, 109-115, 140, 174, 197, 241, 242,
248; interaction: 76; material: 274;
model: 112, 114; modes: 21, 136;
programs: 17, 43, 96, 141, self-
instruction: 77, 110; staff: 13; strategies:
136, 246; television: 274; virtual: 51;
web-based: 137; see also facilitation;
learning; teaching

internationalisation: 21, 40, 169

see also globalisation; regional

internet: 10, 13, 17, 34, 35, 36, 56, 66, 97,
109, 125, 130, 136, 137, 138, 140, 145,
147,171, 183, 188; access: 141, 151,
182, 184, 186, 187; internet-based
e-learning: 16, 71-90, 180; see also
computer; e-learning; media; online;
resources; technology; web-based

intervention: 24, 175, 223, 226, 227, 262, 266,
267, 270, 290; designs: 96, 103, 268;
human: 20, 90, 104; pedagogical: 52;
support: 32, 264; see also teaching; training

investments: 13, 19, 32, 39, 44, 126, 200,
201, 227, 233, 235, 248, 277, 281; see
also cost; economic

keynote addresses: 10, 20, 23, 25, 44, 259-70,
273-81, 283-92



knowledge acquisition: 113, 284;
accumulation: 78; assess to: 113, 198;
base sharing: 21, 145; bases: 44, 147,
150, 151, 152, 199; building
(communities): 21, 101, 147, 149;
construction: 24, 77, 78, 127, 148, 149, 221,
222; content: 113, 126; distribution: 18;
domain: 113, 114; evaluation: 59;
expansion: 157; gap: 121; management: 56,
59; prerequisite: 119, 195; prior: 57, 59,
224; production: 180; shared: 24, 112,
222, 226; societal: 77; society: 18, 55, 56;
transmission: 221; workers: 56, 193; see
also community; library; technology

labour-for-labour substitution: 241, 246
language: 18, 22, 86, 87, 131, 150, 161,
169, 170, 171, 175, 176, 189, 196, 198,
210, 284, 285; effective use of English:
120, 121, 122; skills: 127, 173, 179, 183
learner, adult: 39, 40, 75, 148, 151, 253, 288;
autonomy, autonomous: 21, 59, 75, 90, 174,
181; behaviour: 10, 75, 96, 252, 269;
communication: 34, 73, 242, 245;
communities: 98, 149; centred: 9, 19, 39,
40, 45, 47, 48, 148, 160, 174, 277, 287
characteristics: 257; critical incidents:
112-3; cultures: 22, 169, 171-5;
development: 41, 45, 46, 265;

distance: 21, 42, 73, 88, 96, 97, 101,
117-23, 135, 136, 141, 142, 145, 194,
195, 196, 198, 233, 234, 237, 238, 239,
240, 265; empathy: 76; experienced,
experiences: 41, 42, 81, 151, 233, 252;
identity: 176, 252; independent: 21, 39,
101, 110, 117, 157, 160, 181, 245;
interaction: 31, 43, 77, 95, 97, 129, 253;
needs: 19, 31, 42, 45, 47, 59, 142, 219,
231, 232, 233, 235; online: 43, 81, 90,
100, 111, 220, 255, 291; orientations: 148;
profile: 22, 194; satisfaction: 236;
self-directed: 21, 157, 160; separation: 72;
services: 11, 45, 96, 100, 102, 231, 236,
237, 238, 240, 259, 260, 261, 266, 270;
success: 20-2, 25, 42, 109, 157, 193;
support: 9-25, 29, 30, 31, 33, 34, 35,
39-48, 51-60, 71, 77, 78, 86, 95, 96, 100,
103, 109, 110, 112, 119, 125-32, 134,
145, 150, 157-64, 169-76, 179, 183, 188,
193-201, 205, 227, 235, 241-8, 251-7,
259, 260, 262, 263, 264, 265, 266, 268,
283, 285, 286, 288, 291; workplace: 22,
193-201; see also choices; distance;
education; learning; teaching

learning activities: 73, 76, 78, 99, 100, 101,

102, 109, 111, 113, 114, 188; adult: 148;
agreements: 148; approaches: 15, 30, 47,
60, 71, 84, 109, 111, 114, 127, 169, 171,
172, 173, 175, 291; arrangements: 56;
autonomous: 23, 52, 56, 57, 59, 60, 77,
blended: 16, 17, 18, 30, 34, 151, 152;
centres: 13, 32, 261, 285; cognitive: 76,
77; collaborative: 16, 17, 43, 56, 72, 74,
79, 80, 87, 112, 148,-9, 172, 175, 220,
255, 291; computer-assisted: 17;
computer-based: 13, 15, 17, 73, 77;
computer-supported co-operative: 17, 78,
111, 112, 149; communities: 13, 18, 21,
72,99, 100, 101, 145, 153, 222, 255;
constructive: 145, 149, 153, 172;

