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In
tro

d
u

ctio
n

This w
orkbook is intended to assist in the self-evaluation of e-learning capability using the e-learning 

M
aturity M

odel (eM
M

) m
ethodology (M

arshall and M
itchell, 2004). This version of the eM

M
 is a sim

plified 
subset of the full eM

M
 designed to assist institutions engaging in self-assessm

ents. The processes and 
practices listed here are from

 version 2.2 of the eM
M

, the m
ost recent version is alw

ays available from
  

http://w
w

w.utdc.vuw.ac.nz/research/em
m

/. 

This docum
ent is divided into tw

o m
ain sections. The first provides a brief explanation of the eM

M
 

m
ethodology focusing on how

 to evaluate an institution and how
 to use this w

orkbook. The rem
ainder of this 

docum
ent is the actual w

orkbook w
ith each process listed on a tw

o page spread in a form
at intended to assist 

the process of data collection and analysis.

The m
aterial included backgrounding the individual processes is a sum

m
ary only. Full details of the 

research inform
ing the processes and practices, including the references and citations for all sources, is 

provided in the eM
M

 Process G
uide (http://w

w
w.utdc.vuw.ac.nz/research/em

m
/docum

ents/versiontw
o/

20060726ProcessD
escriptions.pdf) 

and 
the 

full 
eM

M
 Version Tw

o 
Process A

ssessm
ent W

orkbook  
(http://w

w
w.utdc.vuw.ac.nz/research/em

m
/docum

ents/versiontw
o/20060726W

orkbook.pdf). 

A
ckn

o
w

led
g

em
en

ts
A

 large body of research such as this is dependent on the support and assistance of a num
ber of people. 

M
ost im

portantly are the staff of the various participating institutions w
ho generously gave of their tim

e in 
the com

pletion of the capability assessm
ents used to validate the eM

M
. W

hile you cannot be nam
ed, your 

assistance w
as vital for the success of this project and is m

uch appreciated; it is hoped that the outcom
es of 

the analysis are of value to your institution. 

The m
odel ow

es m
uch to the w

ork of D
r G

eoff M
itchell and his contribution and ongoing friendship rem

ain 
key to the ongoing research. A

lso im
portant w

as the contribution m
ade by m

y research assistants, C
harlotte 

C
lem

ents, D
arren H

oshek and W
arren Sellers.

The support of colleagues in N
ew

 Zealand, A
ustralia and the U

K
, including the A

C
O

D
E m

em
ber organisations 

and Professor Paul B
acsich, is greatly appreciated. D

r Jim
 Petch and colleagues at the U

niversity of 
M

anchester and the staff of Sero led by D
avid K

ay provided invaluable assistance in review
ing the processes 

and practices and in generating the questions used to elicit evidence.

The support of the N
ew

 Zealand M
inistry of Education’s Tertiary E–learning R

esearch Fund and staff in 
enabling this research is acknow

ledged w
ith gratitude.

In
tellectu

al P
ro

p
erty S

tatem
en

t
The eM

M
 and associated docum

entation is licensed under a C
reative C

om
m

ons A
ttribution-ShareA

like 2.5 
License (http://creativecom

m
ons.org/licenses/by-sa/2.5/). Please cite this docum

ent as:

M
arshall, S. (2007) eM

M
 Version Tw

o eM
M

-C
ore Self-A

ssessm
ent W

orkbook. V
ictoria U

niversity of 
W

ellington, N
ew

 Zealand. Available from
:  

http://w
w

w.utdc.vuw.ac.nz/research/em
m

/Publications.shtm
l.
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B
ackg

ro
u

n
d

C
h

an
g

es fro
m

 versio
n

 o
n

e o
f th

e eM
M

 an
d

 th
e fu

ll versio
n

 o
f th

e eM
M

The eM
M

 has evolved since its initial conception (M
arshall and M

itchell, 2003), this evolution w
as inform

ed 
by an initial assessm

ent of capability in the N
ew

 Zealand sector (M
arshall, 2005), extensive consultation 

and w
orkshops w

ith colleagues in N
ew

 Zealand, A
ustralia and the U

K
, and an extensive literature review

 
exam

ining a w
ide set of heuristics, benchm

arks and e-learning quality research (M
arshall, 2006). A

s w
ell as 

a significantly im
proved set of processes and practices, version 2.2 of the eM

M
 differs m

ost significantly in 
the change from

 levels of process capability to dim
ensions (M

arshall and M
itchell, 2006; see below

). 

This “core” version of the w
orkbook sim

plifies version 2.2 of the eM
M

 to provide an easier w
ay for institutions 

to self-assess capability. A
pproxim

ately tw
o-thirds of the inform

ation collected for an assessm
ent has been 

rem
oved, leaving a core set of practices that capture the essential attributes of the processes. 

It is im
portant to stress that the eM

M
-C

ore version is fully com
patible w

ith the full version of the eM
M

. This 
m

eans that institutions can use inform
ation from

 the full version docum
entation w

hen interpreting results 
from

 the “core” assessm
ent and m

aking decisions on subsequent actions.

K
ey eM

M
 co

n
cep

ts

The assessm
ent of capability in a com

plex area such as e-learning is difficult and necessarily involves reducing 
large am

ounts of detail into a broader overview
 that supports m

anagem
ent decision m

aking and strategic 
planning. It is inevitable that this approach w

ill fail to single out the subtle nuances and innovative w
ork 

of individuals that m
otivate teaching staff to w

ork on individual projects. Institutions and individuals w
ill 

alw
ays have the ability to choose to invest tim

e and other resources in innovative, unique opportunities. The 
focus of the eM

M
 is aim

ed at a less lofty goal, that of changing organisational conditions so that e-learning 
is delivered in a sustainable and high quality fashion to as m

any students as possible. A
s noted by Fullan:

“The answ
er to large-scale reform

 is not to try to em
ulate the characteristics of the m

inority w
ho 

are getting som
ew

here under present conditions …
 R

ather, w
e m

ust change existing conditions 
so that it is norm

al and possible for a m
ajority of people to m

ove forw
ard” (Fullan, 2001, page 

268)

The fram
ew

ork used in this analysis is based on the C
apability M

aturity M
odel (C

M
M

, Paulk et al., 1993) 
and SPIC

E (Softw
are Process Im

provem
ent and C

apability dEterm
ination, El Em

am
 et al., 1998; SPIC

E, 
2002). The underlying idea is that the ability of an institution to be effective in a particular area of w

ork is 
dependent on their capability to engage in high quality processes that are reproducible and able to be sustained 
and built upon. The characteristics of an institution that enable high quality processes are to som

e extent 
able to be separated from

 the details of the actual w
ork undertaken that w

ill vary depending on particular 
circum

stances. This separation m
eans that the analysis can be done independently of the technologies selected 

and pedagogies applied, thus allow
ing for a m

eaningful com
parison across the sector. 

C
apability, in the context of this m

odel, refers to the ability of an institution to ensure that e-learning design, 
developm

ent and deploym
ent is m

eeting the needs of the students, staff and institution. C
apability includes 

the ability of an institution to sustain e-learning support of teaching as dem
and grow

s and staff change. 

P
ro

cesses

Building on the SPICE m
odel, the eM

M
 divides the capability of institutions to sustain and deliver e-learning 

up into five m
ajor categories or process areas (Table 1). The key difference from

 the original SPICE m
odel is the 

introduction of the Learning area, w
hich replaces the C

ustom
er/Supplier area used in softw

are engineering.

W
ithin each of these areas are a num

ber of processes, derived from
 the research literature on e-learning 

quality, experience from
 eM

M
 assessm

ents, and consultation w
ith the sector through w

orkshops. Processes 
define an aspect of the overall ability of institutions to perform

 w
ell in the given process area, and thus in e-

learning overall. The advantage of this approach is that it breaks dow
n a com

plex area of institutional w
ork 

into related sections that can be assessed independently and presented in a com
paratively sim

ple overview
 

w
ithout losing the underlying detail. 
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Process category
Brief description

Learning
Processes that directly im

pact on pedagogical aspects of e-learning

D
evelopm

ent
Processes surrounding the creation and m

aintenance of e-learning resources

Support
Processes surrounding the oversight and m

anagem
ent of e-learning

Evaluation
Processes surrounding the evaluation and quality control of e-learning through its entire 
lifecycle.

O
rganisation

Processes associated w
ith institutional planning and m

anagem
ent

Table 1: eM
M

 process categories (revised from
 M

arshall and M
itchell, 2003)

A
n obvious requirem

ent of this m
odel is that the processes chosen are based on em

pirical evidence and 
represent ‘com

m
on truths’ about e-learning capability:

“are there com
m

on practices or w
ays of creating e-learning resources and learning environm

ents 
that are accepted, useful and able to be described in a w

ay that others can adopt them
 and im

prove 
their ow

n e-learning capability?” (M
arshall and M

itchell, 2003, page 4)

The processes used in version one of the eM
M

 w
ere developed from

 the ‘Seven Principles’ of C
hickering 

and G
am

son (1987) and ‘Q
uality on the Line’ benchm

arks (IH
EP 2000) as outlined in M

arshall and M
itchell 

(2004). These have the advantage of being w
idely accepted as guidelines or benchm

arks for e-learning 
delivery (Sherry, 2003), how

ever extensive feedback through the w
orkshops and from

 collaborators in N
ew

 
Zealand, A

ustralia and the U
K

 as w
ell as the experience of applying the first version of the eM

M
 identified a 

num
ber of additional aspects of capability that needed assessm

ent (M
arshall, 2006).

D
im

en
sio

n
s o

f cap
ab

ility

A
 key developm

ent that arose from
 the evaluation of the first version of the eM

M
 is that the concept of 

levels used w
as unhelpful (M

arshall and M
itchell, 2006). The use of levels im

plies a hierarchical m
odel 

w
here capability is assessed and built in a layered w

ay. The key idea underlying the dim
ension concept in 

contrast, is holistic capability. R
ather than the m

odel m
easuring progressive levels, it describes the capability 

of a process from
 synergistic perspectives. A

n organization that has developed capability on all dim
ensions 

for all processes w
ill be m

ore capable than one that has not. C
apability at the higher dim

ensions that is not 
supported by capability at the low

er dim
ensions w

ill not deliver the desired outcom
es; capability at the low

er 
dim

ensions that is not supported by capability in the higher dim
ensions w

ill be ad-hoc, unsustainable and 
unresponsive to changing organizational and learner needs.

In thinking about the relationship betw
een the dim

ensions it is helpful to consider them
 arranged as in Figure 

1 below. The m
atrix of boxes used on the left to display capabilities is helpful w

hen perform
ing com

parisons 
but it can im

ply a hierarchical relationship that is m
isleading w

hen interpreting results. 

 

Figure 1: eM
M

 Process D
im

ensions
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D
im

ension 1 (D
elivery) is concerned w

ith the creation and delivery of process outcom
es. A

ssessm
ents of this 

dim
ension are aim

ed at determ
ining the extent to w

hich the process is seen to operate w
ithin the institution. 

