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Summary of points and lessons arising from the case studies

1. Access to and comfort/confidence in the use of the technology is increasing. The growth in the home PC market and the influence of children’s use of ICT have combined to encourage many learners to seek training in the use of computers. 

Where learners have been genuinely new to the use of IT, introductory programmes such as the learndirect SurfDirect course have worked well and have encouraged learners to progress onto other courses.

2. The use of e-learning as a methodology for acquiring new knowledge does not seem to create particular difficulties provided that the materials and learning objectives are appropriate.

There is anecdotal evidence of e-learning not fitting with some learners and a preference for a blended approach combining some or all of on-line, book-based and taught materials.

3. The quality of the initial assessment and guidance and the ongoing support available to learners is central to their success. This has particular implications for the staff development of tutors/centre coordinators, especially where centres are single-staffed or depend on the services of part-time support. Soft skills rather than technical knowledge are of particular importance.

4. Good centre administration and consistent/regular use of on-line tracking systems are important in order to ensure that appropriate support is provided for individual learners. Prompt responses are required where tutoring is provided on-line or where on-line systems alert tutors to issues specific to individual learners.

5. learndirect centres, particularly those in rural communities and in company-based settings, place the burden of responsibility for a multiplicity of tasks (administration, marketing, advice and guidance, tutoring and support, etc) on relatively few people - often just one member of staff appears to service the centre. As well as having implications for staff development, there are also issues of potential overload for staff. 

6. Flexibility of access to learning has particular implications for the tutoring of individuals and groups; there is a tension between the learner as a member of a cohort of peers (perhaps following a linear programme) and as an individual learner and his/her requirements should the learning be truly self-paced.

7. Institution-driven e-learning succeeds where a managed strategic approach is taken (particularly where e-learning is seen as the conduit to widening participation) and where principles of good programme/lesson planning are applied.

Case Study 1: Easton Learning Centre (ELC): a learndirect centre in the heart of an inner-city Asian and Somali Community
1.1
Context

1.1.1
Where?

Easton, Bristol

1.1.2
When Did Delivery Commence?

January 2001 with outreach provision commencing in August 2003

1.1.3
Why?

A large proportion of the residents of Easton and Eastville are from the Asian and Somali communities. Take-up of formal education and training through the FE system is low and in the view of the centre manager all of the users of the Easton Learning Centre (ELC) “would have fallen through the conventional learning nets because of their background and circumstances.” Formal taught courses “probably wouldn’t have been as successful because they over-formalise the process of learning and place restrictions on time etc.”

The centre was established as a means of providing access to learning to a community which might otherwise become increasingly marginalised and excluded.

1.1.4
Funding Sources

learndirect.

1.2
Practice

1.2.1
What?

ELC offers the full range of learndirect programmes at its inner-city location on a busy high street in the centre of the Asian community.

PCs are available for on-line study and, at off-peak times, for internet access.

1.2.2
For Whom?

Local residents using the centre fall into one or more of the following categories:

· (Middle-aged) Asian women;

· Disabled adults;

· Black and Minority Ethnic adults/non-native speakers who are not confident of their English skills;

· 25-35 year olds.

1.2.3
How?

The centre follows conventional learndirect patterns of operation.

Most learners do 6-8 hours per week on average, almost wholly within the centre.

The centre and the learning opportunities have gradually become more established and popular within the community following its launch in January 2001. Marketing to attract learners is through:

· Word-of-mouth;

· Some door-to-door leafleting but “this has not been hugely successful”.

The benefits and features which have reinforced the marketing are:

· The provision of free training (this applies to all courses);

· An incentive scheme which offers a free, reconditioned internet-ready PC when learners have completed a certain number of hours of training;

· Good support systems.

In Autumn 2003, ELC began a programme of learning outreach sessions offered in collaboration with local voluntary and community sector groups:

· SPAN (a single parents support network);

· Sure Start;

· Bristol Cyrenians;

· the Sikh Resource Centre;

· the Pakistani Women’s Centre.

These outreach sessions do not offer on-line learning (except at the Sikh Resource Centre) but rely on CD-Rom-based programmes.

1.3
Outcomes

1.3.1
What Has Happened?

The centre has gradually established itself and is now successful in attracting learners from its target markets. Most learners start with an English course and then progress through the SurfDirect package to other IT courses, particularly in Word Processing.

1.3.2
Outcomes

Recruitment and retention are steady and the centre is expanding to accommodate increased demand.

1.3.3
What Has Worked and Why?

The e-learning aspect of the centre has not, in itself, been the key to ELC’s success but has enabled learners to access appropriate learning at a time and place which suits them. Equally important are features such as:

· The opportunity to study in a sympathetic atmosphere;

· The quality of the support and, in particular, the readiness of tutors to “provide more than the minimum”;

· The incentive of the free PCs.

1.3.4
How Have the Learners Been Supported?

All tutors are bilingual in English and in at least one of the community languages; most come from an IT or business background rather than from training or teaching.

The soft skills of listening, communication and empathy are seen to be more important than the technical skills, though these are encouraged and expected of tutors. Tutors regularly attend learndirect staff development programmes.

Tutors are ready to support the learners with other non-course related needs, provided that time is available. Learners will, for example, ask for assistance with completing forms and/or job applications and with drawing up CVs. They also seek advice and guidance regarding careers and further training (ELC has a certain amount of careers and training information and is developing links with the Connexions and IAG services).

Learners are also increasingly involved in the tutoring of others as volunteer or paid part-time tutors. They are monitored and supported by a member of staff.

1.3.5
Implications and Learning Points

Learners are attracted to the centre in great part by the flexibility it offers. As a result, a wide range of learners with varying needs attend the centre. This in turn requires of staff a good deal of flexibility and the ability to understand and respond to their needs. ELC itself will match the tutor to the audience when running an outreach programme, for example using an Asian woman to tutor middle-aged or elderly Asian women. This is resource-intensive and demanding on staff schedules.

The success of the centre has been the result of the links ELC has created with the local community, through outreach work and through networking with other local agencies.

Case study 2: The Business & Education Centre, Chulmleigh Community College: a rural learndirect centre
2.1
Context

2.1.1
Where?

Chulmleigh, Devon. 

2.1.2
When Did Delivery Commence?

2001.