content: 73, 97, 101, 219; context: 9, 13, 97,
99, 110, 115, 151, 169, 171, 175, 183, 263,
266; contract: 16, 148; co-operative: 20, 71,
72, 78-9; creative problem solving: 149;
critical incident-based: 20, 112-3, 162;
culture: 55, 56, 149, 201; d-learning: 73;
deep: 84, 122, 148, 172; delivery: 193,
212, 248; design: 111, 112, 114, 115,
148, 183; design-based: 20, 113;
distance: 13, 14, 15, 16, 17, 18, 20, 22,
24,29, 30, 31, 36, 39, 40, 41-5, 51, 53-5,
71,73, 76, 81, 85, 87, 90, 100, 102, 117,
118, 127, 128, 153, 174, 175, 179, 183,
187-8, 195, 196, 197, 198, 200, 216, 288,
291; distributed: 11, 17, 18, 141;
employees/staff: 193, 194, 201, 210;
environments: 16, 18, 19, 21, 22, 23, 29,
44, 56, 57, 60, 63, 67, 68, 79, 110, 112,
114, 118, 121, 122, 126, 127, 128, 134,
135, 145, 159, 161, 163, 175, 179, 181-3,
185, 187, 188, 190, 195, 219, 220, 221,
244, 252; experiences: 20, 41, 100, 109,
110, 111, 112, 114, 115, 127, 135, 148,
150, 159, 170, 173, 190, 196, 219, 221,
252; experimental: 148; facilitation: 13,
16, 39, 42, 45, 59; flexible: 11, 17, 18,
46, 51, 59, 131; formal: 96, 175, 260;
forms: 13, 16, 19, 42, 51, 56, 209;

goals: 52, 56, 57, 71, 73, 78, 159, 160;
groups: 15, 16, 52, 72, 74, 79, 89, 90, 100,
172, 252, 261; higher: 47, 73, 77, 101, 125;
improvement: 19, 30, 33-4, 45, 77, 262;
independent: 55, 59, 75, 76, 77, 148, 225;
individual: 11, 147, 151; informal: 13,
44, 97; interactions: 21, 64, 221;
interactive: 65, 73, 145, 151;
intersections: 169, 171-5; isolated: 16,



17; journals: 21, 157-64; life-long: 18,
55, 56, 60, 135, 159, 220, 281; log: 112,
113; m-learning: 73, 98; materials: 15, 31,
32,33,35,41,72,76, 77,78, 81, 86, 87,
89, 126, 145, 170, 174, 224, 242, 277, 283,
286, 289, 291; management: 53, 54, 80,
110, 149, 200, 220, 245; meaningful: 77,
148, 149; media-based: 13, 14, 51, 59,
169, 174, 175; methods: 23, 71, 72, 223;
models: 29, 42, 79, 80, 110, 114;

needs: 20, 57, 219; net-worked: 153, 259,
263; objectives: 9, 33, 35, 39, 52, 73, 99,
101, 121, 148, 150, 247, 260; ODL.: 9-25,
39, 129, 181-3, 205; online: 10, 11, 12,
13, 14,17, 18, 19, 20, 24, 31, 32, 43, 51,
53, 55-7, 58, 59, 72, 73, 76, 78, 79, 81,
87, 89, 100, 101, 102, 113, 117, 118, 130,
149, 151, 163, 170, 179-90, 198, 222,
223, 273, 275, 291; open. 14, 15, 39, 40,
41-5, 119, 130, 139, 141, 147, 151;
opportunities: 18, 33, 34, 41, 100, 112, 145,
195, 257, 286; organisation: 89, 110, 111;
outcomes: 43, 45, 57, 87, 99, 100, 110,
114, 149, 174, 223, 251, 261, 263, 275,
280, 281; philosophy: 20, 74, 80; place: 17,
18, 104, 163, 283; platforms: 245, 246;
preference: 57, 172; problem-based: 20,
109, 111-2, 114, 224; problems: 53, 109,
114, 196; process: 9, 10, 11, 12, 13, 15,
16, 18, 39, 41, 42, 43, 45, 51, 52, 55, 56,
57, 64, 65, 67,72, 74, 76, 78, 81, 86, 96,
110, 112, 148, 149, 151, 157, 160, 174,
189, 205, 219, 223, 224, 241, 248, 251,
253, 260, 277; programs: 17, 18, 44, 73,;
quality : 74, 81, 86, 172, 219; receptive: 57,
60; reflective: 162, 163, 164; re-purposing
learning objects: 247; resources: 12, 35, 42,
43,57, 99, 126, 151; responsibility for: 53,
54,57, 149, 171, 212; re-usable learning
objects: 33, 35, 121; role play-based: 20,
114; scaffold: 109; self-directed, 16, 17,
57, 59; services: 20, 96-7, 104, 139;
skills: 9, 12, 55, 109, 198; sound: 109;
story-centred: 20, 109, 110,111;
strategies: 20, 57, 109, 110, 287, 288;
student-centred: 21, 217; styles: 46, 59, 117,
148, 169, 172, 179, 181, 182, 183, 195,
221; support: 12, 13, 21, 24, 31, 43, 53, 59,
60, 87, 88, 89, 96, 100, 109-15, 120, 121,
126, 127, 128, 129, 134, 148, 150, 174,
224,251, 257, 287; systems: 32, 66, 68,
206, 285; technology: 125, 196, 219-27;
theories: 20, 74, 76, 78; time: 17, 18,
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253, 283; traditions: 173, 174;
transformative: 145, 148; web-based: 17,
33,73, 74, 96, 114, 199; see also
attitudes; capabilities; community;
e-learning; learner; skills; teaching;
technology; theory;

librarians: 10, 21, 43, 126, 127, 130, 131,
135, 136, 138, 139, 140, 141, 142, 151,
152, 276; see also roles

library: 9, 65, 89, 97, 135-42, 152, 199, 248;
catalogue: 136; databases: 136, 137, 138,
151; related activities: 21, 140, 236;
public: 141, 151; reference services: 135,
142; resources: 130, 131, 138, 139, 140,
141, 145, 151; services: 21, 43, 45, 102,
135-42, 260, 276; see also resources;
skills; support; technology