It is im
portant to em

phasise that institutions can have extrem
ely effective processes operating w

ithin this 
dim

ension, but in the absence of capability in other dim
ensions there is risk of failure or unsustainable 

delivery and w
asting resources through needless duplication.

D
im

ension 2 (Planning) assesses the use of predefined objectives and plans in conducting the w
ork of the 

process. The use of predefined plans potentially m
akes process outcom

es m
ore able to be m

anaged effectively 
and reproduced if successful.

D
im

ension 3 (D
efinition) covers the use of institutionally defined and docum

ented standards, guidelines, 
tem

plates and policies during the process im
plem

entation. A
n institution operating effectively w

ithin this 
dim

ension has clearly defined how
 a given process should be perform

ed. This does not m
ean that the staff of 

the institution follow
s this guidance.

D
im

ension 4 (M
anagem

ent) is concerned w
ith how

 the institution m
anages the process im

plem
entation and ensures 

the quality of the outcom
es. Capability w

ithin this dim
ension reflects the extent of m

easurem
ent and control of the 

outcom
es and the w

ay in w
hich the practices of the process are perform

ed by the staff of the institution.

D
im

ension 5 (O
ptim

isation) captures the extent an institution is using form
al approaches to im

prove 
capability m

easured w
ithin the other dim

ensions of this process. C
apability of this dim

ension reflects a 
culture of continuous im

provem
ent.

P
ractices

Each process is further broken dow
n w

ithin each dim
ension into practices that are either essential (listed in 

bold type) or just useful (listed in plain type) in achieving the outcom
es of the particular process from

 the 
perspective of that dim

ension. These practices are intended to capture the key essences of the process as a series 
of item

s that can be assessed easily in a given institutional context. The practices are intended to be sufficiently 
generic that they can reflect the use of different pedagogies, technologies and organisational cultures. The 
eM

M
 is aim

ed at assessing the quality of the processes - not at prom
oting particular approaches.

C
o

n
d

u
ctin

g
 an

 In
stitu

tio
n

al S
elf-A

ssessm
en

t w
ith

 th
e eM

M
C

onducting a self-assessm
ent of institutional e-learning capability can provide valuable inform

ation on the 
range of strengths and w

eaknesses present. The processes and practices of the eM
M

 provide a guide to the 
range and type of activities that are needed for sustainable and successful e-learning, and these can suggest 
potential activities or m

echanism
s for im

proving and strengthening capability. 

C
aution should be used how

ever, w
hen using the inform

ation from
 a self-assessm

ent. There are m
any different 

w
ays in w

hich capability in e-learning can be attained and the exem
plars provided in this w

orkbook are m
erely 

one possible set. Self-assessm
ents w

ill be m
ore reliable if they are conducted by m

ore than one person, and 
by people w

ith a depth of experience in e-learning as w
ell as w

ith the institution being assessed.

The follow
ing inform

ation w
ill assist institutions in setting up and conducting an eM

M
 self-assessm

ent. It is 
strongly suggested that this be done w

ith the support of experienced eM
M

 practitioners. Please contact the 
author (Stephen.M

arshall@
vuw.ac.nz) if you need advice on w

ho m
ight assist you and your institution.

D
ecid

in
g

 o
n

 an
 In

stitu
tio

n
al C

o
n

text

This discussion of the m
ethodology and the m

aterial on the processes and practices below
 uses the w

ord 
‘institution’ to indicate the level at w

hich assessm
ents are conducted. It is, how

ever, entirely possible and 
useful to conduct assessm

ents using other organisational levels or form
s of grouping courses. Potentially this 

could include:

• Faculties or C
olleges of an institution

• D
ifferent cam

puses of an institution
• D

ifferent m
odes of delivery (distance versus face-to-face)

• D
ifferent form

s of support and course developm
ent/creation (centrally versus ad-hoc)

B
efore starting the assessm

ent process it is im
portant to decide w

hat the appropriate context should be. If 
the assessm

ent and subsequent analysis are to have an im
pact on organisational change, this context should 
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be chosen w
ith the support and involvem

ent of the relevant institutional m
anagem

ent and leadership. Early 
involvem

ent of senior m
anagers w

ill greatly assist the decision m
aking and change process that w

ill follow
 

a successful capability assessm
ent.

O
nce the context has been decided, it is essential that a few

 (three to five) exam
ples of course delivery 

w
ithin that context be selected. The courses used to find evidence of capability should be selected as being 

representative of the particular institutional context, rather than being special or unusual exam
ples. They 

should also be chosen on the basis of availability of the people involved in the developm
ent of the e-learning 

aspects of the course and the associated course and developm
ent docum

ents. These courses, the people 
involved, and the docum

ents form
 a core part of the evidence used to support assessm

ents. This ensures that 
the assessm

ent is being m
ade on the basis of actual perform

ance, not intended or idealised perform
ance.

The purpose of gathering evidence is to support the assessm
ent of capability, to provide confidence in the 

assessm
ent and to start the process of change to further build and develop that capability. W

hen considering the 
evidence during assessm

ent, an assessor m
ust ask them

selves tw
o key questions: Is this evidence persuasive 

in supporting the assessm
ent of capability being m

ade? and; H
ow

 does this evidence provide a starting point 
for change and im

provem
ent?

C
ollecting evidence provides a m

echanism
 for identifying and docum

enting effective practice for celebrating, 
and also so that it can be replicated. Experience w

ith eM
M

 assessm
ents has dem

onstrated that in m
any cases 

w
here poor capability w

as assessed, exam
ples of how

 to achieve a higher level of capability w
ere already 

present in the sam
e institution. D

em
onstrating successful alternatives from

 w
ithin the sam

e institution is 
m

uch m
ore com

pelling than constantly borrow
ing from

 others, if only because the internal exam
ples have 

already dem
onstrated at least a degree of com

patibility w
ith the institution’s system

s and culture.

The evidence w
hich inform

s the assessm
ent also dem

onstrates how
 and w

here im
provem

ents in capability 
can be m

ade. B
y grounding the assessm

ent of w
eaker areas w

ith specific details of w
hat is lacking, the m

eans 
by w

hich those sam
e areas can be strengthened is autom

atically identified.

The exact m
ix of evidence gathered w

ill depend on the institution, the form
ality of its system

s and the process 
being assessed. W

hile m
uch of the evidence used should be docum

ented either in paper or electronically, or 
evident from

 operational activities, it can also be oral. It is entirely appropriate for som
e of the evidence to 

consist of people w
ith operational or m

anagerial responsibilities describing w
hat they do w

hen engaging in 
particular tasks or m

aking decisions. W
here possible, this should be confirm

ed independently, but that is not 
alw

ays possible or realistic. 

The evidence used to dem
onstrate capability for a given process w

ill also vary depending on the dim
ension 

being assessed. C
apability in the D

elivery dim
ension is dem

onstrated prim
arily by the operational outputs 

of the process, the tangible exam
ples of the process occurring. C

apability in the Planning dim
ension w

ill 
com

m
only be found in project docum

entation, m
inutes of m

eetings, plans, and the associated docum
entation 

of decisions and m
anagem

ent oversight. C
apability in the D

efinition dim
ension w

ill be evidenced by standards, 
tem

plates, policies, project docum
entation and plans, and the associated docum

entation of decisions and 
m

anagem
ent control of process activities. Evidence of capability in the M

anagem
ent dim

ension w
ill be found 

in form
al review

s, evaluations, m
onitoring reports, unit reports and sim

ilar docum
entation and also through 

operational system
s used to m

aintain system
s and dem

onstrate com
pliance w

ith service level agreem
ents 

and contracts. Finally, evidence of capability in the O
ptim

isation dim
ension w

ill be found in budget planning 
docum

ents, strategic and operational plans and associated docum
ents, business cases, and the m

inutes of 
senior m

anagem
ent strategy and planning m

eetings.

M
akin

g
 C

ap
ab

ility A
ssessm

en
ts

It is strongly recom
m

ended that m
ore than one person conduct an institutional self-assessm

ent. Experience 
w

ith existing assessm
ents suggests that an initial, quick assessm

ent be done independently by each assessor 
using their know

ledge and experience of the institution and w
ith reference to the selected course exam

ples 
and associated evidence. 

These initial individual assessm
ents can then be refined collaboratively by discussion and com

parison of 
results and any gaps addressed by further discussion w

ith appropriate staff (for exam
ple librarians or IT 

m
anagers).
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The self-assessm
ent w

orkbook provides a listing of each process and the associated practices, along w
ith 

exem
plars of practice perform

ance (Figure 2). These exem
plars are designed to assist the assessm

ent process by 
providing exam

ples of capability perform
ance but it is im

portant to re-em
phasise that there are m

any alternative 
w

ays of dem
onstrating capability and the experience and judgm

ent of the assessor should alw
ays take priority. 

Process L1. Learning objectives guide the design and im
plem

entation of courses

A
ssessm

ent
Practices

     
See also: D

3 (2) & 
O

7 (2)

C
ourse docum

entation includes a clear statem
ent of learning objectives.

 N
o form

ally stated learning objectives apparent in the course inform
ation 

supplied to students.

 Form
ally stated learning objectives provided to a lim

ited extent, either as 
narrative descriptions of the course outcom

es or only in docum
entation 

provided after enrolm
ent.

 Form
ally stated learning objectives norm

ally provided in course 
docum

entation available prior to enrolm
ent but are m

issing in som
e cases 

or inconsistently provided in the range of course docum
ents.

 Form
al statem

ent of course learning objectives clearly and consistently 
provided in course docum

ents, including those available prior to enrolm
ent, 

individual objectives clearly distinguished from
 general course description and 

inform
ation.

See also: L8 (1) & 
D

3 (2)

Learning objectives are linked explicitly throughout learning and assessm
ent activities using consistent language.

 N
o use of learning objectives apparent in the course inform

ation supplied to 
students beyond a form

al statem
ent or description.

 Assessm
ents and learning activities contain im

plicit, incom
plete and 

inconsistent linkages to course learning objectives.

 M
ost, but not all, assessm

ents and learning activities contain explicit 
linkages to course learning objectives or restate learning objectives using 
different w

ording.

 Form
al statem

ent of course learning objectives clearly and explicitly linked 
in all assessm

ents and learning activities using consistent language.

Figure 2: eM
M

 C
apability A

ssessm
ent Practices and Exem

plars

It is also likely that assessm
ents w

ill generally be w
eaker than m

ight be desired. Experience of applying this 
type of assessm

ent in the field of softw
are engineering and w

ith the first version of the eM
M

 suggests that 
m

ost, if not all, institutions initially assessed w
ill show

 a low
 level of capability for the processes selected 

(SEI, 2004; M
arshall, 2005). This should not be unexpected and has been found in other institutions. E-

learning is a relatively new
 form

 of delivery to all institutions and it is entirely expected that significant room
 

for im
provem

ent w
ill exist in m

ost cases. O
ne of the drivers for the m

odel in the first place is the w
idely held 

perception that e-learning could be im
plem

ented m
ore effectively and efficiently in m

ost institutions.