2.1.3
Why?

Based in Chulmleigh Community College, the learndirect centre provides learning opportunities for communities for whom access to other modes of education is made difficult. The issues affecting the population - time, cost and transport - are problems common to many rural communities. The size of the local population would prevent a viable group programme being arranged through a college.

The Business & Education Centre supports the local population through providing access to education and training, a print shop facility and a community website.
2.1.4
Funding Sources

Self-sustaining through UfI/learndirect revenues and through reinvested profits from the print shop.

2.2
Practice

2.2.1
What?

The centre provides access to the full range of learndirect courses and in particular learndirect ICT, Skills for Life, and Business and Management courses.

There are 20 PCs in the centre.

On-line, face-to-face and telephone support is available.

2.2.2
For Whom?

Groups who have accessed the centre include:

· Farmers and their families for whom the attraction has been the access to Internet skills which are seen as necessary to support farm diversification;

· Employees of local SMEs;

· Local residents.

2.2.3
How?

Considerable effort has gone, and continues to go, into attracting learners to the centre. This effort, which very much depends on the input of the coordinator, has included:

· Promotion to and through local businesses and primary schools;

· Advertising in the community college newsletter, which is circulated to 600 addresses on a six-weekly cycle;

· Through the print shop;

· Through personal networking and knowledge of the community;

· Word-of-mouth;

· Advertising and free course coupons placed in public sites such as the local library.

Various incentive schemes are in place including prize draws, social events and next-course half-price offers subject to completing a course satisfactorily by the date agreed in the initial assessment interview.

While some learners are able and choose to pursue their learning in the workplace or at home, most are attracted to the centre, either because of the broadband facility it offers or for lack of ICT equipment at home/work. The broadband connection also removes from the learner the difficulty of working from home or in the workplace on a (slow) dial-up connection; this is particularly true for learners enrolled on programmes which are rich in graphics.

2.3
Outcomes

2.3.1
What Has Happened?

The centre has been in place for twelve years but the introduction of learndirect opened it up to a new audience for whom the technology made possible learning that suited their situation and their need for provision that was flexible, affordable and appropriate. It should be noted that the e-learning per se is not seen as the attraction but, rather, as the infrastructure that has brought learning to the population. “It’s a bit like Equal Opportunities; you don’t notice it unless it’s not there”.

Some variations to the recommended learndirect opening times have been made in order to accommodate the centre to its rural reality. Four evening sessions are offered but these pose a security and cost problem as two members of staff have to be on site. Weekend sessions have been offered but are not popular.

The centre is mostly single-staffed with the coordinator taking responsibility for the tutoring and support.

2.3.2
Outcomes

250 learners have registered with the centre and to date have signed up for over 580 courses. Rates of progression, either vertically to higher level courses or horizontally to other types of programme, are therefore good.

Many learners have also used the centre to take courses in Skills For Life and Basic Skills. These are potentially sensitive issues for learners, who may not want them to be aired or exposed in public in such a small community. The on-line offering and studying at the centre, therefore, offers a degree of anonymity and privacy to their studies.

2.3.3
What Has Worked and Why?

The quality of the support has been vital to the success of the operation and the coordinator works long hours to ensure that all the learner support, marketing and administrative requirements are fulfilled.

In a small community, where everyone knows everybody and everything, the quality of communication with the learners and support for their learning can easily be projected positively or negatively according to the learner’s experience. 

The quality of the physical environment and the reliability of the equipment are also important.

2.3.4
How Have the Learners Been Supported?

Learners receive the standard support service offered through learndirect, namely, an initial interview/assessment followed by ongoing face-to-face, email or telephone support for the programmes of learning. Learners are also made aware of the learndirect 24 hour helpline for out-of-hours and vacation-period support.

The provision of good quality support in a small rural centre imposes considerable responsibility upon the coordinator to ensure that she can meet the expectations of the students. In addition to taking a Certificate in Education and an on-line qualification in tutoring, she has put considerable time keeping up-to-date with the courses and assessments on offer, mostly through taking them herself in her own time. 

The administrative tracking of learners and their progress has led to the devising of new administration systems.

Technical support is offered through the community college technicians.

2.3.5
Implications and Learning Points

Key points identified as learning points for other centres or organisations looking to enter into the provision of e-learning are:

· Ensure that a good administrative system is in place;

· Look for quality in provision rather than quantity: ‘If the quality is good, the quantity will come’;

· Beware coordinator overload, particularly in small community settings;

· Ensure that on-line communications are right and that the learners get the support they need when they need it.

Case study 3: REMPLOY: e-learning made available through a company-based learning centre 

3.1
Context

3.1.1
Where?

Remploy employs approximately 55 staff in its Bristol division, all of whom are disabled. Currently, they are working on the electronic archiving of paper documentation for customers such as the DVLA and on the capturing of multimedia material for library services.

The company has a dedicated learndirect learning centre with 4 PCs operating through the SIGTA hub under an agreement negotiated nationally.

3.1.2
When Did Delivery Commence?

January 2002.

3.1.3
Why?

The company negotiated an agreement with two unions (GMB and TGWU) for all staff to be able to spend 52 hours per annum in company time on non-job-related education and training. The most popular programmes are in Basic Skills and ICT; these promote greater confidence among the staff and give greater familiarity and understanding of the technological processes involved in their work but these are seen as indirect benefits to the company.

3.1.4
Funding Sources

learndirect; Connexions West of England; Remploy. 

3.2
Practice

3.2.1
What?

The project aims to:

· Increase awareness of opportunities for education, especially through learndirect;
· Encourage employees to engage in lifelong learning;

· Offer telephone-based support for learners complemented by some initial and ongoing support from site-based Union Learning Representatives (ULRs). 

learndirect and some face-to-face programmes are available.

3.2.2
For Whom?

Company employees.

3.2.3
How?

An agreement negotiated nationally with SIGTA has provided the required technology and the support for learndirect programmes through their hub. An additional two machines were provided by Connexions West of England as part of a programme which has seen one of the ULRs enroll on an NVQ level 2 Advice & Guidance programme. 

3.3
Outcomes

3.3.1
What Has Happened?

Two newly trained ULRs were given the responsibility of promoting the programmes to their colleagues. An initial survey of what staff wanted to learn was organized. The initiative started slowly and then experienced an interruption resulting from a move to new premises. Interest in the provision is now starting to take hold. 