management: 22-3, 29, 43, 56, 58, 59, 68, 74,
146, 193, 194, 197, 205-17, 224, 227, 238,
260, 274, 276, 291, 292; academic: 48;
certificate in: 224, 225, 226; change: 53,
212; content: 239-40; cost: 280;
course: 128, 137, 142; customer
relationship management (CRM): 102,
290; data(base): 147, 209, 212-3, 290;
human resource: 22; information: 12, 42,
289; issues: 23, 205; learner support: 10,
42; learning: 53, 54, 80, 110, 149, 200, 220,
245; staff: 206-11; student services: 22,
205-17; systems: 12, 22, 33, 42, 80, 125,
128, 211-6, 245; project: 23, 59, 149,
276; time: 117, 118, 122, 160, 195, 200,
222; value driven: 206, 209, 210-1; see
also administration; education; institution;
objectives; planning; support

marketing: 29, 80, 89, 139, 197, 213; see
also customer-focused; recruitment

mass customisation: 279, 280; see also
scale economies

material, autographic: 99; course: 12, 32, 34,
42,43, 76,90, 117, 118, 140, 141, 174, 176,
190, 195, 209, 244, 251, 256; delivery: 211,
213, 214; development: 52, 68, 189, 241,
247, 248; discursive: 128; hard copy: 130;
learning: 15, 31, 32, 33, 35, 41, 72, 76, 77,
78, 81, 86, 87, 89, 100, 126, 145, 170, 174,
224,242, 277, 283, 286, 289, 291;
mass-produced: 11, 145; online: 58, 66,
137, 140, 193, 256; orientation: 198;
packaged: 41, 77; preparation: 15, 33, 63,
72; pre-prepared, pre-produced: 11, 12,
13, 16, 76, 77, 78, 86, 87, 90;
print-based: 17, 120; production: 32, 33;



research: 139, 152; resources: 57, 97;
self-help, self-study: 10, 64, 65, 66, 67,
110, 117-23, 138; study: 59, 63;
study skills: 117, 119, 122; supporting: 111;
text: 175; web-based: 33, 87, 136, 138; see
also content; costs; design; development;
presentation

MDE: 5, 6, 21, 152, 157-8, 159, 160, 161,
162, 163, 164, 189

meaning, construction: 78, 223; making: 148,
150, 151, 162; negotiating: 23, 222, 227,
provision of: 267; see also constructivism;
learning; teaching

measurement/measurable: 23, 103, 194,
233, 234, 279, 280, 281; see also
instructional design; research

measures: 11, 40, 45, 46, 51, 52, 53, 59, 74,
81, 82, 84, 85, 90, 100, 126, 157, 160,
187, 188, 189, 190, 200, 212, 239, 244,
263, 266, 281

media: 31, 58, 60, 65, 75, 81, 90, 145, 150,
169, 171, 176, 214, 222, 241, 245, 246,
287; chained: 242, 246;
communications: 146, 199, 242, 244,
245; competencies: 56, 58; cultures: 22,
174-5; electronic: 17, 23, 67, 68, 141, 254;
literacy: 53, 56, 59, 140; media-based
learning: 13, 14, 51; multimedia: 74, 99,
100, 140, 160, 161, 184, 186, 190, 198,
242, 261, 276, 277, 286; new: 51, 57, 59,
222; online/offline: 18; sophistication: 243,
244, 245; resource: 242, 244; technical: 15,
16, 72; see also choices; communication;
computer; costs; interaction; technology

mediators: 219, 221-2; see also faculty;
instructor; moderator; practitioner; staff;
tutor

mentoring: 148, 151, 199, 200, 201, 206,
207, 208; see also community; learning;
peers

methodologies: 24, 103, 121, 259, 263, 267,
269, 270; see also concepts; learning;
pedagogy; research; teaching; theory

mission: 9, 24, 36, 42, 43, 44, 46, 64, 111,
151, 153, 207; see also beliefs; ethos;
philosophy; values

models, business: 25, 125, 193, 290, 291,
commercial: 131; cost: 32, 51, 241, 242,
243, 244, 246; customer-care: 216;
deficit: 181; distance education: 39, 64, 66,
75, 76, 81, 82, 83, 84, 87, 88, 90, 292;
distance learning: 29, 80, 100, 110, 114;
drop-out explaining: 71; gradual
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increasing competency: 222;
industrial: 41, 42, 63, 64-5, 66, 75, 224,
292; institutional: 24, 40, 273-81, 283-92;
learner: 96; learner-centric: 9;
multi-media: 242; organisational: 74, 80;
OUUK: 11, 33, 127; research: 20, 103,
259, 267; service: 42, 100, 234;
study: 101; support: 42, 60, 87, 121, 122,
123, 150, 199, 205, 273-8, 283-92;
teaching-learning: 79, 112;
virtual university reference: 20, 87, 88;
see also concepts; learning; pedagogy;
teaching; theory

motivation: 10, 19, 39, 76, 83, 84, 97, 110,
127, 129, 149, 163, 195, 199, 200, 222,
223, 252, 253; see also faculty; learner;
student

needs, assessment: 267; cognitive: 96;
community: 146; educational: 24, 281,
284, faculty: 122, 233, 277; human: 102;
individual: 90, 96, 174, 197, 233, 279;
learner: 19, 21, 22, 31, 42, 45, 46, 47, 59,
142, 170, 219, 222, 231, 232, 233, 235,
238, 251; learning: 20, 57, 219;
learning group: 46, 52; organisation: 198,
210; staff: 216, 233, 237, 239; student: 32,
42,67,72,75, 86, 89, 90, 101, 110, 111,
117-9, 120, 122, 129, 131, 135, 136, 139,
160, 206, 209, 211, 220, 274, 280, 290;
teachers: 221; women: 182; workplace
learners: 193, 1951, 196-200