W
hen conducting a self-assessm

ent each practice is rated, w
ith reference to the exem

plars, for perform
ance 

from
 ‘not adequate’ to ‘fully adequate’ (Figure 3). The ratings at each dim

ension are done on the basis of the 
evidence collected from

 the institution and are a com
bination of w

hether or not the practice is perform
ed, 

how
 w

ell it appears to be functioning, and how
 prevalent it appears to be.

N
ot A

ssessed

F
ully A

dequate

Largely A
dequate

P
artially A

dequate

N
ot A

dequate

Figure 3: eM
M

 C
apability A

ssessm
ents (based on M

arshall and M
itchell, 2003)

A rating of N
ot A

dequate indicates that there is currently no evidence of the practice occurring in the institutional 
context, nor usually a recognition of the practice outcom

es in norm
al institutional activities. It suggests that the 

institution needs to acknow
ledge the practice outcom

es and assign responsibility for their achievem
ent form

ally.

A
 rating of Partially A

dequate indicates that m
ajor shortcom

ings or lim
itations in practice outcom

es are 
evident. This com

m
only occurs as a result of a failure to form

ally assign responsibility for their achievem
ent, 

or as a consequence of using outdated or face-to-face system
s in the context of e-learning. 

A
 rating of Largely A

dequate indicates that the practice outcom
es are being achieved but that m

ore 
form

alisation is needed to ensure sustainability, or that a m
ore system

atic consideration of activities has been 
lacking. This can occur as a result of an aging first generation of e-learning system

s or investm
ent not being 

actively re-exam
ined and m

aintained. 

A
 rating of Fully A

dequate indicates that the process outcom
es are currently being clearly and sustainably 

addressed and achieved. This is not an excuse for com
placency as the rapid pace of change in e-learning 

m
eans ongoing focus and investm

ent is necessary in all areas, how
ever, it does suggest that new

 resources or 
investm

ent can useful be directed elsew
here in the im

m
ediate future. 
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The practices have been deliberately designed to m
inim

ise variation in determ
ining capability but this is necessarily 

an exercise of judgem
ent and self-assessors are encouraged to w

ork w
ith an experienced assessor before conducting 

their ow
n capability assessm

ents. It is also very useful to note w
hat evidence underpins the assessm

ent and to have 
m

ore than one assessor w
ork independently and then m

ake the final determ
ination jointly. 

Process L1. Learning objectives guide the design and im
plem

entation of courses

A
ssessm

ent
Practices

     
See also: D

3 (2) & 
O

7 (2)

C
ourse docum

entation includes a clear statem
ent of learning objectives.

 N
o form

ally stated learning objectives apparent in the course inform
ation 

supplied to students.

 Form
ally stated learning objectives provided to a lim

ited extent, either as 
narrative descriptions of the course outcom

es or only in docum
entation 

provided after enrolm
ent.

 Form
ally stated learning objectives norm

ally provided in course 
docum

entation available prior to enrolm
ent but are m

issing in som
e cases 

or inconsistently provided in the range of course docum
ents.

 Form
al statem

ent of course learning objectives clearly and consistently 
provided in course docum

ents, including those available prior to enrolm
ent, 

individual objectives clearly distinguished from
 general course description and 

inform
ation.

See also: L8 (1) & 
D

3 (2)

Learning objectives are linked explicitly throughout learning and assessm
ent activities using consistent language.

 N
o use of learning objectives apparent in the course inform

ation supplied to 
students beyond a form

al statem
ent or description.

 Assessm
ents and learning activities contain im

plicit, incom
plete and 

inconsistent linkages to course learning objectives.

 M
ost, but not all, assessm

ents and learning activities contain explicit 
linkages to course learning objectives or restate learning objectives using 
different w

ording.

 Form
al statem

ent of course learning objectives clearly and explicitly linked 
in all assessm

ents and learning activities using consistent language.

Figure 4: Exam
ple eM

M
 C

apability A
ssessm

ent

O
nce each practice has been assessed, the results are averaged (rounding dow

n) as a rating for the given 
dim

ension of the process. In the exam
ple show

n in Figure 4, the assessm
ent for dim

ension one w
ould be 

Largely A
dequate. 

L
in

ked
 P

ro
cesses

In Figure 4 the tw
o practices show

n from
 Process L1 are also found in other processes, as indicated by the 

“see also” com
m

ents on the left side. These provide links to the other processes w
here sim

ilar or identical 
practices m

ay also be found and are provided as an aid to m
ore efficient com

pletion of an assessm
ent. It is 

likely that sim
ilar or identical capability assessm

ents w
ill apply to these linked practices, although there m

ay 
be som

e variation due to the process context. 

D
etailed

 A
ssessm

en
t E

xam
p

le
The follow

ing exam
ple is intended to illustrate part of the process of m

aking an assessm
ent and show

s 
the type of evidence used w

hen m
aking assessm

ents. The exam
ple uses the hypothetical institution “The 

U
niversity of the South Pole.” M

ore inform
ation on this exam

ple and a m
ore extensive set of m

aterials can 
be found here: http://w

w
w.utdc.vuw.ac.nz/research/em

m
/U

SPExam
ple.shtm

l. 

The m
aterials referenced specifically in this exam

ple are included as an appendix to this docum
ent. The 

assessm
ents m

ade for the practices are listed on the next tw
o pages. It should be noted that in a real assessm

ent 
m

ore than one course exam
ple should be used for determ

ining capability and that the results should be 
presented form

ally in a w
ay that does not identify the particular courses used. The goal of the eM

M
 is to 

assess the institutions capability, not audit individuals or specific courses.

D
im

ension O
ne of the process used, L1, includes tw

o practices. In the first, evidence is needed to show
 that 

learning objectives are clearly and consistently conveyed to students. This is apparent in the exam
ple m

aterials 
in both the course outline exam

ple provided (p14) and the course w
ebsite (p23). The sam

e inform
ation is also 

conveyed to the students in the public catalogue entry used to advertise and enrol in the course (p45). This is 
clearly a fully adequate exam

ple of practice capability.

The second practice of D
im

ension O
ne is concerned w

ith the linkages betw
een the assessm

ent and other 
activities and the learning objectives. In this case there are no non-assessed activities apparent. The 
assessm

ents contain a short, but useful, description (pp18-20) that includes sim
ilar, but different, learning 

objectives to those of the course as a w
hole. B

ecause of the different w
ording, the capability is assessed as 

partially adequate.

The com
bination of a fully adequate and partially adequate assessm

ent for the tw
o practices, w

hen averaged 
(rounding dow

n), results in an assessm
ent of largely adequate for D

im
ension O

ne of Process L1, indicated 
by the dark blue box on the left hand side. 
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Process L1. Learning objectives guide the design and implementation of courses

Assessment Practices Sources and Evidence

Information on student achievement of learning objectives guides e-learning design and (re)development. Not apparent.

 No use of information on student achievement of learning objectives during e-learning 
design and (re)development.

 Informal and inconsistent use of information on student achievement of learning objectives 
during institutional e-learning design and (re)development.

 Information on student achievement of learning objectives explicitly guides institutional 
e-learning design and (re)development, but is treated as subordinate to technical goals, 
or not linked to design decisions.

 Information on student achievement of learning objectives explicitly guides institutional 
e-learning initiative planning and is formally linked to design decisions.

Compliance with policies, standards and guidelines governing the incorporation of learning objectives in e-learning design and development activities is
regularly monitored. 

Not apparent.

 No monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities.

 Infrequent or informal monitoring of compliance with policies, standards and guidelines 
governing the incorporation of learning objectives in e-learning design and development 
activities.

 Formal monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities, but 
without minimum expectations for compliance enforced.

 Formal monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities 
undertaken regularly with minimum expectations for compliance enforced.

A variety of qualitative and quantitative metrics are used to assess student achievement of course learning objectives. Not apparent.

 No collection of information on student achievement of learning objectives. 

 Inconsistent, informal and variable use of available information on student achievement 
of learning objectives.

 Assessment of student performance against learning objectives undertaken regularly 
using either quantitative or qualitative measures, or by staff involved in the development 
or delivery of the course.

 Regular, independent, assessment of student performance against learning objectives 
undertaken after completion of courses using both qualitative and quantitative 
measures.

Institutional policies require that a formal statement of learning objectives is part of all course documentation provided to students. Evident from template introduction and contents 
(p36) and example objectives (p14) sections for 
course objectives and course skills. No policy requirement for learning objective statements. 

 Policies require limited information on learning objectives or suggest that learning 
objectives be optionally supplied.

 Policies require communication of learning objectives but do not specify a consistent 
formal statement.

 Clear, formal, policy requirement for inclusion of statements of learning objectives in 
course documentation in a consistent manner.

Teaching staff are provided with support resources (including training, guidelines and examples) on developing learning objectives that address the full
range of cognitive outcomes appropriate to the discipline, pedagogical approach and students.

Training programme evident from CITL (pp43-
44): “Identifying and Communicating Learning 
Objectives Workshop“ provided. 

No evidence of documented guidelines or 
exemplars.

 No training, guidelines or examples of learning objectives provided to teaching staff. 

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff

 Training, guidelines and examples provided but attendance and use are optional and not 
actively encouraged and promoted.

 Training, guidelines and examples provided to all teaching staff with the requirement 
that they be used prior to the design and (re)development of courses.

Teaching staff are provided with support resources (including training, guidelines and examples) on using learning objectives to guide e-learning design
and (re)development.

Training programme evident from CITL (pp43-
44): “Identifying and Communicating Learning 
Objectives Workshop“ provided. 

No evidence of documented guidelines or 
exemplars.

 No training, guidelines or examples of using learning objectives to guide e-learning 
design and (re)development provided to teaching staff. 

 Limited or non-specific training, guidelines and examples of using learning objectives to 
guide e-learning design and (re)development provided for the optional use of staff.

 Detailed and specific training, guidelines and examples of using learning objectives 
to guide e-learning design and (re)development provided but attendance and use are 
optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples of using learning objectives 
to guide e-learning design and (re)development provided to all teaching staff with the 
requirement that they be used prior to the design and (re)development of courses.
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Process L1. Learning objectives guide the design and implementation of courses

Assessment Practices Sources and Evidence

Course documentation templates require the clear statement of learning objectives. Clearly included in course outline template (p36); 
sections for course objectives and course skills. No requirement for learning objective statements in document templates. 

 Document templates require limited or unspecified information on learning objectives or 
suggest that learning objectives be optionally supplied.

 Document templates provide clear guidance on learning objective statements but use is 
inconsistent and compliance incomplete or not enforced.

 Clear templates provided requiring inclusion of statements of learning objectives in 
course documentation in a consistent manner with compliance enforced.

See also: D3 (2)

Learning objectives guide e–learning design and (re)development decisions regarding content and activities. Student learning outcomes required in project 
design documents (p32 & 34). 

Learning objectives referred to in both project 
full proposal (p24) and project plan (p28), 
different language used.

 No use of learning objectives to guide content and activity decisions during e-learning 
design and (re)development.

 Informal and inconsistent use of learning objectives to guide content and activity 
decisions during e-learning design and (re)development.

 Learning objectives explicitly guide content and activity decisions during e-learning 
design and (re)development, but are treated as subordinate to technical goals, or not 
linked to design and development decisions.