To date, approximately 15 learners have enrolled with more staff now expressing an interest in signing up for courses. Others have requested more formal face-to-face Basic Skills training; this has now been arranged through a local FE college. The ULRs believe that lack of confidence has been the major reason why these learners have requested more traditional programmes. 

3.3.2
What Has Worked and Why?

The programmes have been successful in attracting learners from a cohort characterized by low skills and educational attainment. Key to the success of the operation has been the support of the ULRs and the mutual support offered by colleagues. 

Access to a company-based centre has been fundamental, as few learners would have taken up the option of courses held elsewhere. The ULRs also believe that fewer learners would have taken up more conventional book-based learning packages. Learners have been attracted to the opportunity to acquire computer and, particularly, internet-related skills, as few of them have access to this technology in their homes. 

Other factors which are believed to have contributed to the success of the centre are:

· The relevance of the technology to their work;

· The comfort, confidence and support that comes from knowing the other learners in the centre;

· The ability to pursue their learning within work hours;

· The freedom from “having to admit that they don’t understand something”, and

· The self-paced nature of the programmes, particularly the facility to repeat a learning point at will.

3.3.3
How Have the Learners Been Supported?

The ULRs provide initial guidance, helping learners to establish what they want and at what level and to master the essential technological skills required. 

Note, however, that the ULRs are concerned about the support that is available through the on-line tutor (who is only accessible by email) and the difficulties in accessing the learndirect Learning Services telephone helpline.

3.3.4
Implications and Learning Points

While most of the learning that it is being undertaken is in ICT skills, and therefore requires a level of competence from those looking to support learners in the centre, the ULRs believe that it is the ‘soft’ factors that have been important in attracting learners to the centre and keeping them in learning. These include: 

· Patience;

· Making oneself open and approachable;

· The ability to understand the experience of ‘who you’re dealing with’. 

Case study 4: EVOLVonline: a Sector Skills Council-led 
e-learning platform
4.1
Context

4.1.1
Where?

Delivered entirely on-line. 

4.1.2
When Did Delivery Commence?

Autumn 2003.

4.1.3
Why?

COGENT, the newly formed Sector Skills Council for the oil and gas extraction, chemicals manufacturing and petroleum industries, has launched EVOLVonline to meet the training and development needs of a highly mobile and disparate workforce. The industry demand for a high level of minimum competence assurance requires that staff, many of whom may find themselves at short notice working off-shore or internationally, have on-going access to training materials.

4.1.4
Funding Sources

Funding has, to date, come entirely from industry sources; the SSDA is soon to provide some additional funding. 

4.2
Practice

4.2.1
What?

EVOLVonline is a full-function Managed Learning Environment (MLE) developed primarily to deliver training and support to meet the needs of the industry.  All learning materials are sourced from independent publishers. Aggregating demand enables the end-user to purchase materials at discounted rates (this is seen to be in the interests of the industry, 60% of which is made up of SMEs, micro-companies and self-employed status workers. It also benefits publishers who would otherwise find it more difficult to sell into this market).

Materials cover:

· Basic skills;

· Generic business skills;

· Generic technical skills;

· Specific technical skills.

All programmes are commissioned/purchased to meet either known or emergent industry demands. COGENT works with a network of advisory groups to ensure the content and quality of the service and the materials on offer.

4.2.2
For Whom?

Employees within the constituent industries are the prime target market.

Additionally, it provides information and resources for students considering employment within those industries and to teaching staff and advice professionals working with those students in schools, FE and HE institutions.

4.2.3
How?

All learning is on-line, with tutorial support either made available on-line or from approved training providers.

4.3
Outcomes

4.3.1
What Has Happened?

Approximately 400 learners have enrolled to date.  75% of purchases have been through employers, with 25% being made by individuals.

4.3.2
Outcomes

The programme is too recent for its outcomes to be known. Note that the initiative is derived from a prior programme developed by OPITO, the Oil and Petroleum Industry NTO which was one of the predecessors to COGENT, which was well-received in the industry. 

4.3.3
What Has Worked and Why?

EVOLVonline offers a number of positive benefits to the industry:

· Cost-effectiveness through a range of purchase & pricing models;
· Accessibility especially for remote or mobile learners and for the SME/micro/self-employed market;
· The size of catalogue;

· Access to just-in-time learning (to meet immediate, perhaps unanticipated needs), new or refresher learning;

· CPD tracking for companies wishing to ensure or demonstrate satisfaction of demanding competence and knowledge requirements of the industry (this is especially useful for SMEs/micros/self-employed personnel looking to contract with a larger company).

COGENT believe that e-learning has advantages over conventional computer-based learning. Computer-based training (CBT) is seen as having been useful for communicating data but as lacking the capacity for providing support and enabling interpretation, discussion and challenge. E-learning can ‘move people up the knowledge-management value chain.’

COGENT recognise that while access to ICT and the requisite skills and familiarity/ease is increasingly less an issue for their target market, they advocate a blended approach for those for whom “IT is dissonant with their way of working” or for whom there is a “lack of cognitive consistency.”

4.3.4
How Have the Learners Been Supported?

COGENT is working with colleges/training providers and with publishers to build support mechanisms.

A joint research project is currently being carried out with Robert Gordon University into an ‘industry expert scheme’. This is looking at the opportunities for older workers to act as on-line tutors for others; the anticipated benefits will be that it will keep their knowledge within the industry and will provide a route to succession planning and ongoing employment for these employees. There is also a programme currently under way with Chevron Texaco and Pembroke College to investigate the uses of EVOLVonline and the support requirements of SMEs.

Case study 5: GOAL-Devon: delivering underpinning Knowledge for Automotive NVQs into the workplace
5.1
Context

5.1.1
Where?

North Devon.

5.1.2
When Did Delivery Commence?

Autumn 2003.

5.1.3
Why?

Some employees within the motor industry lack the training they need to secure their promotion prospects or to progress onto manufacturer-specific programmes but are unwilling to attend college-based courses. These employees broadly fall into three categories:

· Those who failed to complete a college programme;

· Those whose training is no longer considered up-to-date;

· New entrants to the sector.

GOAL-Devon has been developed as a blended approach, exploiting the potential for e-learning to deliver the requisite underpinning knowledge without requiring attendance at the college.

5.1.4
Funding Sources

ESF, to be mainstreamed through LSC FE funding. 