network(ed) computer: 72, 121, 222;
era: 104; communication: 146;
courses: 222; environment: 112;
faculty: 141; information: 141, 147,
learner supporter: 256; learning: 16, 17,
111, 131, 150, 152, 153, 198, 259, 263;
learning centres: 285; mindtools: 98;
organisations: 152; resources: 98;
services: 95, 96, 99; social: 102, 145,
147; support: 16, 181, 197, 226;
teaching: 66, 221; technologies: 145,
219, 220, 222, 227; women: 180, 188,
189, 190; world: 20, 95-104; see also
communities; media; technology

objectives: 9, 19, 23, 30, 39, 44, 46, 52, 73,
76, 77,99, 101, 118, 148, 150, 160, 174,
194, 206, 208, 209, 224, 225, 227, 233,
234, 280; see also course; goals;
learning; management; teaching

obstacles: 22, 58, 146, 180, 196, 201, 270;
see also barriers; problems



online classes/classrooms: 43, 150, 151,
221. 223, 224, 246, 277; class size: 246,
277; collaboration: 100, 199, 255;
communication: 73, 114, 127, 131, 255;
communities: 100, 101, 149, 150, 152,
276; conferences: 150, 151, 221, 223,
224, 246, 277; course: 10, 51, 57, 58, 79,
80, 81, 86, 87, 88, 89, 117, 118, 119, 125,
137, 140, 145, 148, 150, 170, 183, 187,
200, 222, 224, 225, 248, 256, 274, 276;
delivery: 23, 101, 273, 274, 275, 279;
databases: 140, 150, 151, 276;
discussions: 112, 118, 150, 222, 224, 255;
distance education: 51-60, 71, 74, 81, 82,
87-90; (distance) students: 84, 89, 90, 130,
150, 159, 183, 274; education: 22, 51, 52,
53-9, 72-4, 75, 79, 80, 85, 146, 179, 182-3,
190, 199, 275; environment: 12, 42, 57, 59,
147,151, 152, 162, 180, 181-3, 187, 190,
222,223, 224, 227; experience: 58, 221,
222, 226; guides: 131, 138; interaction: 183,
225, 251, 255; journals: 44, 140;
learners: 81, 90, 100, 111, 199, 220, 255;
learning: 9-25, 31, 32, 43, 51, 53, 55-7,
58,59, 72, 73, 76, 78, 79, 81, 87, 89, 100,
101, 102, 113, 117, 118, 130, 149, 151,
163, 170, 179-90, 198, 222, 223, 273,
275, 291; learning groups: 100, 149, 226;
materials: 58, 66, 119, 137, 140, 193,
256; OPAC (online public access
catalogue): 136; programs: 125, 130,
146, 152, 157, 158, 161, 162, 170;
registration: 43; resources: 58, 102, 137,
139, 150, 151; roles: 224, 225-7;
service: 126, 128, 150, 151, 276, 277;
students: 72, 84, 89, 90, 130, 150, 159,
183, 274; study: 17, 79, 81-4, 100, 129,
152, 153, 183, 187, 188; support: 20, 21,
43, 58, 59, 101, 125-32, 134, 152, 197,
277; teachers: 219-27, 247, 275;
teaching: 19, 51, 52, 53, 58, 59, 76, 80,
87, 189, 220, 221, 222, 224, 251;
technologies: 87, 125, 127; training: 224-7,
276; tutors: 59, 111, 219-27, 248, 255;
see also computer; communication;
e-learning; internet; learning; media;
teaching; technology; web-based

open education: 52, 109, 169, 170, 179, 182,
183, 248, 251, 269; learning: 9-25, 15, 39,
40, 41-5, 119, 130, 139, 141, 147, 151;
learning institutions: 39, 40, 41, 119, 224;
source: 33, 35, 270; universities: 15, 24,
35, 51, 67, 80, 224, 278, 281; see also

Index
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support

open and distance learning (ODL): 9-25,
39, 40, 41-5, 46, 48, 87, 100, 117, 129,
179, 182, 183, 190, 205, 206,207, 208,
209, 210, 211, 212, 213, 214, 215, 2186,
217

opportunities, educational: 36, 104, 179-80,
231, 233, 270, 285; equal: 66, 118, 180,
207; for academic success: 145, 278;
for interaction and communication: 19,
65, 145, 181, 182, 188, 255;
for participation: 25, 40, 44, 54152, 182,
285, 291; for skill development: 135, 139,
150, 200, 227, 262; learning: 18, 33, 34,
41,100, 112, 145, 195, 257, 286;
pedagogical: 33, 51, 52, 57; provision: 23,
129, 170, 179-80; research: 20, 103;
through technologies: 10, 18, 24, 24, 25,
98, 99, 119, 188, 220, 246, 277, 279;
training: 195, 276; see also open; open
and distance learning; values

orientation: 9, 22, 39, 41, 46, 57, 102, 130,
148, 150, 169, 171, 172, 195, 198, 201,
233, 237, 260, 275; see also services;
support

outcomes, graduate: 46, 47, 48; see also
assessment; learning; teaching; training

output: 19, 39, 40

paradigms: 24, 60, 66, 77, 103, 181, 259,
263, 264, 265, 266, 267, 269, 270, 277,
290; see also educational

participation: 39, 58, 100, 101, 146, 147,
150, 158, 189, 195, 215, 221, 225, 259,
268, 286; of women: 179, 182, 187;
widening: 30, 31, 118; see also
communities; groups; learner; student

pedagogy: 14, 24, 71-90, 125, 148, 183,
285; see also concepts; models; theory

peers: 9, 33, 39, 57, 59, 65, 78, 111, 113,
127, 146, 151, 153, 160, 196, 197, 199,
201, 207, 208, 221, 222, 223, 226, 227,
246, 288, 291; see also community;
group; support