 Learning objectives explicitly guide content and activity decisions during e-learning 
design and (re)development and are formally linked to design and development decisions.

See also: O7 (2)

Learning objectives guide e–learning design and (re)development decisions regarding technology and pedagogy. Student learning outcomes required in project 
design documents (p32 & 34). 

Learning objectives referred to in both project 
full proposal (p24) and project plan (p28), 
however different language used to express the 
objectives.

Use of the learning objectives to guide activity 
selection also evident (p29) ‘Overview of project 
deliverables’.

 No evidence of learning objectives in design and (re)development documents and 
planning activities.

 Inconsistent or informal use of learning objectives in design and (re)development 
documents and planning activities.

 E–learning design and (re)development activities reference learning objectives for most, 
but not all, projects and activities.

 E–learning design and (re)development activities formally and consistently reference learning 
objectives in selecting and implementing e-learning technologies and pedagogies used.

     
See also: D3 (2) & 
O7 (2)

Course documentation includes a clear statement of learning objectives. Course objectives and skills (p14). Course web 
page (p23).

Online course catalogue description of course 
also includes the same set of learning objectives 
(p45).

 No formally stated learning objectives apparent in the course information supplied to 
students.

 Formally stated learning objectives provided to a limited extent, either as narrative 
descriptions of the course outcomes or only in documentation provided after enrolment.

 Formally stated learning objectives normally provided in course documentation available 
prior to enrolment but are missing in some cases or inconsistently provided in the range 
of course documents.

 Formal statement of course learning objectives clearly and consistently provided in 
course documents, including those available prior to enrolment, individual objectives 
clearly distinguished from general course description and information.

See also: L8 (1), D3 (2) 
& O7 (1)

Learning objectives are linked explicitly throughout learning and assessment activities using consistent language. Similar but different objectives used in 
assessment descriptions (pp18-20)

 No use of learning objectives apparent in the course information supplied to students 
beyond a formal statement or description.

 Assessments and learning activities contain implicit, incomplete and inconsistent 
linkages to course learning objectives.

 Most, but not all, assessments and learning activities contain explicit linkages to course 
learning objectives or restate learning objectives using different wording.

 Formal statement of course learning objectives clearly and explicitly linked in all 
assessments and learning activities using consistent language.
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A
s w

ell, the links to other processes provided on the left hand side suggest that sim
ilar or identical practice 

assessm
ent results can be m

ade for the sim
ilar or identical practices in processes L8, D

3 and O
7.

D
im

ension Tw
o contains three practices. The first assesses w

hether institutional tem
plates encourage the 

provision of learning objectives. In this case, the exam
ple course outline tem

plate provided (p36) clearly 
includes a section for learning objectives that m

ust be com
pleted, resulting in an assessm

ent of fully 
adequate.

The second and third practices of D
im

ension Tw
o assess the extent to w

hich learning objectives guide e-
learning design and (re)developm

ent activities. The exam
ple project design docum

ents (p32 and p34) clearly 
illustrate the requirem

ent that design and developm
ent be guided by learning objectives and there is also 

the clear linkage included in the selection of activities (p29). In both cases, the use of inconsistent language 
to describe the learning objectives m

eans that a largely adequate, rather than fully adequate assessm
ent of 

capability is m
ade.

The com
bination of a fully adequate and tw

o largely adequate assessm
ents for the three practices results in an 

assessm
ent of largely adequate for D

im
ension Tw

o of Process L1, indicated by the dark blue box on the left 
hand side.  A

s w
ell, the links to other processes provided on the left hand side suggest that sim

ilar or identical 
practice assessm

ent results can be m
ade for the sim

ilar or identical practices in processes D
3 and O

7.

D
im

ension Three also contains three practices. The first exam
ines w

hether institutional policy requires the 
com

m
unication of learning objectives to students. W

hile the policy itself is not provided, the clear statem
ent 

at the head of the course outline tem
plate (p36) com

bined w
ith evidence of its im

plem
entation (p14) m

ean 
that this practice can be assessed as fully adequate.

The other tw
o practices cover the provision of training and other support m

aterials to assist teaching staff w
ith 

developing and using learning objectives effectively. H
ere, w

hile a training w
orkshop is apparent (p44), there 

is no evidence of substantive support so an assessm
ent of partially adequate is m

ade for both practices.

The com
bination of a fully adequate and tw

o partially adequate assessm
ents for the three practices results in 

an assessm
ent of partially adequate for D

im
ension Three of Process L1, indicated by the light blue box on 

the left hand side.

D
im

ension Four of process L1 contains tw
o practices, covering the review

 of courses to ensure learning 
objectives and the achievem

ent of objectives by students. In both cases, there is no evidence that the 
institution has addressed these, resulting in an assessm

ent of not adequate and thus an overall assessm
ent of 

not adequate for D
im

ension Four, indicated by the w
hite box on the left hand side.

D
im

ension Five of process L1 contains a single practice, assessing how
 inform

ation on student achievem
ent 

of learning objectives is used to guide ongoing e-learning activities. A
gain, the absence of any evidence of 

this process results in an assessm
ent of not adequate for the practice and the dim

ension.

In
terp

retatio
n

 o
f resu

lts
O

nce the assessm
ent of capability is undertaken, the results can be interpreted. Figure 4 dem

onstrates som
e 

typical results show
ing a single process capability as assessed for five different sam

ple institutions.

 

Institution B

1    2   3   4
5

Institution C
Institution D
Institution E

Institution A

Process description

 
 

    Figure 5: Exam
ple practice result com

paring five institutions
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Institution A
 is not perform

ing the process w
ell, w

ith only evidence of som
e ad-hoc attem

pts show
n by the 

partially adequate rating supplied for dim
ension 1 (D

elivery) and the absence of any capability in the other 
dim

ensions.

Institution B
 is significantly m

ore capable in the process than either A
 or C

 w
ith evidence that the process 

is m
ostly perform

ed w
ell (the largely adequate rating of dim

ension 1) and in a planned fashion (the largely 
adequate rating of dim

ension 2: Planning). N
ote that despite there being evidence from

 dim
ension 2 of 

planning, this appears to be done w
ithout any attem

pt for consistency w
ithin the institution as no capability 

is show
n for dim

ension 3.

Institution C
 on the other hand, w

hile not as capable as B
, show

s evidence of having defined standards or 
guidelines for perform

ing the process (dim
ension 3: D

efinition). H
ow

ever, these do not appear to be having 
an im

pact on actual e-learning projects as show
n by the low

er ratings for dim
ensions 1 and 2. 

Institution D
 show

s a pattern of very good perform
ance of the process (fully adequate rating for dim

ension 1), 
supported by largely adequate planning (dim

ension 2) and an initial set of standards or guidelines (partially 
adequate rating for dim

ension 3). This is perhaps the expected pattern of capability developm
ent, building 

from
 a base of ad-hoc behaviours that are becom

ing m
ore standardised as the institution has m

ore experience 
in e-learning.

Finally, institution E perform
s the process very w

ell (fully adequate rating for dim
ension 1) supported 

by effective planning (fully adequate rating for dim
ension 2), largely adequate standards and guidelines 

(dim
ension 3) and an initial program

m
e of evaluation and m

easurem
ent of process perform

ance (dim
ension 

4: M
anagem

ent). 

Further analysis of the results in this exam
ple suggests that institutions C

 and E w
ill provide potential exam

ples 
of useful standards, guidelines and policies, w

hile institutions D
 and E (and to som

e extent B
) w

ill provide 
individual exam

ples of how
 to perform

 the process w
ell. A

 m
ore in-depth analysis can then be undertaken if 

necessary, dropping dow
n to the level of individual practices to determ

ine shared or com
plem

entary areas of 
strength or w

eakness. 

C
om

parison across groups of processes provides an institution w
ith the ability to identify aspects of related 

w
eakness that can be addressed strategically. Priorities can be easily identified by either com

parison w
ith the 

w
ider sector, or by com

paring process ratings w
ithin an institution. A

ction plans can then be developed w
ith 

reference to the practices w
ithin each of the process dim

ensions.

M
o

d
ifyin

g
 th

e eM
M

 to
 refl

ect lo
cal co

n
cern

s

It is entirely possible to extend or m
odify the eM

M
 to reflect issues of particular concern to a given sector or 

context, such as legislative requirem
ents, e-learning practices required by accreditation bodies, or contextual 

factors arising from
 local experience or culture. N

orm
ally this should be done at the level of the practices as 

this w
ould then still allow

 for com
parison at the sum

m
ary process level. 

If a particular aspect of e-learning capability is identified—
along w

ith evidence to support its effectiveness—
that needs to be reflected as a process then please contact the author w

ith the details so that it can be 
accom

odated or included in future versions of the eM
M

.
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Learning outcomes are results of learning that mainly derive from educational intentions or 
learning objectives, which clearly describe the learning content, the actions to be taken or 
performed, and how these will be assessed. Quality learning objectives clearly and explicitly 
specify both pedagogical approach and content, are accompanied by a flexible and responsive 
teaching attitude to diverse learning processes and styles, and assess authentic practice, 
which engages learner ownership. High-quality learning outcome achievement accompanies 
a more transferable and higher level of understanding of a subject. 
Good documentation of learning objectives is explicit about pedagogical strategies, ideals, 
and values, looks for learning processes rather than testing for content knowledge, accepts 
interdisciplinary work and diverse outcomes, and considers team as well as individual 
achievement. Clear, explicit specification of personal, transferable subject outcomes is 

commensurate with quality of learning experience and learner success. The writing of 
learning outcomes must relate generically and specifically to the level of the programme or 
course, and achievement is assessed to be either complete, or not, but grades may provide 
feedback on the quality of work. Outcome statements constitute an active verb and its 
object in a contextual or conditional phrase and describe either declarative knowledge, or 
performative skill/knowledge synthesis capability, which are categorised as ‘knowledge 
and understanding’ or ‘skills and other attributes’. Finally, detailed planning for learning 
outcomes can benefit from revisions of Bloom’s cognitive taxonomy that afford access to 
more current, complex and complete knowledge of learning processes.

Process L1.
Learning objectives guide the design and implementation of courses

Assessment Practices Sources and Evidence

Information on student achievement of learning objectives guides e-learning design and (re)development. 

 No use of information on student achievement of learning objectives during e-learning 
design and (re)development.

 Informal and inconsistent use of information on student achievement of learning 
objectives during institutional e-learning design and (re)development.

 Information on student achievement of learning objectives explicitly guides institutional 
e-learning design and (re)development, but is treated as subordinate to technical goals, 
or not linked to design decisions.

 Information on student achievement of learning objectives explicitly guides institutional 
e-learning initiative planning and is formally linked to design decisions.

Compliance with policies, standards and guidelines governing the incorporation of learning objectives in e-learning design and development activities is 
regularly monitored.

 No monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities.

 Infrequent or informal monitoring of compliance with policies, standards and guidelines 
governing the incorporation of learning objectives in e-learning design and development 
activities.

 Formal monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities, but 
without minimum expectations for compliance enforced.