5.2
Practice

5.2.1
What?

GOAL-Devon is a full-function MLE developed in collaboration with LJ Technical to provide training and assessment in the underpinning knowledge requirements of automotive NVQs at levels 1, 2 and 3. The programme covers approximately 90% of the full underpinning knowledge requirements.

All learning materials have been developed by staff of the college and have been designed to function on a dial-up connection. 

The materials use a mix of text and graphics, with some animated sequences, ‘where it will add to the learning’ – e.g. an animation of the workings of a brake system (at first, the system contained some voice-over files, but the students found them distracting and asked for them to be removed). 

The e-learning is complemented by on-site assessment and tutoring.

5.2.2
For Whom?

Employees within the SME automotive industry in local towns.

5.2.3
How?

Tutors work with learners to agree a programme of learning and assessment leading to the full NVQ. Where practical experience and assessment is not possible in their employing SME, arrangements are made for learners to gain practical experience and be assessed through placement with other companies within the programme.

In addition to the formative assessment of underpinning knowledge that GOAL-Devon provides, learners are also required undertake some summative on-line testing through the IMI website.

Face-to-face tutorials are used to provide support for learners and to enhance and confirm their understanding of the underpinning knowledge and for practical assessment of competence.

Learners are able to communicate with other learners and with tutors through discussion groups and real-time chat rooms. The system also allows for email communication between the learner and the tutor.

GOAL-Devon provides a full tracking system of learner activity, progress and knowledge assessment records. This is used by learners, their sponsoring employer and by tutors/GOAL-Devon managers. On-line assessment of underpinning knowledge occurs at the end of each ‘chapter’. The learner’s responses are scored immediately and the results are recorded. Where a learner’s score falls below a certain percentage, this is highlighted in the tracking system. This will prompt a discussion and/or visit to the workplace to provide support, additional tutoring and further assessment if required.

Where an SME cannot provide access to a PC, or is unwilling to have the learner use the firm’s main office system, the project allows for the loan of internet-ready equipment to the learner.

5.3
Outcomes

5.3.1
What Has Happened?

To date c30 employees in 42 SMEs have enrolled on the on-line NVQ programmes, with a further 30 registering on CD-ROM and workbook-based City & Guilds programmes. Current estimates are that 140 qualifications of the target of 160 set out in the ESF proposal will be achieved in the lifetime of the project (to December 2005).

Most of the learners are over the age of 19.

5.3.2
Outcomes

The programme is at an early stage but it is felt that it has already achieved significant progress in:

· Enrolling learners who would not otherwise have committed to a college course; and

· Retaining learners (it is estimated that c20-30% of learners following a day-release or block-release programme in Automotive studies will drop-out between enrolment in September and the first ‘census point’ in November. To date no learners have dropped-out of the GOAL-Devon programme).

5.3.3
What Has Worked and Why?

GOAL-Devon has, to date, been successful in attracting into learning a group of hard-to-reach learners. The main attraction is thought to be the opportunity to study flexibly in a non-challenging environment: ‘No-one’s going to make you look stupid for getting something wrong.’

In addition to company-sponsored access from the workplace, it is believed that c60% of the on-line NVQ students also accessed the system from home. Engagement with learning, therefore, appears to take place beyond the agreed remit of work-based learning.

It is felt that the programme is probably more suitable for learners over the age of 19, with younger learners unlikely to have the required self-discipline. The younger learner is also likely to want greater social interaction in their learning programme than is offered through this e-learning.  The tutors have taken action to build in this social element by arranging to meet clusters of learners from adjacent towns for group tutorials. The use of the bulletin boards/discussion groups/chat rooms as a means for peer support has been very successful and also provides a social context for the learning. 

5.3.4
How Have the Learners Been Supported?

The e-learning programme is one element of a fuller NVQ offer which includes face-to-face support through the tutor/assessors. Visits by the tutors to the workplace are scheduled into the learners’ learning programmes and these are used not only to carry out agreed assessments but also to follow up points of learning that a learner may be struggling with in his on-line studies. The tutor will have made note of these points in his review of the learner’s progress, using the system’s on-line tracking feature.

Tutors are all provided with mobile phones and learners are encouraged to contact them at any point (during work hours!) to discuss aspects of their learning. E-mail contact is also encouraged. 

5.3.5
Implications and Learning Points

The tutorial support provided is a core feature of GOAL-Devon and it has required of the staff involved that they work differently from other college lecturers. 

While some aspects of their work are common to other peripatetic NVQ tutor/assessors (the ability to work with the learner one-to-one, the ability to take advantage of the workplace as a medium for knowledge transfer, the ability to construct bite-sized pieces of learning appropriate to the individual learner, the mentoring role), other aspects are felt to be more specific to their role within this e-learning programme:

· The readiness to respond promptly to email or telephone contact;

· The requirement that tutors track learners and use evidence from the tracking system as a basis for face-to-face learning.

The programme has been designed to be easily transferable into other vocational sectors. 

Case study 6: The SfE CMS online: delivering a level 4 qualification to care managers and school PAs
6.1
Context

6.1.1
Where?

Nationally on-line.

6.1.2
When Did Delivery Commence?

October 2003.

6.1.3
Why?

Managers in care homes are required to achieve a level 4 management qualification by 2005. For many of them, college-based programmes are not attractive: work pressures, the disinclination of proprietors to release people and personal reluctance (akin to those expressed by other adult non-learners) have all been noted.

Headteachers’ PAs within schools are being asked to undertake an increasingly important role as managers of administrative functions within the secondary sector (SfE works nationally through the National Association for Heads' Personal Assistants to support this group of employees). Few have received training and for reasons similar to those expressed by care home managers, many are not likely to undertake college-based training.

On-line learning was seen to be a solution to the learning requirements of both of these groups.
6.1.4
Funding Sources

SfE is a commercial provider of staff development within the school and care sectors. These programmes are not in receipt of any public funding but are charged out to the learner/sponsoring employer at a commercial rate.

6.2
Practice

6.2.1
What?

SfE designed its own bespoke learning portal/MLE for the delivery of these programmes. All learning materials and assessment activities were written specifically for these purposes and strict authorial/editing guidelines were employed. All materials reflect the nature of the learner’s employment.

The MLE provides access to learner-learner and learner-tutor interaction through specific discussion forums. 

Tracking systems are built into the platform, as well as an optional evaluation tool which the learner can use to provide feedback at the end of each unit of learning.