persistence: 19, 25, 41, 42, 81, 101, 216,
280; see also learner; student; support

philosophy: 9, 18, 66, 74, 80, 128, 190; see
also beliefs; ethos, mission; values

plans/planning, customer care: 42, 53;
educational: 66, 263; learner support: 10,
22-3, 44,53, 68, 128, 193, 194, 195, 22-1,
216, 253-4, 257; learning: 56, 57, 73, 78,
87, 252; learning materials: 15, 65, 72;



organisational/institutional: 19, 40, 45,

46, 37, 38, 58, 87, 88, 118, 211, 235, 239,

241, 243, 244, 260, 281, 283;
personal development: 197, 225;
portfolio: 158, 160, 161; training: 197,
200, 201; see also course; instructional
design; learning; management; teaching

portfolio: 21, 100, 157-66, 225; see also
learning journal; tutorial

practice: 288, 290; best: 147, 234, 251, 257,
269-70; coalescence of theory and
practice: 113; cultural: 171, 172;
distance education: 44, 71, 77, 83, 125, 170;
educational: 17, 111; improvement: 10,
103; common: 147; communities of: 18,
21,145, 147, 152, 153, 175, 260;
examination: 10, 96; exercises: 120, 121,
122; good: 21, 22, 43, 122, 129-31, 169,
175-6, 189-90, 206, 215, 222, 253;
institutional: 207, 208, 215, 289;
learner support: 19, 24, 25, 29, 41, 259,
289; pedagogical: 13, 52, 173;
skills: 139, 140-1, 226, 227; see also
application; research; teaching; theory

practitioner: 10, 11, 22, 24, 41, 42, 43, 46,
96, 100, 110, 112, 113, 120, 149, 151,
183, 199, 246, 251, 253, 255, 261, 262,
266, 267, 268, 269, 270, 283; see also
faculty; instructor; mediator; research

presentation: 20, 52, 60, 71, 76, 86, 88, 96,
98,99, 111, 113, 127, 128, 159, 160, 174,
175, 176, 182, 189, 199, 207, 213, 214,
234, 260, 290; see also course; delivery

problems, learning: 53, 109, 114, 196;
organisational: 237, 238, 239, 240, 275,
278, 279; problem-based learning: 19,
20, 111-2, 114, 224; solving: 57, 79, 148,
150, 221, 233, 277; students: 84, 85, 181,
187, 189; technical: 58, 130, 198; see
also barriers ; obstacles

process, administrative: 12, 42; change: 158,
219, 231-40; cognitive: 76, 110, 222;
collaborative: 16, 77; constructivist: 159;
creative: 115, 149; decision making: 22,
190; development: 159, 161, 162, 163,
164; discovery: 23; educational: 33, 135,
145, 146; interactive: 9, 39, 110;
instructional design: 53; learning: 9, 10,
11, 12, 13, 15, 16, 18, 39, 41, 42, 43, 45,
51, 52, 55, 56, 57, 64, 65, 67, 72, 73, 74,
76, 78, 81, 86, 87, 96, 112, 114, 148, 149,
151, 157, 159, 160, 162, 174, 189, 205,
219, 220, 223, 224, 241, 248, 251, 253,
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260, 277; proactive: 20, 114; process-
oriented approach: 255; reflective: 159;
research: 137, 138, 259, 270; social: 78,
222; socialisation: 82; study: 65, 66, 67, 68,
251, 13, 18, 41, 51, 52, 55, 64, 65, 67, 76,
81, 205, 216, 223, 224, 241, 254
substitution: 95; technology mediated: 279;
training: 206, 207; transformative: 42, 148;
see also constructivism; learning;
meaning-making; teaching

production, course: 10, 11, 12, 32, 35, 43, 189,
205, 213-4; knowledge: 180; mass: 29;
materials: 11, 32, 33, 289; research: 259;
resources: 121; see also content; costs;
materials; process

proficiency: 77, 135, 136, 158, 237

profile: 22, 40, 46, 48, 120, 193, 194-5, 238;
see also faculty; institution; learner; student

program, academic: 40, 46, 135, 281; Baltic
University Programme: 147, 152;
certificate: 157, 276; decisions: 128, 170;
degree: 141, 146, 148, 182, 189, 199;
distance education: 15, 63, 125, 126, 127,
134, 146, 157, 170, 172, 266, 274;
distance learning: 63, 75; e-learning: 71,
73, 199; educational:: 72, 148, 151;
external: 170, 283, 384, 385;
information: 128; instructional: 43, 96,
141; learning: 17, 18, 44, 73; MDE: 159,
160, 163, 164, 189; online: 125, 130, 146,
152, 157, 158, 161, 162; orientation: 130,
198, 201; professional development: 47,
130; self-learning: 15, 16, 17, 72;
services: 150; study: 21, 99, 142, 292;
support: 195; training: 22, 194, 197;
undergraduate: 119, 266, 276, 286; see
also course; discipline; universities

progress, student: 12, 32, 83, 160, 195, 200,
212, 216, 252, 287, 288

quality, aspect: 72; assurance: 19, 30, 33, 34,
206, 216; education: 275, 277, 279-80,
281; evaluation: 23, 251-7, 264;
guarantee: 241; high: 32, 54, 55, 57, 64,
71,74,78, 79, 90, 189, 190, 224, 269;
improvement. 45, 67, 74, 95, 111, 259;
learning experiences: 219, 289; low. 193;
maintenance: 208; optimise: 104;
secure: 81; standard: 122; systems: 20,
23,71, 206, 251, 252, 256, 257; see also
measures; research