 Formal monitoring of compliance with policies, standards and guidelines governing the 
incorporation of learning objectives in e-learning design and development activities 
undertaken regularly with minimum expectations for compliance enforced.

A variety of qualitative and quantitative metrics are used to assess student achievement of course learning objectives. 

 No collection of information on student achievement of learning objectives. 

 Inconsistent, informal and variable use of available information on student achievement 
of learning objectives.

 Assessment of student performance against learning objectives undertaken regularly 
using either quantitative or qualitative measures, or by staff involved in the development 
or delivery of the course.

 Regular, independent, assessment of student performance against learning objectives 
undertaken after completion of courses using both qualitative and quantitative 
measures.

Institutional policies require that a formal statement of learning objectives is part of all course documentation provided to students. 

 No policy requirement for learning objective statements. 

 Policies require limited information on learning objectives or suggest that learning 
objectives be optionally supplied.

 Policies require communication of learning objectives but do not specify a consistent 
formal statement.

 Clear, formal, policy requirement for inclusion of statements of learning objectives in 
course documentation in a consistent manner.
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Assessment Practices Sources and Evidence

(cont.)

Teaching staff are provided with support resources (including training, guidelines and examples) on developing learning objectives that address the full 
range of cognitive outcomes appropriate to the discipline, pedagogical approach and students.

 No training, guidelines or examples of learning objectives provided to teaching staff. 

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Training, guidelines and examples provided but attendance and use are optional and not 
actively encouraged and promoted.

 Training, guidelines and examples provided to all teaching staff with the requirement 
that they be used prior to the design and (re)development of courses.

Teaching staff are provided with support resources (including training, guidelines and examples) on using learning objectives to guide e-learning design 
and (re)development.

 No training, guidelines or examples of using learning objectives to guide e-learning 
design and (re)development provided to teaching staff. 

 Limited or non-specific training, guidelines and examples of using learning objectives to 
guide e-learning design and (re)development provided for the optional use of staff.

 Detailed and specific training, guidelines and examples of using learning objectives 
to guide e-learning design and (re)development provided but attendance and use are 
optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples of using learning objectives 
to guide e-learning design and (re)development provided to all teaching staff with the 
requirement that they be used prior to the design and (re)development of courses.

Course documentation templates require the clear statement of learning objectives.

 No requirement for learning objective statements in document templates. 

 Document templates require limited or unspecified information on learning objectives or 
suggest that learning objectives be optionally supplied.

 Document templates provide clear guidance on learning objective statements but use is 
inconsistent and compliance incomplete or not enforced.

 Clear templates provided requiring inclusion of statements of learning objectives in 
course documentation in a consistent manner with compliance enforced.

See also: D3 (2)

Learning objectives guide e–learning design and (re)development decisions regarding content and activities.

 No use of learning objectives to guide content and activity decisions during e-learning 
design and (re)development.

 Informal and inconsistent use of learning objectives to guide content and activity 
decisions during e-learning design and (re)development.

 Learning objectives explicitly guide content and activity decisions during e-learning 
design and (re)development, but are treated as subordinate to technical goals, or not 
linked to design and development decisions.

 Learning objectives explicitly guide content and activity decisions during e-learning 
design and (re)development and are formally linked to design and development decisions.

See also: D3 (2) & 
O7 (2)

Learning objectives guide e–learning design and (re)development decisions regarding technology and pedagogy.

 No evidence of learning objectives in design and (re)development documents and 
planning activities.

 Inconsistent or informal use of learning objectives in design and (re)development 
documents and planning activities.

 E–learning design and (re)development activities reference learning objectives for most, 
but not all, projects and activities.

 E–learning design and (re)development activities formally and consistently reference learning 
objectives in selecting and implementing e-learning technologies and pedagogies used.

     
Course documentation includes a clear statement of learning objectives.

 No formally stated learning objectives apparent in the course information supplied to 
students.

 Formally stated learning objectives provided to a limited extent, either as narrative 
descriptions of the course outcomes or only in documentation provided after enrolment.

 Formally stated learning objectives normally provided in course documentation available 
prior to enrolment but are missing in some cases or inconsistently provided in the range 
of course documents.

 Formal statement of course learning objectives clearly and consistently provided in course 
documents, including those available prior to enrolment, individual objectives clearly 
distinguished from general course description and information.

See also: L8 (1), D3 (2) 
& O7 (1)

Learning objectives are linked explicitly throughout learning and assessment activities using consistent language.

 No use of learning objectives apparent in the course information supplied to students 
beyond a formal statement or description.

 Assessments and learning activities contain implicit, incomplete and inconsistent 
linkages to course learning objectives.

 Most, but not all, assessments and learning activities contain explicit linkages to course 
learning objectives or restate learning objectives using different wording.

 Formal statement of course learning objectives clearly and explicitly linked in all 
assessments and learning activities using consistent language.

L1 Learning objectives guide the design and implementation of courses



15

In this process area, evidence of the use of a variety of communication modes or channels 
and encouragement for students to engage with peers and teaching staff is used to determine 
capability. It is not sufficient that tools, such as those included as standard in course or 
learning management systems (CMS or LMS), be provided, there must also be activities 
designed to encourage their use and support of effective engagement. Students should be 
provided with information on how to access and use different communication channels or 
modes. They should be given a clear explanation as to why the channels or modes have been 
included within the course and how they will assist in achieving the learning objectives of 
the course.

As with a traditional face-to-face class, it is the responsibility of the teaching staff to set the 
‘ground rules’ and expectations for the communication undertaken in a particular course. 
Particularly, while many students are unfamiliar with e-learning, it is necessary for them to get 
clear information on how to use the communication channels effectively and appropriately. 
Communicating expectations early is also essential if staff workloads are to be managed.

Process L2.
Students are provided with mechanisms for interaction with teaching staff and other students

Assessment Practices Sources and Evidence

Information on interaction between students and teaching staff guides resourcing of communication channels.

 No use of information on interaction between students and teaching staff during e-
learning resource planning and allocation.

 Informal and inconsistent use of information on interaction between students and 
teaching staff during institutional e-learning resource planning and allocation.

 Information on interaction between students and teaching staff explicitly guides 
institutional e-learning resource planning and allocation, but is treated as subordinate to 
technical goals, or not linked to resourcing decisions.

 Information on interaction between students and teaching staff explicitly guides 
institutional e-learning resource planning and allocation and is formally linked to 
resourcing decisions.

See also: L4 (5) & L5 (5)

Information on interaction between students and teaching staff guides training and support resourcing.

 No use of information on interaction between students and teaching staff during training 
and support resource planning and allocation.

 Informal and inconsistent use of information on interaction between students and 
teaching staff during institutional training and support resource planning and allocation.

 Information on interaction between students and teaching staff explicitly guides 
institutional training and support resource planning and allocation, but is treated as 
subordinate to technical goals, or not linked to resourcing decisions.

 Information on interaction between students and teaching staff explicitly guides 
institutional training and support resource planning and allocation and is formally linked 
to resourcing decisions.

See also: L4 (4)

Student and staff use of communication channels is regularly monitored. 

 No monitoring of staff or student use of communication channels.

 Limited, inconsistent or informal monitoring of staff or student use of communication 
channels.

 Formal, independent, monitoring of staff or student use of communication channels 
conducted irregularly or only covers some of the communication channels used.

 Formal, independent, and regular monitoring of staff or student use of communication 
channels.

Feedback collected regularly from students regarding the effectiveness of different communication channels.

 No feedback collected from students on the effectiveness of the different communication 
channels.

 Limited, inconsistent or informal students feedback collected, or feedback collected but 
not reported.

 Formal, independent, students feedback collected on some but not all channels or not 
collected regularly from all courses, or reported incompletely or irregularly.

 Formal, independent, student feedback on all of the communication channels collected 
regularly from all courses using the facilities and reported regularly.

See also: L4 (4)

Feedback collected regularly from staff regarding the effectiveness of the communication channels.

 No feedback collected from staff on the effectiveness of the different communication 
channels.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all channels or not 
collected regularly from all staff using the communication channels, or reported 
incompletely or irregularly.

 Formal, independent, staff feedback on all of the communication channels collected 
regularly from all staff using the facilities and reported regularly.
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Assessment Practices Sources and Evidence

Institutional policies define requirements for staff responsiveness to student communication. 

 No policies, standards or guidelines define requirements for staff responsiveness to 
student communication.

 Policies, standards and guidelines define requirements for staff responsiveness to 
student communication, but the requirements are optional, or fail to impose mandatory 
minimum requirements.

 Policies, standards or guidelines define mandatory minimum requirements for staff 
responsiveness to student communication, however compliance incomplete or not 
enforced.

 Policies, standards or guidelines define mandatory minimum requirements for staff 
responsiveness to student communication with compliance enforced.

Institutional policies define requirements that staff support student engagement through a mix of different types of interaction. 

 No policies, standards or guidelines define requirements for staff use of different types 
of interaction.

 Policies, standards and guidelines define requirements for staff use of different types 
of interaction, but the requirements are optional, or fail to impose mandatory minimum 
requirements.

 Policies, standards or guidelines define mandatory minimum requirements for staff use 
of different types of interaction, however compliance incomplete or not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for staff use 
of different types of interaction with compliance enforced.

Teaching staff are provided with support resources (including training, guidelines and examples) on effective ways of using communication channels to 
support student learning.

 No training, guidelines or examples of using communication channels to support student 
learning provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to using the communication channels in courses.

Students are provided with course documentation describing all of the communication channels used.

 Course documentation does not contain any information on the communication channels 
used in the course.

 Course documentation contains outdated, incomplete or informal information on the 
communication channels used in the course.

 Course documentation contains information on the communication channels used in the 
course that is unnecessarily inconsistent or different in different courses.

 Course documentation contains consistent information on all of the communication 
channels used in the course.

Students are provided with course documentation describing how different communication channels will support their learning.

 Course documentation does not contain any information on how the different channels 
will support student learning.

 Course documentation contains outdated, incomplete or informal information on how the 
different channels will support student learning.

 Course documentation contains information linked with course activities on how some of 
the different channels will support student learning that is unnecessarily inconsistent or 
different in different courses or assessments.

 Course documentation contains consistent information linked with course activities on 
how the different channels will support student learning.

See also: L4 (2) and 
L5 (2)

Course (re)development plans include a structured interaction design incorporating a variety of communication channels.

 Course (re)development plans do not contain any include a structured interaction 
design.

 Course (re)development plans contain an incomplete or informal interaction design.

 Course (re)development plans contain a structured interaction design limited to a 
particular communication channel.

 Course (re)development plans contain a structured interaction design incorporating a 
variety of communication channels.

     
 Courses provide a variety of mechanisms for interaction between staff and students. 

 No mechanism for interaction between staff and students provided.

 Interaction between staff and students provided only through a limited or informal 
mechanism or only through face to face contact.

 Interaction between staff and students supported formally using face to face contact and 
limited use of a single alternative communication channel.

 Interaction between staff and students provided formally through multiple 
complementary communication channels.