Tutorial support is provided for each unit, with tutors selected by SfE to match the content of each unit (the learner is, therefore, likely to communicate with more than one tutor through the course of the programme).

6.2.2
For Whom?

Care home managers and Headteachers’ PAs.

6.2.3
How?

The system has been designed to cover the knowledge and assessment requirements of the EdExcel CMS programme, a level 4 Management qualification. Materials are text-based with some graphical elements and interactive questionnaires. Video clips and animation have not been used; an assessment was made that these would “not have suited the community” [of learners]. Non-textual elements are required to be “interesting but used sparingly”.

There is some evidence from SfE’s monitoring of the programme that different local arrangements are being developed within workplaces to enable the learner(s) to progress. These have included: 

· Self-help groups arranged within groups of care homes where more than one manger is undertaking the qualification

· ICT-equipped learning centres being established within schools and care homes for on-line staff development.
6.3
Outcomes

6.3.1
What Has Happened?

141 learners have enrolled on the programme, split approximately evenly between care home managers and school PAs (some Key Stage 3 teachers have also registered). The majority of learners are employer-sponsored, though some are self-funded. a number of deputy managers within care homes have also been enrolled, either by the employer in order to extend management expertise within a home and/or to prepare an individual for promotion, or on a self-funded basis as a means of improving future promotion prospects.

It is believed, from feedback, that the majority of these are not learners who would have attended a college course.

The national average registration for CMS programmes is c3,000 registrations per annum. SfE believes that it has grown the market by approximately 5% in five months.

6.3.2
Outcomes

The programme is in its infancy and formal outcomes have not yet resulted from it. However, internal monitoring and evaluation suggests that:

· It has widened participation;

· It is viewed positively by the learner. The optional unit evaluations are based on the learner scoring 13 questions on a scale of 1 – 5 (1 high, 5 low). The questions cover the content, the tutorial support and the learning platform itself. These evaluations are monitored regularly by SfE. To date, the average scores given in largely 1s and 2s. 

6.3.3
What Has Worked and Why?

The clearest attraction to the learner of studying a CMS programme on-line is that it offers flexible self-paced learning. However a number of other benefits flow from the SfE programme:

· Cost efficiencies for the sponsoring employer; staff replacement costs are minimized;

· Peer support opportunities through the use of the forums; learners are often working in quite isolated roles/situations and there is evidence of them using these forums to integrate with other learners and to share learning, knowledge and experience; it has been noted that this group of learners has been markedly more active in their use of peer-to-peer forums than other communities of learners with whom SfE works on-line (teachers).
· A clear relationship between the learning and the workplace;

· Tutor support which is specific to the unit being studied;

· Tutor management of the learning programme;

· The tracking and reporting mechanism;

· The security of the system; all communication is via the MLE and no personal email addresses need be divulged;

· Technical support which is available by telephone from the team responsible for building the platform. A number of learner queries and comments have resulted in improvements to the platform being activated within a very short timescale.

6.3.4
How Have the Learners Been Supported?

It is clear from the unit evaluations received to date that where a low score is given, it almost always relates to any difficulties that the learner and tutor have had in communicating and relating to each other (there have been a few examples of this which have been subsequently followed up by SfE).

All support is through the system, with tutors being allocated a nominal two hours per learner per unit – although it is thought that tutors probably devote more time than this to supporting their learners. Tutors are required to guarantee a response to the learner within 24 hours of receipt of the notice on the system that a message has been left for them.  One small feature that is in place to help build a more personal relationship between learners and tutors is that the learners are able to enter some personal narrative/details about themselves onto the system. This has helped to build a better understanding of how their working context impacts upon their learning.
Tutors are drawn from FE Business and Management departments and from amongst other related professionals and consultants. All have training experience and many have the Assessor awards. SfE is now in the process of working with EdExcel to develop a qualification for on-line tutors.

All learners receive a handbook detailing the operation of the platform and have access to telephone-based technical support during working hours.

6.3.5
Implications and Learning Points

Learning points that SfE have drawn attention to include:

· The need to ensure that the materials and platform are appropriate to the needs of the target audience;

· The ability to react quickly to learner feedback both in the design of the platform & materials and in the delivery of tutorial support;

· The importance of setting tutorial standards (e.g. for responding to ensuring learner contact within a set timescale and with clear ‘crisp’ feedback) and of ensuring that these standards are maintained.

One factor that may merit further study is the degree to which the remote nature of the tutoring impacts on the ‘sympathy factor’ that exists between learner and tutor. Does it pre-dispose the learners to be more or less critical of the tutor? Are tutors more or less critical of learner work when they know very little about them and have relatively little contact?

Case study 7: SUNRISE Gloucester: a city-centre learndirect centre
7.1
Context

7.1.1
Where?

SUNRISE Gloucester is based in former shop premises close to the city centre. 

7.1.2
When Did Delivery Commence?

July 2002.

7.1.3
Why?

The company operates two sites, in Gloucester and in nearby Cheltenham. Both are wholly learndirect-dedicated sites.

7.1.4
Funding Sources

learndirect 

7.2
Practice

7.2.1
What?

The centre offers the full suite of learndirect programmes to learners who attend the centre or who once registered, study from home or the workplace (it is estimated, however, that 60% of learners follow their programme only through attendance at the centre). 

Centre staff support Basic Skills and ICT programmes; other programmes, if requested, are supported by arrangement through learndirect.

7.2.2
For Whom?

Members of the public; employees in specific sectors (health, care) and in local companies (large and SMEs).

7.2.3
How?

Programmes are offered at the centre or on-line. Centre-based programmes also cover some book and CD-based packages.

7.3
Outcomes

7.3.1
What Has Happened?

Approximately 1,400 learners have enrolled to date. Many learners are over 55 years of age. The centre has attracted few learners below the age of 24 but has registered a significant number of younger women looking to re-enter the labour market and/or to assist their children with their schoolwork. It is estimated that fewer than 50% have access to ICT in the house, though a considerable number are known to have purchased a computer after following a programme at the centre (staff have been asked to advise on suitable specifications).

7.3.2
Outcomes

Retention of learners has been high (estimated at 80%) with up to 90% of these learners progressing onto other learning opportunities, either horizontally to other ICT or Basic Skills programmes or vertically to higher levels.

7.3.3
What Has Worked and Why?

The programmes have been successful in attracting learners who have no or little ICT experience and, if in employment, tend to have few or poor qualifications.