real-time reference: 138, 139, 141, 142, 251

realm: 13, 183, 242, 248; see also cognitive;
systemic; theory
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recruitment: 23, 46, 207, 210, 284, 290; see
also marketing

reflection: 111, 112, 113, 149, 157, 159,
160, 161, 162, 164, 175, 199, 255, 291;
see also community; learning journals;
skills

regional: 41, 68, 119, 120, 122, 179, 211,
214, 247, 285, 286, 289, 290; see also
globalisation; internationalisation

registration: 9, 10, 11, 43, 54, 89, 102, 232,
237, 260, 280

remediation: 200; see also learner

support; skills; student support

research: 9, 10, 23, 30, 35, 41, 42, 43, 44,
45, 46, 47, 63, 81, 82, 83, 84, 85, 90, 96,
97,101, 110, 114, 120, 128, 136, 142,
147, 151, 159, 162, 163, 172, 175, 181,
183, 187, 190, 194, 199, 201, 213, 219,
227, 231, 246, 247, 251, 253, 254, 259-
70, 273, 283; comparative: 179, 180,
182; culture: 40, 262, 263, 270;
design-based: 103, 259, 265-9, 270;
educational: 24, 73, 74, 259, 261-3, 263,
264, 266, 267, 269, 270; development: 103,
259, 265, 266, 270; distance education: 22,
52, 54, 81, 126, 261, 264, 270; goals: 260,
262, 270; individual: 111, 270; library: 135,
141, 152; material: 139, 152;
methodologies: 24, 103, 259, 263, 270;
methods: 140, 267; models: 20, 103, 259,
267; opportunities: 20, 103; paradigm: 259,
263, 264, 265, 266, 269, 270; process: 137,
138, 259, 270; see also analysis;
databases; evaluation; evidence;
measurements; practice; theory

resources, access: 21, 74, 97, 119, 130, 170,
182, 183, 187, 188, 195, 198-9, 201;
availability: 33, 179, 183, 235, 248;
course: 251, 255; delivery: 131, 136, 251;
electronic: 135, 136, 138, 140, 141;
faculty: 138, 139, 140; financial: 30, 58,
188, 280; forms: 126, 237; human: 30,
43, 235, 237; information: 65, 66, 80, 97,
98, 99, 100, 139, 150, 275; lack of: 170;
learning: 12, 35, 42, 99, 126; library: 130,
135, 136, 138, 139, 141, 145, 151;
limited, scarce: 24, 47, 189, 219, 254;
material: 57, 97; media: 198, 242, 244;
network: 98; online: 58, 102, 127, 137, 139,
150; personnel: 58; providing: 21, 278;
service: 88, 96, 234-5, 238; sharing: 19,
224; support: 43, 89, 110, 111, 117, 122,
128, 129, 134, 142, 234-5, 279; use: 30,

32, 43,57, 122, 123, 220; web-based: 117,
119, 121, 199; see also information;
internet; library; online; tools; web-based

responsibilities, administrative: 89, 215;
faculty: 58, 64, 77, 89, 161; for
teaching: 63, 64, 65, 212; institutional: 22,
39,42, 47,75, 76, 79, 187, 197, 198, 205,
208, 210, 212, 213, 214, 233, 235, 278,
288; questions of: 87; students: 31, 53,
54,57,72,77,79, 89, 118, 131, 146, 147,
149, 151, 158, 159, 161, 171, 181, 187,
188, 195, 196, 200, 207; see also faculty;
institution; learner; student

retention: 10, 21, 23, 31, 32, 39, 44, 54, 100,
125, 126, 131, 140, 149, 200, 210, 236,
237, 244, 257, 280, 281, 288, 290, 292;
see also attrition; completion; drop-out

review: 20, 44, 46, 96, 103, 127, 137, 139,
162, 163, 208, 209, 216, 237, 238, 251,
253, 254, 257, 263, 268

roles, changing: 9, 42; faculty: 19, 84;
instructor: 9, 19; key roles:42, 111, 138,
226; librarians: 21, 126, 127, 130, 135-6,
138, 140, 151; of communication: 21; of
gender: 179, 180, 182; of interaction: 148-
50; of learner support: 9, 19, 30, 39-48,
54,100, 211, 251, 255; of learning
communities: 21, 145; staff: 12, 63, 126,
235, 238, 239; supporter: 252, 255, 256;
teacher: 16, 33, 63-8, 77, 220, 221, 224;
tutor: 23, 85, 174, 224, 225, 226, 247,
252, 287, 288, 291

role-play: 20, 23, 114

scaffolding: 13, 20, 52, 57, 222; see also
weaving

scale economies: 241, 242, 243, 244, 248;
see also costs

self-assessment: 43, 127, 130, 160, 162,
198, 200; confidence: 21, 78, 157, 160;
determination: 15, 56, 57, 59;
development: 172; directed: 16, 17, 18,
39, 56, 57, 76, 145, 157, 160, 197;
discipline: 163; esteem: 12, 42, 81;
evaluation: 73; help: 10, 43, 117-23, 138,
231, 288, 290, 291; instruction: 77, 110;
reflection: 161, 175; service: 128, 231,
232, 234, 238, 240; study (materials): 63,
64, 65, 66, 67, 76, 138

separation: 11, 15, 23, 29, 33, 45, 47, 72,
75, 241, 283, 284

service(s): 95-104, 231-40, 259-70;
academic advising: 9, 41, 260;
administration: 39, 41, 85, 88, 102, 206;