L2 Students are provided with mechanisms for interaction with teaching staff and other students
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Students’ capability for effective e-learning is a combination of their skills as learners and 
their abilities to make effective use of the various information sources and technologies 
provided by institutions generally, and specifically in particular courses and programmes. 
Some degree of technical aptitude and experience can now be generally assumed although 
this does not mean that students are effective online learners. Care must be taken when 
designing the pedagogical elements of e-learning to ensure that students are provided with 
clear and explicit guidance of how the technologies should be used to support their learning. 
A strong constructive alignment of learning outcomes, technologies and pedagogies must 
be clear in the design and delivery of e-learning courses and programmes. Communication 
tools are a key aspect of engaging students provided that their use is focused in a way that 
generates shared experiences and effective connections between the students, the teaching 
staff and the course or programme domain.

Evidence of capability in this process is shown by clear communication to students of 
the pedagogical strategy of courses and programmes. The contribution of technological 
tools in assisting students in attaining the learning objectives of the course or programme 
should be clear. Students should be supported in understanding what is expected from 
them as learners and in gaining the necessary generic and specific learning skills, including 
attaining competency with the associated technologies. Teaching staff should be supported 
in developing their own skills as learning facilitators able to engage the students in effective 
learning built on a foundation of practice, demonstrated competency and guided reflection.

Process L3.
Students are provided with e-learning skill development

Assessment Practices Sources and Evidence

 Information on the use of learning activities that progressively build student capabilities guides e-learning design and (re)development.

 No use of information on the use of learning activities that progressively build student 
capabilities during e-learning design and (re)development.

 Informal and inconsistent use of information on the use of learning activities that 
progressively build student capabilities during institutional e-learning design and 
(re)development.

 Information on the use of learning activities that progressively build student capabilities 
explicitly guides institutional e-learning design and (re)development, but is treated as 
subordinate to technical goals, or not linked to design decisions.

 Information on the use of learning activities that progressively build student capabilities 
explicitly guides institutional e-learning initiative planning and is formally linked to design 
decisions.

Compliance with policies, standards and guidelines governing the use of learning activities that progressively build student capabilities in e-learning 
design and development activities is regularly monitored.

 No monitoring of e-learning activities within courses to ensure progressive development 
of student capabilities occurring.

 Informal or incomplete monitoring of e-learning activities within courses to ensure 
progressive development of student capabilities occurring.

 Formal monitoring of e-learning activities within courses to ensure progressive 
development of student capabilities occurring but compliance with relevant institutional 
policies, standards and guidelines treated as optional or not required.

 Formal monitoring of e-learning activities within courses to ensure progressive 
development of student capabilities with compliance to institutional policies, standards 
and guidelines required.

Feedback collected regularly from students regarding the effectiveness of the support facilities.

 No feedback collected from students on the effectiveness of the different support 
facilities.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all support facilities or 
not collected regularly from all courses, or reported incompletely or irregularly.

 Formal, independent, student feedback on all of the support facilities collected regularly 
from all courses and reported regularly.

Feedback collected regularly from staff regarding the effectiveness of the support facilities.

 No feedback collected from staff on the effectiveness of the different support facilities.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all support facilities or 
not collected regularly from all courses, or reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the support facilities collected regularly 
from all staff using the facilities and reported regularly.
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Assessment Practices Sources and Evidence

Institutional policies require that assessment tasks be designed to support incremental development of student e-learning skills.

 No policies provided that require assessment tasks be designed to support incremental 
development of student skills and capabilities for e-learning.

 Policies provided that encourage, but do not require, that assessments support 
incremental development of student skills and capabilities for e-learning, or which fail to 
impose mandatory compliance requirements.

 Policies require the incorporation of assessment tasks be designed to support 
incremental development of student skills and capabilities for e-learning, however 
compliance incomplete or not enforced.

 Policies require the incorporation of assessment tasks be designed to support 
incremental development of student skills and capabilities for e-learning and compliance 
with the requirements enforced.

Teaching staff are provided with support resources (including training, guidelines and examples) for developing learning activities that support incremental 
development of student e-learning skills.

 No training, guidelines or examples of learning activities that support incremental 
student learning skills development provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to the design and (re)development of courses.

Support staff provide students with assistance in developing e-learning skills.

 No support staff tasked with providing students assistance in developing e-learning 
skills.

 Support for student e-learning skill development is provided informally by staff employed 
primarily for other responsibilities.

 Staff tasked to provide support for student e-learning skill development but service not 
available in all e-learning courses or support is limited to only face-to-face or static web 
page provision.

 Staff tasked to provide support for student e-learning skill development in all e-learning 
courses using a variety of communication channels.

Early assessments of individual student capabilities guide activities and support during the remainder of the course.

 No assessments of individual student capabilities with e-learning technologies and 
pedagogies undertaken.

 Limited or informal assessments of individual student capabilities with e-learning 
technologies and pedagogies undertaken, or assessments undertaken only in response 
to problems or complaints.

 Assessments of individual student capabilities with e-learning technologies and 
pedagogies undertaken, but coverage of technologies or courses incomplete or not 
linked to formal plans to remediate issues.

 Assessments of individual student capabilities with e-learning technologies and 
pedagogies undertaken and formally linked to remediation plans and strategies.

     
Students are provided with explicit descriptions of the relationships between course components and activities.

 No relationships between course components and activities are conveyed to students.

 The relationships between course components and activities are conveyed to students 
informally or implied in course documents.

 The relationships between course components and activities are conveyed to students 
explicitly, but only for some components or courses, or in an unnecessarily different way 
between courses.

 The relationships between all key course components and activities are conveyed to 
students formally and consistently.

See also: O6 (1) and 
O7 (1)

Courses include opportunities for students to practice with e-learning technologies and pedagogies.

 No opportunities for students to practice with e-learning technologies and pedagogies 
provided.

 Limited or informal opportunities for students to practice with e-learning technologies 
and pedagogies provided after commencement of the course.

 Formal opportunities for students to practice with e-learning technologies and 
pedagogies provided after commencement of courses, or only cover some technologies 
and pedagogies or some courses.

 Formal opportunities for students to practice with all e-learning technologies and 
pedagogies provided prior to commencement, and during delivery, of all courses.

L3 Students are provided with e-learning skill development
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Responsive and timely teacher-learner communications significantly effect positive learning 
experiences and outcomes. Effective interactive communication requires careful planning and 
thoughtful management to ensure responses meet student expectations and are unambiguous. 
To this end, a taxonomy of response types is useful for engaging with the complex needs 
of the e-learning environment. Training in the use of communication tools and strong 
technical support are also necessary. Furthermore, concise policy statements, setting out 
what is expected of learners and what they expect of teachers, improves course management. 
And, Teacher modelling of appropriate online responses and discussions is another method 
of communicating effective practices that has the additional benefit of demonstrating the 
communications process.

Evidence of capability in this process is shown by clear commitments to provide feedback 
and responses within a designated time period. This may include formal processes for how 
the different channels are used and a description of how teaching staff will respond on these 
channels (if at all). A clear design is apparent in the selection of the range of channels and 
the integration with course activities and the information provided to students on type and 
timeliness of responses is consistent with that design. Performance is monitored in order to 
ensure that the commitments being made are adhered to and resourced appropriately.

Process L4.
Students are provided with expected staff response times to student communications

Assessment Practices Sources and Evidence

See also: L2 (5) & 
L5 (5)

Information on interaction between students and teaching staff guides training and support resourcing.

 No use of information on interaction between students and teaching staff during training 
and support resource planning and allocation.

 Informal and inconsistent use of information on interaction between students and 
teaching staff during institutional training and support resource planning and allocation.

 Information on interaction between students and teaching staff explicitly guides 
institutional training and support resource planning and allocation, but is treated as 
subordinate to technical goals, or not linked to resourcing decisions.

 Information on interaction between students and teaching staff explicitly guides 
institutional training and support resource planning and allocation and is formally linked 
to resourcing decisions.

See also: L5 (5)

Information on interaction between students and teaching staff used to identify effective communication strategies for reuse.

 No information on interaction between students and teaching staff used to identify 
effective communication strategies for reuse.

 Informal and inconsistent use of information on interaction between students and 
teaching staff to identify effective communication strategies for reuse.

 Information on interaction between students and teaching staff explicitly guides 
the  identification of effective communication strategies for reuse, but is treated as 
subordinate to technical goals, or not linked to reuse decisions.

 Information on interaction between students and teaching staff explicitly guides the  
identification of effective communication strategies for reuse and is formally linked to 
reuse decisions.

See also: L2 (4)

Student and staff use of communication channels is regularly monitored. 

 No monitoring of staff or student use of communication channels.  Formal, independent, monitoring of staff or student use of communication channels 

Feedback collected regularly from students regarding the effectiveness of the teaching staff use of communication channels.

 No feedback collected from students on the effectiveness of the teaching staff use of 
different communication channels.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all channels or not 
collected regularly from all courses using the communication channels, or reported 
incompletely or irregularly.

 Formal, independent, student feedback on all of the communication channels collected 
regularly from all staff using the facilities and reported regularly.

See also: L2 (4)

Feedback collected regularly from staff regarding the effectiveness of the communication channels.

 No feedback collected from staff on the effectiveness of the different communication 
channels.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all channels or not 
collected regularly from all staff using the communication channels, or reported 
incompletely or irregularly.

 Formal, independent, staff feedback on all of the communication channels collected 
regularly from all staff using the facilities and reported regularly.
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Assessment Practices Sources and Evidence

Institutional policies define expectations for staff responses to student communications. 

 No policies, standards or guidelines define requirements for staff responses to student 
communications.

 Policies, standards and guidelines define requirements for staff responses to student 
communications, but the requirements are optional, or fail to impose mandatory 
minimum requirements.

 Policies, standards or guidelines define mandatory minimum requirements for staff 
responses to student communications, however compliance incomplete or not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for staff 
responses to student communications with compliance enforced.

Teaching staff are provided with support resources (including training, guidelines and examples) on using communication channels to engage in effective 
and timely communication with students.

 No training, guidelines or examples of using different communication channels provided 
to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to using the communication channels in courses.

See also: L5 (3)

Students are provided with support resources (including training, guidelines and examples) to assist them in making effective use of staff feedback in 
their learning.

 No guidelines or support materials provided to students to assist them in making 
effective use of staff feedback.

 Incomplete, outdated or informal guidelines or support materials provided to students to 
assist them in making effective use of staff feedback.

 Guidelines and/or support materials provided to students to assist them in making 
effective use of staff feedback, but materials are not actively promoted or provided to all 
students.

 Guidelines and support materials provided to all students to assist them in making 
effective use of staff feedback and use of these materials actively promoted.

Communication channels are monitored to ensure a timely response to students.

 No monitoring of communication channels to ensure that students are appropriately 
responded to in a timely manner.

 Communication channels monitored informally to ensure that students are appropriately 
responded to in a timely manner.

 Communication channels monitored formally to ensure that students are appropriately 
responded to in a timely manner, but monitoring is irregular or only covers some channels.

 All communication channels monitored formally and regularly to ensure that students are 
appropriately responded to in a timely manner.

See also: L2 (2) and 
L5 (2)

Course (re)development plans include a structured interaction design incorporating a variety of communication channels.