Recruitment to the centre has largely resulted from on-going and proactive promotional activity. Fewer than 10% are believed to have ‘walked in off the street.’ 

The centre has been marketed through:

· Displays/promotions in shopping centres, supermarkets, staff canteens in local companies;

· Trade Union Learning Representatives;

· Care homes, surgeries and NHS trusts/hospitals (where staff are required to aim towards certain minimum qualifications);

· Leaflets distributed to local companies (followed up by telephone marketing).

All expressions of interest are followed up by individual advice and guidance sessions. This requirement of learndirect has proved to be ‘onerous’. The time required (up to 2 hours) has provoked some resistance from employers unwilling to release staff for so long.

Take-up of Basic Skills programmes has been good. This has often been as a result of the questions asked in the learndirect Screening and Initial Assessment form but has also resulted from the learner’s experience of other ICT programmes.

Centre staff do not believe that it is the e-learning per se that attracts but the opportunity to pursue learning flexibly and in a ‘stress-free’ environment (there is, however, a concern that the 4-week non-attendance de‑registration rule will impact on retention rates, particularly for younger learners with families and over the summer period).  Many learners will state that they “have been thinking about this [taking up learning] for some time but either didn’t know where to go or didn’t have the courage.” This would indicate that learndirect has not displaced other (more traditional) forms of FE and Adult & Community Learning but has attracted a new ‘audience’. Staff also acknowledge that e-learning will deter some people and are disappointed at the phasing out of the book-based and CD-based learndirect packages.

7.3.4
How Have the Learners Been Supported?

Tutor-support is seen as central to the success of the centre.

All tutors have appropriate ICT skills and some training experience. The process or ‘soft’ skills are developed through attendance at programmes arranged through the hub (e.g. ‘How to write SMART goals for learners’) and where appropriate other qualifications (e.g. the A1 Assessors Award and an NVQ in Advice & Guidance).

A number of part-time tutors have been recruited from former learners. Staff have noticed how learners tend to support each other and have encouraged certain individuals to progress to tutor status.

7.3.5
Implications and Learning Points

The staff of SUNRISE Gloucester believe that the key learning points for other centres are to:

· Be proactive in the marketing of the centre;

· Provide an appropriate environment;

· Provide the right support to meet the needs of the target audience.

Case study 8: Inspiring Learning For All: an on-line Framework and staff development tool for valuing learning in Libraries and museums and archives
8.1
Context

8.1.1
Where?

Nationally; on-line.

8.1.2
When Did Delivery Commence?

March 2004.

8.1.3
Why?

The Museum, Libraries and Archives Council (MLA) has responded to concerns that the informal and often unplanned and/or unstructured learning that takes place in libraries, museums and archives should be encouraged and should be capable of being captured and valued in a way that will permit both learners and institutions to provide evidence of that learning. 

The Inspiring Learning For All initiative is a vision designed to respond to these concerns. Acknowledging the disparate nature of staff in the sector, who vary considerably in terms of their employment context and their understanding of, and professional engagement in, ‘inspiring learning’, an on-line staff development tool, http://www.inspiringlearningforall.gov.uk/, has been launched. This will be rolled out in 2004 through regional and sub-regional activity.

‘Inspiring Learning for All describes what an accessible and inclusive museum, archive or library which stimulates and supports learning looks like. 

It invites the user to: 

· Find out what the people that use your services learn; 

· Assess how well you are achieving best practice in supporting learning; 

· Improve what you do.

Learning is now high on local, regional and national agendas. Inspiring Learning for All will transform the way in which museums, archives and libraries deliver and engage users in learning.’

8.1.4
Funding Sources

MLA funding for the website; no funding is available for the roll-out of staff learning and development - this will be the responsibility of the regional agency, the South West Museums Libraries and Archives Council (SWMLAC).

8.2
Practice

8.2.1
What?

The Inspiring Learning For All website is a structured, sequenced staff development programme covering the background, content and uses of the full Inspiring Learning For All framework.

The site contains explanatory text, download libraries of case studies, sample templates and related documents and some interactive checklists to confirm understanding. 

The materials have been optimized to operate on dial-up connections. They are largely text-based with Word, PDF and PowerPoint downloads. Some Flash animation is used for the interactive checklists.  A rollout programme is currently being planned (in the South West through SWMLAC).

8.2.2
For Whom?

Libraries, museums and archives staff engaged in preparing materials for the public; public contact staff and other strata of these organisations

8.2.3
How?

A web-based approach was chosen in preference to a paper-based model in part because of the quantity of material (the site is very resource-rich, with over 600 pages with downloads etc). The MLA also opted for an on-line model in order to use e-learning to encourage library and museum staff to think about e-learning as a tool for their own work. 

Other outcomes for the MLA are thought to be that it should help to dispel the notion that libraries and museums work in the ‘fluffy’ side of learning and that the more rigorous framework of Generic Learning Outcomes it proposes should help the give value to the learning that is gained through these organisations.

The Inspiring Learning For All staff development programme is delivered through a set of linked chapters:

· Introduction;

· Use The Framework;

· Measure Learning;

· Win Support;

· Go Further.

Within each of these chapters, sub-headings lead the learner through sequenced screens, exploring different aspects of the learning. At various points learners are invited to download a supporting file from the Download Library and clear directions are provided signposting the learner to the next learning point. At intervals learners may be invited to complete an on-line checklist and/or to select a route depending on their context, experience or understanding.

The programme is designed to be followed in bite-sized chunks.

No formal assessment is built into the programme.

8.3
Outcomes

8.3.1
What Has Happened?

The programme is built upon the experience of pilot activity, the Learning Impact Research Project, that took place in 2002-3 in 15 organisations. A suite of Generic Learning Outcomes (GLOs) was developed:

· Increase in knowledge and understanding;

· Increase in skills;

· Change in attitudes or values;

· Evidence of enjoyment, inspiration and creativity;

· Evidence of activity, behaviour, progression.

These GLOs are designed to be used as a planning tool for auditing, evaluating and improving the opportunities for learning in organisations and as a research framework for generating, interpreting and presenting evidence of learning which has been agreed and tested across the museums, archives and libraries sector.

The use of the GLOs is not restricted to museums, archives and libraries.  There is the potential to use them in other cultural and educational fields.

To support the website, Guidance is given on:

· Measuring learning at organisational level;

· Report-writing.