admission: 9, 11, 29, 31, 40, 145, 209,
213, 260, 276, 286; affective: 42, 99,
100-2; alumni: 89; automated: 96, 103,
104, 130, 238; cognitive: 99-100;
communication: 30;concepts: 283-91;
counselling: 102, 150; cost: 65; culture: 51,
59 ; customer: 25, 193, 231, 232, 234, 237,
290, 291; delivery: 22, 23, 24, 25, 205,
208, 209, 215, 216, 217, 231, 232-3, 236,
240, 261, 278, 279, 289, 290; demand
for: 47; educational: 74, 98, 99, 103;
electronic: 234, 235, 236, 237, 238, 239,
240; financial aid: 152, 237, 280;
improvement; 234, 235, 238, 239, 240;
industry: 22, 87, 146, 205-6, 283;
information for prospective students: 150;
learning assistance: 53, 96; library: 21, 43,
45,102, 135-42, 260, 267, 276;
management: 205-17; multiple: 132;
need for: 64, 90; orientation: 9, 22, 39,
41, 46, 57, 102, 130, 148, 150, 169, 171,
172, 195, 198, 201, 233, 237, 260, 275;
planning: 43, 80; provider/provision: 15,
64,72, 103, 126, 208, 234, 238, 239;
regional/local: 19, 86; registration: 9, 10,
11, 43, 89, 102, 232, 237, 260, 280;
self-service: 128, 231, 232, 234, 238,
240; standardisation: 279; study skills
assistance: 9, 21, 126; systemic: 99, 102-3,
104; technical support: 53, 58, 89, 145, 198;
technology: 233-4; theoretical framework:
71; tutorial: 43, 187, 266, 286; units: 232,
238, 239, 240; see also learning;
resources; skills; support; teaching;
tutoring

Shareable Courseware Object Reference
Model (SCORM): 247

skills, academic: 118, 130, 138, 219, 287;

acquisition: 13, 19, 43, 114, 278, 279;
analytical: 45, 119; building: 13, 43, 222;
cognitive: 21, 73, 109, 113, 117, 223,;
communication: 87, 181, 237; course: 118,
119, 122; critical thinking: 21, 110, 111,
119, 120, 135, 139, 140; development: 21,
53, 55, 56, 58, 59, 63, 74,109, 110, 117,
118, 119, 120, 122, 123, 135, 139, 140,
147, 150, 157, 158, 162, 163, 172, 176,
194, 200, 219, 226, 227, 262,
e-moderation: 224, 225, 226;

enhancing: 117-23; individual: 12;
information literacy: 127, 128, 135, 136,
139, 140-1, 142; language: 102, 127, 173,
179, 183; learning: 9, 12, 55, 109, 198;
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library: 137, 140; media: 59, 160, 161;
meta-cognitive: 21, 56, 157;
organisational: 117, 118, 122;
practice: 139, 140-1, 226, 227; research: 45,
114, 136, 137; reskilling: 221; student: 21,
41, 45, 109, 117-9, 120, 135, 138, 140,
142, 157, 160, 161, 164, 279; study: 9,
20, 21, 32, 117-23, 126, 127, 128, 130,
131, 287; teaching: 64, 220, 223;
technology: 118, 136, 209; time
management: 117, 118, 222; training: 194,
195; writing: 119, 120, 150, 179, 183; see
also advising; competencies; counselling,
learning; services; support; teaching

social context: 147; effects: 187;
equality: 187; exclusion: 19, 35, 286;
inequalities: 147, 179, 180, 188;
integration: 81, 82, 83, 100; interaction: 21,
65, 67, 102, 145, 148, 149, 289; justice: 10,
22, 25, 285; learning: 127, 220, 286, 291;
networking: 102, 145, 147; processes: 78,
81, 222; support: 13, 68, 89, 101, 102,
131, 260; values: 24, 285, 288, 292; see
also philosophy; values

socialisation: 15, 65, 72, 82, 222

staff, academic: 33, 53, 63, 64, 65, 90, 221,
286; advisory: 268; administrative: 89,
131, 235, 236; categories: 212, 215;
clerk: 10; development: 122, 201, 235, 252;
front-line: 234, 237; institutional: 31, 86;
instructional: 13; interaction: 101, 102;
IT: 235; management of: 206-211;
needs: 216, 233, 237, 239; office: 89,
214, 236, 237; professional: 20, 95, 96,
100, 104, 238; retention: 10, 47, 210,
238; roles: 12; service: 212, 236, 237, 240;
specialists: 21, 53, 55, 126, 127, 128, 134,
251; status: 205; supervision: 238;
support: 52, 65, 103, 119, 120, 127, 128,
129, 193, 251; teaching: 43, 130, 181,
183, 221; technical: 126, 127, 224, 235;
training: 46, 190; see also roles; services;
support

standards: 12, 16, 25, 31, 40, 42, 46, 47,
121, 122, 130, 131, 139, 140, 141, 150,
160, 161, 206, 216, 238, 242, 247, 264,
276, 279, 280, 290

strategy, alliances: 247; institutional: 59,
68, 80, 146; instructional: 136, 246;
learner support: 19, 20, 58, 109, 119,
241, 251, 257; learner success: 20-22;
learning: 20, 53, 57, 109, 110, 111, 114,
162, 172, 175, 287, 288;
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(meta-)cognitive: 79, 110;
problem resolution: 112; scaffolding: 57;
skill development: 56, 120; strategic
planning: 48, 58, 211, 213, 281,
study: 20, 110; teaching: 109, 115, 287,
288; see also institution, management;
mission; support