 Course (re)development plans do not contain any include a structured interaction 
design.

 Course (re)development plans contain an incomplete or informal interaction design.

 Course (re)development plans contain a structured interaction design limited to a 
particular communication channel.

 Course (re)development plans contain a structured interaction design incorporating a 
variety of communication channels.

Assessment tasks are explicitly linked to communication channels.

 No use of linkages apparent in the course information supplied to students beyond a 
formal statement or description.

 Assessment tasks and communication channels contain implicit, incomplete and 
inconsistent linkages in the task descriptions and supporting materials.

 Most, but not all, assessments and learning activities contain explicit linkages in the task 
descriptions and supporting materials.

 Assessment tasks and communication channels are linked explicitly in the task 
descriptions and supporting materials using consistent language.

     
Course documentation provides the expected staff response times students can expect when using communication channels.

 Course outlines and descriptions do not contain any information on the response times 
students can expect from staff when using the communication channels provided in the 
course.

 Course outlines and descriptions contain outdated, incomplete or informal information 
on the response times students can expect from staff when using the communication 
channels provided in the course.

 Course outlines and descriptions contain information on the response times students 
can expect from staff when using some of the communication channels or information 
on particular channels is unnecessarily inconsistent or different in different courses.

 Course outlines and descriptions contain consistent information on the response times 
students can expect from staff when using the communication channels provided in the 
course.

Course documentation describes appropriate uses of different communication channels.

 Course outlines and descriptions do not contain any information on what uses are 
appropriate for the range of communication channels used in the course.

 Course outlines and descriptions contain outdated, incomplete or informal information 
on what uses are appropriate for the range of communication channels used in the 
course.

 Course outlines and descriptions contain information on what uses are appropriate for 
some of the communication channels used in the course or information on using particular 
channels is unnecessarily inconsistent or different in different courses or channels.

 Course outlines and descriptions contain consistent information on what uses are 
appropriate for the range of the communication channels used in the course.

L4 Students are provided with expected staff response times to student communications
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Feedback that learners’ receive from teachers and from other students enables comparison 
of actual performance with expectations. Timely, constructive feedback affects students’ 
participation, performance, and engagement on a course, and learning outcomes. Optimal 
feedback looks for balance between student needs and teaching management, and must 
enhance understanding rather than just indicating correctness. Feedback links knowledge 
and skills for understanding. It involves numerous models that centre on a ‘feedback triad’  of 
motivation, reinforcement, and information. Because feedback and action link to productive 
learning, extrinsic and intrinsic feedback is crucial for learners. A learning goal, or outcome, 
also prefigures unity between action, feedback and integration. Substantive and timely 
feedback improves online learning participation. However, feedback also involves complex 

effects including: ‘candlepower’, which characterises the subtle intimacy that arises in online 
dialogue and concerns effects of critical dialogue; and ‘feedback specificity’. Although more 
specific feedback benefits learning responses in those who perform well, it is detrimental to 
learning responses in those who perform poorly.
Evidence of capability in this process is seen through the use of informal feedback through 
various communication channels complemented by formal assessment feedback processes 
such as marking rubrics. Policy should require prompt and useful feedback aimed at 
improving student capability in related tasks rather than just the immediate goal and teaching 
staff should be provided with guidelines and assistance in the provision of more effective 
feedback.

Process L5.
Students receive feedback on their performance within courses

Assessment Practices Sources and Evidence

See also: L2 (5) & L4 (5)

Information on feedback type and quality, and student satisfaction with feedback, guides training and support resourcing.

 No use of information on feedback type, quality and student satisfaction during training 
and support resource planning and allocation.

 Informal and inconsistent use of information on feedback type, quality and student 
satisfaction during institutional training and support resource planning and allocation.

 Information on feedback type, quality and student satisfaction explicitly guides 
institutional training and support resource planning and allocation, but is treated as 
subordinate to technical goals, or not linked to resourcing decisions.

 Information on feedback type, quality and student satisfaction explicitly guides 
institutional training and support resource planning and allocation and is formally linked 
to resourcing decisions.

See also: L4 (5)

Information on feedback type and quality, and student satisfaction with feedback, used to identify effective feedback strategies for reuse.

 No information on feedback type, quality and student satisfaction used to identify 
effective feedback strategies for reuse.

 Informal and inconsistent use of information on feedback type, quality and student 
satisfaction to identify effective feedback strategies for reuse.

 Information on feedback type, quality and student satisfaction explicitly guides the  
identification of effective feedback strategies for reuse, but is treated as subordinate to 
technical goals, or not linked to reuse decisions.

 Information on feedback type, quality and student satisfaction explicitly guides the  
identification of effective feedback strategies for reuse and is formally linked to reuse 
decisions.

Feedback delivered in response to student work is regularly monitored. 

 No monitoring of feedback delivered in response to student work.

 Limited, inconsistent or informal monitoring of feedback delivered in response to 
student work, or information collected but not reported.

 Formal, independent, monitoring of feedback delivered in response to student work, but 
reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of feedback delivered in 
response to student work.

Feedback collected regularly from students regarding the effectiveness of the feedback provided.

 No feedback collected from students on the effectiveness of the feedback provided.

 Limited, inconsistent or informal student feedback collected on the effectiveness of the 
feedback provided by staff, or feedback collected but not reported.

 Student feedback collected formally on some but not all courses, or feedback not 
collected independently and/or regularly, or reported incompletely or irregularly.

 Formal, independent, student feedback collected and reported regularly on  the 
effectiveness of the staff feedback provided.

Feedback collected regularly from staff regarding the effectiveness of the student feedback mechanisms and support.

 No feedback collected from staff on the effectiveness of the different student feedback 
mechanisms.

 Limited, inconsistent or informal staff feedback collected, or feedback collected on 
only some of the student feedback mechanisms in use, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all student feedback 
mechanisms or not collected regularly from all courses using the feedback mechanisms, 
or reported incompletely or irregularly.

 Formal, independent, staff feedback collected and reported regularly on all of the 
student feedback mechanisms in use.



22

Assessment Practices Sources and Evidence

See also: S3 (3)

Institutional policies define requirements for the quality and type of feedback to be provided to students.

 No policies, standards or guidelines define requirements for the quality and type of 
feedback to be provided to students.

 Policies, standards and guidelines define requirements for the quality and type of 
feedback to be provided to students, but the requirements are optional, or fail to impose 

 Policies, standards or guidelines define mandatory minimum requirements for the 
quality and type of feedback to be provided to students, however compliance incomplete 
or not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for the quality 
and type of feedback to be provided to students with compliance enforced.

Teaching staff are provided with support resources (including training, guidelines and examples) on how to use feedback to improve student learning.

 No training, guidelines or examples of using feedback to improve student learning 
provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to delivering courses.

See also: L4 (3)

Students are provided with support resources (including training, guidelines and examples) to assist them in making effective use of staff feedback in 
their learning.

 No guidelines or support materials provided to students to assist them in making 
effective use of staff feedback.

 Incomplete, outdated or informal guidelines or support materials provided to students to 
assist them in making effective use of staff feedback.

 Guidelines and/or support materials provided to students to assist them in making 
effective use of staff feedback, but materials are not actively promoted or provided to 
all students.

 Guidelines and support materials provided to all students to assist them in making 
effective use of staff feedback and use of these materials actively promoted.

See also: L2 (2) and 
L4 (2)

Course (re)development plans include a structured interaction design incorporating a variety of communication channels.

 Course (re)development plans do not contain any include a structured interaction 
design.

 Course (re)development plans contain an incomplete or informal interaction design.

 Course (re)development plans contain a structured interaction design limited to a 
particular communication channel.

 Course (re)development plans contain a structured interaction design incorporating a 
variety of communication channels.

Courses include staged assessment tasks with structured opportunities for feedback and reflection. 

 No staging or reflection apparent in the assessment tasks.

 Informal or implied staging between assessments with limited opportunities for 
feedback and reflection.

 Formal linkages and staging between some assessments or only in some courses, or 
with limited opportunities for feedback and reflection between linked assessments.

 Formal linkages and staging between assessments with clear opportunities for feedback 
and reflection between linked assessments.

     
Students are provided with feedback beyond the marks assigned for assessed work. 

 No provision for feedback beyond the marks assigned for assessed work.

 Limited, inconsistent or informal feedback opportunities beyond the marks assigned for 
assessed work.

 Formal opportunities for feedback beyond the marks assigned for assessed work 
provided, but only to most but not all courses and students.

 Formal opportunities for feedback beyond the marks assigned for assessed work 
provided consistently to all students in all courses.

L5 Students receive feedback on their performance within courses
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Evidence of capability in this process is seen through the provision of resources on conducting 
research, resources on finding content and other information via links to suitable databases, 
instructions on where to find suitable books and support materials provided by groups such as 
libraries on information literacy skills. Development of skills in identifying useful materials 
and more general research skills should also be reflected in the assessment tasks of a course 
and the associated marking and feedback rubrics. Information literacy and research skill 

development should be reflected in the learning objectives either implicitly or explicitly. 
Teaching staff are provided with templates, examples, training and support in using the range 
of information resources available to support student learning. Explicit guidance and support 
should be provided to staff and students with policies and examples on intellectual property 
aspects, particularly copyright and plagiarism.

Process L6.
Students are provided with support in developing research and information literacy skills

Assessment Practices Sources and Evidence

Information on the ability of students to access and assess content and conduct research guides training and support resourcing.

 No use of information on student research and information skills during training and 
support resource planning and allocation.

 Informal and inconsistent use of information on student research and information skills 
during institutional training and support resource planning and allocation.

 Information on student research and information skills explicitly guides institutional 
training and support resource planning and allocation, but is treated as subordinate to 
technical goals, or not linked to resourcing decisions.

 Information on student research and information skills explicitly guides institutional 
training and support resource planning and allocation and is formally linked to 
resourcing decisions.

Information on the effectiveness of information resources and tools guides e-learning design and (re)development.

 No use of information on the effectiveness of information resources and tools guides 
e-learning design and (re)development.

 Informal and inconsistent use of information on the effectiveness of information 
resources and tools guides institutional e-learning design and (re)development.

 Information on the effectiveness of information resources and tools guides institutional 
e-learning design and (re)development, but is treated as subordinate to technical goals, 
or not linked to design decisions.

 Information on the effectiveness of information resources and tools explicitly guides 
institutional e-learning initiative planning and is formally linked to design decisions.

Students’ abilities to conduct effective research are regularly monitored.

 No monitoring of students’ abilities to conduct effective research.

 Limited, inconsistent or informal monitoring of students’ abilities to conduct effective 
research, or information collected but not reported.

 Formal, independent, monitoring of students’ abilities to conduct effective research, but 
reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of students’ abilities to 
conduct effective research.

Feedback collected regularly from students regarding the effectiveness of the information literacy and research facilities.

 No feedback collected from students on the effectiveness of the information literacy and 
research facilities.

 Limited, inconsistent or informal student feedback collected on the information literacy 
and research facilities, or feedback collected but not reported.

 Formal, independent, student feedback collected on some but not all information literacy 
and research facilities or not collected regularly from all courses using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, student feedback collected and reported regularly on all of the 
information literacy and research facilities.