Examples in the Toolkit are given of:

· Different approaches to measuring learning outcomes;

· Specific tools that can be used and adapted by organisations.

The website was launched on 2 March 2004 and a South West regional conference is scheduled for 10 June 2004, to be followed by a series of sub-regional practical seminars. SWMLAC will be preparing a range of training materials and practical hints and tips in how to implement the Inspiring Learning For All framework in everyday work. The time allocated to staff development varied greatly across the sector and it is thought that a cascading/peer dissemination approach is most likely to succeed in encouraging staff to access and use the site. 

8.3.2
Outcomes

Clear target outcomes have been drawn up and an evaluation programme will be established at an appropriate point.

8.3.3
What May Work and Why?

The aspects of the programme which are thought likely to generate success are that it:

· Breaks down the learning into small digestible chunks, and

· Enables both self and organisation-paced learning.

8.3.4
How Have the Learners Been Supported?

As indicated, regional agencies for museums, libraries and archives will support the roll-out of the programme.  Support for learners will be the responsibility of individual institutions.

8.3.5
Implications and Learning Points

The programme is too new to be evaluated; however, it has the potential to reach a highly disparate and diverse staff cohort and to introduce them to the approach to learning (e-learning) and to the structuring of informal learning against clear objectives and outcomes. The programme has been designed to be easily transferable into other sectors, with ACL perhaps the most likely sector to find it of use. [image: image1][image: image2][image: image3]
Case study 9: The Western College Consortium: a shared initiative to make a learning platform and learning resources available to the learners of five colleges

9.1
Context

9.1.1
Where?

The former County of Avon.

9.1.2
When Did Delivery Commence?

1999.

9.1.3
Why?

A decision was made by the colleges in the former County of Avon to develop a shared resource for the delivery of e-learning. Partnership applications were made in 1998 and 1999 to the then Collaboration Fund for the purchase of a Virtual Learning Environment (VLE) and some shared learning resources, with college contributions to cover the staff costs. This was seen to be the most cost-effective way to develop the capacity of the colleges to deliver e-learning. Ongoing funding from the colleges has ensured the continuation of the project until 2007.

9.1.4
Funding Sources

DfES Collaboration Fund; college funding.

9.2
Practice

9.2.1
What?

The Western Colleges Consortium (WCC) provides a shared platform, acquired from and hosted by TekniCAL Ltd, and a number of shared learning resources. A full-time Director and a Senior Projects Officer administer the service on behalf of the colleges and provide support, policies and guidelines for the use of the platform. 

Initially, seven colleges entered into the partnership; two mergers have reduced this number to five. 

The development and delivery of learning programmes is the responsibility of the individual partner colleges of the consortium and varies considerably across the partnership.

9.2.2
For Whom?

Partner colleges are using the platform to deliver a range of programmes to:

· SMEs learners;

· Full-time and part-time students as a part of their college-based studies.

9.2.3
How?

In addition to managing the shared resources and those purchased by individual colleges, the Consortium provides the partner colleges with facilities and support for authoring new materials. Processes have been put in place to protect the materials developed by an individual college; staff and learners only see the programmes relevant to themselves unless specific authorization for greater access is given.

The Consortium provides staff development within the colleges in the use of e-learning and encourage the sharing of expertise and base practice across the colleges.

9.3
Outcomes

9.3.1
What Has Happened?

Each of the colleges in the consortium has committed itself to the use of the WCC platform as an arm of its widening participation strategy.

Examples of programmes which are believed to have led to genuine widening of participation include the delivery of the ECDL on-line to NHS staff and a CMS programme for University of Bristol managers.

The platform has also been adopted for the delivery and support of programmes for non-widening participation learners. The Art and Design department of one college has made all its teaching resources available on-line and is using the VLE to deliver learner support.

9.3.2
Outcomes

The use of the platform by the partner colleges varies according to the strategic commitment to e-learning that exists within the institution at corporate and department/faculty level. One of the partners, City of Bristol College, has made the decision to withdraw from the consortium from August 2004 in order to concentrate on developing its own platform. A statement issued by the college re-affirms the success of the WCC in embedding e-learning within the formal planning of the college’s strategy for the delivery of learning.

9.3.3
What Has Worked and Why?

WCC’s contact is with the colleges and not with the individual learner. Its role is defined as:

· “exploiting developments [in e-learning] … to provide  innovative solutions that allow [flexible] learning to suit the learner;

· to develop the Virtual Campus so it is used by the students of each partner college both on site and remotely to access learning materials;

· to collaborate with the partner colleges in the development, purchase and customization of … learning materials …”

The Director works to a Board comprising the principals of the partner colleges. This direct access to the heads of each institution is seen as important and necessary; it has enabled the WCC to have a greater influence on strategic planning than might have happened had the initiative been run at a lower level. The decision of City of Bristol College to develop its own VLE is an example of the success of the WCC in influencing strategic planning. 

Staff development and support for staff wishing to author materials is a high priority. In-service training sessions and networking groups have been established to assist the roll-out of the platform and of e-learning across the colleges.

9.3.4
How Have the Learners Been Supported?

Each college is responsible for the learning support which is provided to students.

9.3.5
Implications and Learning Points

Successful learning has arisen where:

· A strategic managed approach has been taken to the implementation of e-learning; this is particularly true in relation to the colleges’ drive to widen participation;

· Staff have translated their planned schemes of work into a set of resources;

· Staff have embraced the potential of e-learning but do not abandon good conventional pedagogical practice. An example of this is where an on-line discussion is set up. In classroom-based practice, a lecturer/tutor would support, encourage and guide the discussion; good practice in e-learning would expect a similar way of working to pertain rather than allow a situation to develop, as has happened, where the learners ask on-line “where are the staff?”

· Blended learning has been developed to meet the sometimes changing needs of the learners;

· A focus on the technology is not allowed to interfere with the learning; the view of the WCC is that the technology should be analogous to the classroom furniture – only noticeable when outstanding, unusual, broken or missing.

WCC have found that often the learners have been more in tune with, and less likely to put up barriers to, the technology than the staff; this situation is changing rapidly as home and work access to PCs becomes more prevalent.