student, access: 97, 130, 140, 141, 161, 184,
188, 190; adult/mature: 41, 72, 117, 148,
287, 289; autonomous: 56, 76, 123, 148,
181; body: 42, 55, 117, 274; centred: 21,
117, 125, 127, 128, 205, 211, 275;
centredness: 18, 205, 220;
communication: 72, 76, 86, 114, 118,
131, 181, 188, 215, 241, 247;
complaints: 216; context: 147, 172, 173,
281; databases: 120, 209, 213, 236;
drop-out: 30, 54, 254; experience: 20, 35,
83, 99, 109, 110, 111, 114, 115, 140, 252,
289; groups: 71, 79, 87, 96, 224, 226,
227, 254; guidance: 32, 59, 87, 135, 206;
interaction: 19, 25, 42, 44, 64, 68, 76, 77,
78, 95, 98, 100, 102, 103, 126, 127, 128,
129, 130, 134, 146, 207, 225, 242, 243,
244, 246, 260, 268; isolation: 35, 40, 65,
126; lifecycle: 21, 125, 126, 127, 128,
129, 131, 134; needs: 32, 42, 67, 89, 90,
101, 110, 117-9, 120, 122, 129, 135, 136,
199, 206, 209, 211, 231, 232, 251, 276,
290; on-campus: 45, 60, 80, 126, 135,
136, 141, 220, 240; orientation: 172;
part-time: 55, 82, 130, 254, 273,;
performance: 21, 34, 140, 252;
population: 19, 24, 117, 139, 181, 182,
231, 237, progress: 12, 32, 83, 212, 288;
qualifications: 121; responsibilities: 31,
77,131, 158, 159, 161, 181, 187, 188;
retention: 37, 39, 100, 140, 251, 280;
satisfaction: 54, 81, 103, 206, 220, 267,
268; services: 20, 21, 22, 23, 43, 48, 79,
87, 88, 95-104, 145, 190, 205-17, 231-50,
260, 261, 275, 276, 277, 278, 279, 289,
290, 291, 292; skills: 21, 45, 109, 117-9,
120, 135, 138, 140, 142, 157, 160, 161,
164, 279; student-centred approaches: 18,
205, 211, 220; Student Toolkit Project:
117-23; support (system): 9, 11, 12, 13,
15, 19, 20, 21, 23, 24, 25, 31, 32, 33, 34,
35, 39, 41, 42, 43, 44, 46, 51, 52, 53, 54,
55, 57, 58, 59, 60, 64, 65, 66, 68, 71, 72,
74,75, 78, 80, 81, 84, 85-90, 95, 96, 97,
99-103, 104, 109, 110, 114, 115, 117,
120, 123, 125, 126, 130, 131, 137, 138,

145-6, 148-50, 150-2, 153, 157, 158, 159,
163, 179, 180, 181, 183, 188-90, 205, 26,
209, 210, 211, 232, 241, 242-4, 245-7,
259-72, 273-81, 283-93; success: 21, 32,
33, 39, 42, 46, 55, 85, 90, 118, 126, 140,
206, 210, 211, 244, 281; understanding:
113; see learner; learning; services;
teaching

study, access to: 15; centres: 11, 65, 67, 68,
81, 180, 186, 188, 206, 207, 209, 214,
216, 252, 253, 286, 287; completion: 82;
conditions: 84, 172, 190; decisions. 82;
distance: 21, 51, 55, 77, 85, 180, 181,
184, 187; experiences: 82, 254; goal: 82;
groups: 56, 72, 127, 145, 150, 151, 163,
172, 188, 277; home study: 14, 76, 264;
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individual: 111; materials: 10, 11, 12, 16,
17, 18, 59, 63, 64, 65, 67, 86, 110, 117,
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organisation: 89; phases during: 89, 254;
preparation for: 118, 128; process: 65,
66, 67, 68, 251; program: 21, 99, 142,
292; reasons: 257; self-study: 63, 64, 65,
66, 67, 76, 138; setting: 82; skills: 9, 20,
21,32,117-23, 126, 127, 128, 130, 131,
287, strategies: 20, 110, 120, 181,
successful: 51; time: 118, 196, 198, 200,
201; see also learning

subcultures: 22, 171, 173, 175

subsets of DE: 14, 72, 74, 96; media-based
learning: 13, 14; teaching: 13, 14; see
also categories, approaches, experiences,
strategies and attitudes

support, academic: 10, 53, 59, 71, 82, 89,
96, 117, 119, 260, 261, 279; activities: 9,
10, 12, 13, 84, 85, 87; administrative: 20,
59, 71, 89, 126, 234-5; approaches: 10,
22, 39, 188, 285; aspects: 13, 23, 52, 85,
145, 241; changes : 25, 42, 45, 46, 51,
57, 68, 95, 227, 231-40, 248, 288, 289,
291; cognitive: 42, 96, 110; computer-
based: 17, 78, 111, 112, 145, 149;
concepts: 10, 13, 24, 87, 145, 147, 273-
81, 283-92; definitions: 11-3, 43, 86, 87,
96, 117, 242, 248, 251; demand for: 39,
47, 87; development: 14, 39, 40, 41, 42,
45, 127, 265; dimensions: 19, 52-3;
faculty: 19, 21, 22, 23, 46, 47, 51-60, 88,
117, 135-42, 227, 231, 275, 276, 279;
forms: 9, 10, 12, 20, 21, 22, 32, 41, 53,
56, 59, 97, 100, 103, 126, , 142, 150, 151,
157, 174; functions: 42, 999-103, 146,
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45, 58, 64, 109, 253, 259-70; effects: 53-5;
elements: 20, 21, 22, 53, 59, 153, 163;
environments: 64, 79, 87, 110, 120, 157,
151; experiences: 41-5; goals: 57, 233,
376; history: 10, 24, 32, 283, 284, 285;
human/non-human: 96, 220; impact: 23,
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