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	Goal 1:   Students taking courses which are entirely online or include an online component will find that the experience promotes effective learning.

	Outcomes
	Data Collection
	Data Analysis & Findings
	Review of Findings
	Follow-up Actions

	a)  
Student feedback in course evaluations will positively rate the online environment as helping them learn.

	In the Spring, the Center for eLearning and the College of Urban Affairs (and others) piloted an online course evaluation system.  For courses in this pilot, students were asked whether they would recommend this course in an online form to other students. 
	The mean response across 18 courses surveyed was 4.01 (Strongly Agree) on a scale of 5.00. We do not yet have the other data for spring surveys to compare against face-to-face courses in the Colleges of Urban Affairs and Education and Human Services, but we will compare evaluation scores to determine whether any significant differences exist between responses from students for online and face-to-face classes.


	Data were reviewed by the course evaluation pilot steering group which consists of representatives from Institutional Research, The Center for eLearning, Urban Affairs, COEHS, CLASS, and IS&T.
	The Center for eLearning is developing a set of questions specific to elearning that can be added to appropriate course evaluations for Fall and Spring 08-09 to gather more robust data.
The Center for eLearning is developing elearning facilitation guidelines to compliment the Quality Matters course design standards. (See Appendix  E) The Center will be working with programs, Colleges, Faculty Senate, and the Assessment Committee to review and endorse these guidelines. Survey items will be included to gather data on practices and outcomes suggested by the guidelines.




	Goal 2:   Instructors will feel that they receive the assistance, guidance, and support they need for designing, teaching, and evaluating online courses. 

	Outcomes
	Data Collection
	Data Analysis & Findings
	Review of Findings
	Follow-up Actions

	a)

Faculty who attend workshops or individual training provided by eLearning staff will rate the content and instruction as greater than 3 on a 1-5 scale.

	The Center served 93 attendees in workshops during the 2007-2008 academic year.  34 of these attendees were in workshops specifically for faculty. Incomplete data were collected for these workshops, although informal and anecdotal responses from faculty who attended suggest they were satisfied with both the content and instruction provided in the workshops.


	This measure is not an adequate metric for this goal.  Workshop attendance was also off, suggesting that the right mix of topics and delivery modes has not been optimized to meet the need for development.


	Results were reviewed by the Director and staff in charge of coordinating workshops. Improvements for services and faculty development were discussed at several staff meetings.  We are revamping faculty development and services to focus on program (not course) development.  The focus of future surveys will be on faculty who actually use services.  Therefore, this outcome measure will be revised next year with input from faculty and staff.
	We are now developing additional faculty development opportunities and definitions of service appropriate to programs we offer. These will be assessed through surveys. The Center works increasingly with targeted groups and individuals. The focus of data collections should be on faculty who actually use services, not just faculty who attend workshops.  This will be a better measure of how well this goal is achieved and what areas need improvements.

The Center is redesigning topics and delivery modes for faculty development opportunities focusing on best practices and pedagogies for elearning.



	Outcomes
	Data Collection
	Data Analysis & Findings
	Review of Findings
	Follow-up Actions

	b)

Faculty will develop courses following Center guidelines which score above average on the Quality Matters rubric (a tool for examining online course design.)

	The Quality Matters (QM) Rubric has been adopted as a design guide by the Center and incorporated into course development process. Actual course reviews will begin in 08-09.  (See Appendix E.)
	Quality Matters does help as a design tool, but ongoing course reviews will provide richer models and examples for other faculty. 


	Center staff, faculty in elearning programs, Academic Affairs, and Assessment Committee have reviewed and discussed the QM Rubric.
	CSU is working with Ohio Learning Network schools to support training and development of reviewers among Ohio universities. Several courses have been identified for QM review.

QM provides national standards for elearning course design. The Center will be working to disseminate materials and provide training for faculty in use of the standards in August and September. Once reviewers can be trained, we will be able to implement the course review process formally.


	Goal 3:   All individuals requesting information about or help with eLearning will experience efficient, timely and courteous services.

	Outcomes
	Data Collection
	Data Analysis & Findings
	Review of Findings
	Follow-up Actions

	a)

Logs of information or assistance requests will indicate response time within 24 hours and resolution of request.  

	The help response system was implemented in July and August of 2007.  Each request for assistance is logged via a ticket system, which notes time of request, time of response, follow-up if necessary, and ultimate resolution.


	Greater than 96% of help calls and emails were responded to within one business day. 78% of help tickets were resolved within one business day.

Time to resolution can be reduced in some cases, but much of the delayed response is in receiving return communication from the individual making the request.  

	These findings were reviewed with the staff and ideas for improvement were put forth at several times throughout the year during regularly scheduled staff meetings.
	Continuous improvements and refinements have been made to the system which provides responses to requests for help to ensure proper item routing and timely response.  
More documentation and training has also been provided to the call center to help increase resolution of calls before they are referred to the Center for eLearning.
Refinements in call routing – to ensure staff members are alerted as quickly as possible. “Red Zone” protocols were established for peak help periods (semester startups). Additional training with Call Center and Campus 411 staff. Creation of additional help documentation for students. Improved Web site and resources.
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