Constraints which can lead to barriers to engagement have been:

· Inexperience within staff teams;

· Where there is a confusion between pure distance learning where support may be sporadic or only at fixed times and e-learning where support and commnications between staff and learner are more embedded within the programme;

· The curriculum and qualification framework and the LSC/FE funding methodology;

· Where there is a need to maintain a linear curriculum. This can inhibit the ability of different learners within the same cohort to progress at varying speeds. Larger cohorts and modular programmes are seen as ways around the problem of an individual being ‘left behind’ with no or few peers still at the same point in their learning.

Case study 10: Languages Online for smes (LOLS): An ESF-funded project to deliver language learning to the SME community of Dorset 

10.1
Context

10.1.1
Where?

Dorset, based at Weymouth College
www.learnet.org.uk/LOLS/ESF_Project/index.asp
10.1.2
When Did Delivery Commence?

January 2001 (ending in March 2003).

10.1.3
Why?

LOLS was set up to explore and identify potential benefits of blended learning delivery within the widely dispersed, rural, local business communities, with the following aims and objectives:

· To tackle the problems of part-time, seasonal and low-skilled staff in the tourism and services sectors;

· To provide the small business community with the specific language and ICT skills to take full advantage of the overseas business opportunities available locally;

· To integrate ICT training with language learning;

· To provide a clear progression to higher level skills, with national qualifications embedded in the programme;

· To develop a blended learning model suitable for transfer via the internet to other organisations and to individuals – an engine of change;

· To deliver this training just-in-time in a readily accessible, flexible and personalised package, suitable for part-time and seasonal staff, as well as for key workers.

The online aspect of the project was conceived as a means to provide for learners distributed across a wide geographical (rural) area.

10.1.4
Funding Sources

ESF.

10.2
Practice

10.2.1
What?

LOLS offered blended learning using an appropriate mix of online, PC-based and conventional learning to meet the needs of its target group. Programmes were offered in five languages (French, German, Italian, Portuguese and Spanish) and at a range of levels from preliminary (Starter) to L3.

10.2.2
For Whom?

The core target group consisted of SMEs and micro-businesses. By agreement with the ESF office, the programme was extended to include other SME and non-SME beneficiaries contacted through local twinning associations.

10.2.3
How?

The project was marketed through direct (conventional) marketing and through the project partners, in particular the Dorset & New Forest Tourism Partnership and the Dorset Twinning Association.

Learners were screened at the outset in order to make an initial assessment of their requirements and in order to place them in appropriate learning groups. An innovative aspect of the project was the use of online initial assessment techniques. An assessment of ICT competence and confidence was made at the initial face-to-face meeting, with appropriate support then provided (such as initial training in the use of the Internet etc.) Learning programmes were modelled in order to allow learners to participate “at the degree of ICT they were comfortable with”. This flexibility in programme design was thought necessary in order to enable a bridging of the ‘digital divide’.

Learners followed intensive programmes which were typically less than half the length (in total time, not necessarily elapsed time) than their FE/Adult Education taught equivalents. The 30-hour Preliminary programme included 18 hours of taught sessions and 12 hours of online work, with each learner being allocated one hour of one-to-one tutor contact time to receive feedback on the eight assignments, each of which was distributed, submitted and (in most cases) marked and returned online. 60-hour courses at Levels 1-3 included 24 hours of taught sessions and 36 hours of online work, with 1.5 hours of one-to-one tutor online contact time.   Tutors were trained in the use of on-screen comments (e.g. in MS Word) as the means of providing feedback on learner assignments; this provided an auditable system for tracking learner activity and achievement.

Learners were provided with support in order to supplement their core programmes through the use of additional individual activity (e.g. exploration of the wealth of Internet-based language resources, the use of sound files). It is believed that approximately one-third of learners experimented with more adventurous uses of online technologies to add interest and further depth to their learning programmes.

10.2.4
What Happened?

The project provided learning programmes for 148 learners, all but 17 of whom were studying at Entry, Preliminary or L1.

Many of the learners were 50+ in age and the majority previously had achieved a qualification at Level 3 or above. Pre-course and post-project evaluations suggest that the majority of the learners would not have been attracted to similar level FE or Adult Education programmes, primarily because of the length of time required to achieve their goals. Traditional barriers to conventional patterns of learning made the project attractive to the SME community.

Many learners expressed personal as well as business reasons for wishing to improve their language skills.
10.3
Outcomes

Of the 148 learners, 84% completed their programme of study and 69% achieved their target qualification. For many learners, greater skills and confidence in the use of ICT were an added value outcome of the project.

The final evaluation report records that “of the 65 questionnaire respondents, 19 confirmed that they use their new FL skills for work, while a further 35 acknowledged that they had learnt some generally useful FL skills. Additional ICT skills are now used by 32 and a further 10 felt they had learnt some generally useful ICT skills.”

10.3.1
What Has Worked and Why?

A number of aspects of the programme are seen to have been successful:

· The use of online pre-course information, advice and guidance;

· The gathering online of initial information leading to the allocation of learners to groups to be made more efficiently;

· The blend of online with more conventional learning techniques;

· The use of online portfolios (which were deemed acceptable by the relevant awarding body, LCCIEB).

10.3.2
How Have the Learners Been Supported?

All learners received at least one hour of individual online tutoring, which was chiefly used to provide detailed feedback on the assignments and to provide guidance on short-term targets. Ongoing support was given by tutors using screen-based comments within assignments as a means of providing corrections and additional learning.

Few students are reported to have sought additional support over and above these processes.

Some technical support in the use of ICT was also provided.

10.3.3
Implications and Learning Points

The project demonstrated the capacity of a blended model for learning to:

· Attract new learners: and 

· Deliver learning in small groups which would otherwise not have been supported through conventional funding streams.*

The major barriers to the transfer of the methodology to other situations, other than the viability of funding are seen to be:

· Attitudinal/cultural responses within learning providers, both at senior management level and at teaching level, and

· The ‘ingrained routines’ of individual tutors (e.g. how they choose to mark assignments and provide feedback to learners) and their response to the need to adopt new practices.

The technology and the lack of ICT skills and access can no longer be seen as a barrier ‘which reluctant tutors can hide behind’ – although the project tutors were generally selected for their willingness to use ICT. Similarly, the presence of a wealth of materials online means that future projects can concentrate more on aspects of staff development and learning delivery than on materials development.  

*The existence of ESF funding was vital to the delivery of this project. However, it is believed that the delivery methodology permits learning to be delivered with reduced contact time, which may make smaller group sizes more viable within conventional (FE/ACL) funding streams.
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