Feedback collected regularly from staff regarding the effectiveness of the information literacy and research facilities.

 No feedback collected from staff on the effectiveness of the information literacy and 
research facilities.

 Limited, inconsistent or informal staff feedback collected on the information literacy and 
research facilities provided to students, or feedback collected but not reported.

 Formal, independent, staff feedback collected on some but not all information literacy 
and research facilities provided to students or not collected regularly from all courses 
using the facilities, or reported incompletely or irregularly.

 Formal, independent, staff feedback collected and reported regularly on all of the 
information literacy and research facilities provided to students.

Institutional policies define expectations for student research skills and information literacy. 

 No policies, standards or guidelines define expectations for student research and 
information literacy skills.

 Policies, standards and guidelines define expectations for student research and 
information literacy skills, but the requirements are optional, or fail to impose mandatory 
minimum requirements.

 Policies, standards or guidelines define mandatory minimum expectations for student 
research and information literacy skills, however compliance incomplete or not enforced.

 Policies, standards or guidelines define mandatory minimum expectations for student 
research and information literacy skills with compliance enforced.
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Assessment Practices Sources and Evidence

(cont.)

Teaching staff are provided with support resources (including training, guidelines and examples) on using library facilities to support student research 
and information literacy skill development.

 No training, guidelines or examples of how to develop student research and information 
literacy skills provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing, (re)developing or delivering 
courses.

Standard bibliography and citation formats defined and provided to students and staff along with examples and training in their use.

 No standard bibliography and citation formats defined or provided.

 Standard bibliography and citation formats provided for the optional use of students and 
staff without examples or training.

 Standard bibliography and citation formats provided for the use by students and staff 
with examples and optional training.

 Standard bibliography and citation formats provided for the use of students and staff 
with examples and mandatory training undertaken.

Students are provided with formal information literacy and research skills development opportunities in all courses.

 No information literacy and research skills development sessions or tutorials provided.

 Information literacy and research skills development sessions and/or tutorials provided 
informally.

 Information literacy and research skills development sessions and/or tutorials provided 
formally to most, but not all, students and courses.

 Information literacy and research skills development sessions and/or tutorials provided 
formally in all courses and participation by all students required.

Assessment marking rubrics include criteria reflecting the quality of student research and information use. 

 No assessment of the quality of research and information use included in the 
assessment tasks used.

 The quality of research and information use assessed informally or implicitly.

 Marking rubrics include aspects of the quality of research and information use by 
students but this is not apparent in all appropriate courses or assessments.

 All appropriate course assessment marking rubrics include aspects of the quality of 
research and information use by students.

     
Students are provided with a description of the range of available information sources.

 No information provided to students on the range of information sources available 
beyond the core course materials.

 Inconsistent or informal information provided to students on the range of information 
sources available beyond the core course materials.

 Information provided to students on the range of information sources available 
beyond the core course materials but use of the material not promoted or consistently 
referenced.

 Detailed information provided to students on the range of information sources available 
beyond the core course materials formally and consistent references made to these 
sources throughout core course materials.

L6 Students are provided with support in developing research and information literacy skills



25

Student learning success is significantly affected by the creation of an e-learning environment 
that provides active engagement in experiential contexts. This requires that teachers clearly 
understand programme outcomes, teaching approach, students’ motivation and learning 
styles, all of which depends on diligent planning. Also, students need to be able to link their 
learning to their life experiences. Technology plays a significant role in this and requires that 
the online teaching/learning environment undergo a reconstruction of student and teacher 
roles, relationships and strategies – students need to become active players in their own 
learning in regard to learning approach and intellectual challenges. Teachers need to be 
conversant with current research and theory and familiar with the complexities of human 
interactions with ICT, so that as users they are not detached from students. Teachers and 
learners need to be cognisant of their embodiment in technology relations that integrates 

knowing acting and being. Such embodied knowing opens understandings of the mind-body/
machine nexus.
Evidence of capability in this process is seen through course and programme designs that 
provide students with authentic and personally relevant contexts for their learning. E-learning 
technologies and pedagogies should be flexibly designed so as to allow incorporation of 
student experience and knowledge. Analysis and reflection should be encouraged and 
practised rather than recall and information retrieval. Teaching staff should be supported 
in developing the skills needed to facilitate e-learning approaches that build engagement 
through active learning pedagogies rather than replicating passive, traditional learning 
environments.

Process L7.
Learning designs and activities actively engage students

Assessment Practices Sources and Evidence

Information on the active engagement of students with course learning activities guides e-learning design and (re)development.

 No use of information on the extent to which courses are actively engaging students to 
guide e-learning design and (re)development.

 Informal and inconsistent use of information on the extent to which courses are actively 
engaging students to guide institutional e-learning design and (re)development.

 Information on the extent to which courses are actively engaging students guides 
institutional e-learning design and (re)development, but is treated as subordinate to 
technical goals, or not linked to design decisions.

 Information on the extent to which courses are actively engaging students explicitly 
guides institutional e-learning initiative planning and is formally linked to design 
decisions.

Active engagement of students as learners guides e-learning strategic planning.

 No use of information on student engagement during institutional e-learning strategic 
planning.

 Informal and inconsistent use of information on student engagement during institutional 
e-learning strategic planning.

 Information on student engagement explicitly guides institutional e-learning strategic 
planning, but is treated as subordinate to technical goals, or not linked to strategy 
decisions.

 Information on student engagement explicitly guides institutional e-learning strategic 
planning and is formally linked to strategy decisions.

Compliance with policies, standards and guidelines governing the incorporation of learning activities that actively engage students in e-learning design 
and development is regularly monitored.

 No monitoring of e-learning activities within courses to ensure active engagement of 
students occurring.

 Informal or incomplete monitoring of e-learning activities within courses to ensure active 
engagement of students occurring.

 Formal monitoring of e-learning activities within courses to ensure active engagement 
of students occurring but compliance with relevant institutional policies, standards and 
guidelines treated as optional or not required.

 Formal monitoring of e-learning activities within courses to ensure active engagement of 
students, with compliance to institutional policies, standards and guidelines required.

Feedback collected regularly from students regarding the effectiveness of the e-learning activities.

 No feedback collected from students on the effectiveness of the e-learning activities.

 Limited, inconsistent or informal student feedback on the effectiveness of the e-learning 
activities collected, or feedback collected but not reported.

 Formal, independent, student feedback collected on some but not all e-learning activities 
or not collected regularly from all e-learning courses, or reported incompletely or 
irregularly.

 Formal, independent, student feedback on the effectiveness of the e-learning activities 
collected and reported regularly from all e-learning courses.

Feedback collected regularly from staff regarding the effectiveness of the e-learning activities.

 No feedback collected from staff on the effectiveness of the e-learning activities.

 Limited, inconsistent or informal staff feedback on the effectiveness of the e-learning 
activities collected, or feedback collected but not reported.

 Formal, independent, staff feedback collected on some but not all e-learning activities or 
not collected regularly from all e-learning courses, or reported incompletely or irregularly.

 Formal, independent, staff feedback on the effectiveness of the e-learning activities 
collected and reported regularly from all e-learning courses.
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Assessment Practices Sources and Evidence

Teaching staff are provided with support resources (including training, guidelines and examples) for designing, developing, and delivering learning 
activities that actively engage students.

 No training, guidelines or examples provided to teaching staff on using learning activities 
to actively engage students.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.

See also: O7 (2)

Course documentation describes the e-learning pedagogies used.

 Course documentation does not contain any information on the e-learning pedagogies 
which will be used.

 Course documentation contains outdated, incomplete or informal information and/or 
procedures regarding the e-learning pedagogies which will be used.

 Course documentation contains information on particular e-learning pedagogies that is 
unnecessarily inconsistent or different in different courses.

 Course documentation contains consistent information on the e-learning pedagogies, 
and procedures for their use.

The design of e-learning activities is guided by the need to build and develop student engagement.

 No evidence of student engagement in course and assessment objectives or design 
goals.

 Informal or inconsistent consideration of student engagement in e-learning design and 
(re)development processes.

 Consideration of student engagement apparent in e-learning design and 
(re)development processes for most, but not all courses.

 Formal consideration of student engagement apparent in e-learning design and 
(re)development processes for all courses.

     
Learning activities are designed to encourage analysis and skill development.

 No evidence of analysis and skill development apparent in learning activities.

 Primary focus of learning activities on recall and knowledge acquisition with minor and 
inconsistent use of analysis and skill development.

 Consideration of analysis and skill development apparent in e-learning design and 
(re)development processes for most, but not all courses.

 Formal consideration of analysis and skill development apparent in e-learning design 
and (re)development processes for all courses.

L7 Learning designs and activities actively engage students
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To be effective, assessment needs to be integrated throughout the teaching-learning process 
in visible but seamless ways. That is, effective assessment will communicate ongoing high 
expectations through affirming competencies and capabilities, as well as technical and 
specific knowledge using a variety of approaches, such as 1. traditional; 2. activity oriented; 
3. group; and 4. self-reflective and readily accessible practices, such as online quizzes, 
surveys, gradebooks and e-portfolios. Whatever methods are utilised, students need a 
rigorous understanding of qualitative and quantitative aspects of their assessment to ensure 
e-learning success.

Evidence of capability in this process is seen through the use of assessment programmes 
designed to support students in achieving the learning objectives and which learner build 
capability progressively with opportunities for feedback and reflection. Policy and guidelines 
should encourage the use of a mix of assessment techniques throughout the course and 
encourage the use of challenging tasks to motivate performance and learning.

Process L8.
Assessment is designed to progressively build student competence

Assessment Practices Sources and Evidence

Information on the use of assessment activities that progressively build student capabilities guides e-learning design and (re)development.

 No use of information on the extent to which courses are providing assessment 
activities that progressively build student capabilities during e-learning design and 
(re)development.

 Informal and inconsistent use of information on the extent to which courses are providing 
assessment activities that progressively build student capabilities during institutional 
e-learning design and (re)development.

 Information on the extent to which courses are providing assessment activities that 
progressively build student capabilities explicitly guides institutional e-learning design 
and (re)development, but is treated as subordinate to technical goals, or not linked to 
design decisions.

 Information on the extent to which courses are providing assessment activities that 
progressively build student capabilities explicitly guides institutional e-learning initiative 
planning and is formally linked to design decisions.

Feedback collected regularly from students regarding the effectiveness of the assessment activities.

 No feedback collected from students on the effectiveness of the assessment activities.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all assessment 
activities or not collected regularly from all e-learning courses, or reported incompletely 
or irregularly.

 Formal, independent, student feedback collected and reported regularly on assessment 
activities.

Feedback collected regularly from staff regarding the effectiveness of the assessment activities.

 No feedback collected from staff on the effectiveness of the assessment activities used 
with students.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all assessment activities 
used with students or not collected regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, staff feedback collected and reported regularly on the assessment 
activities used with students in all e-learning courses.

Institutional policies require that e-learning assessment programmes provide sufficient time for feedback from staff and reflection by students.

 No policies, standards or guidelines define requirements for designing assessment 
programmes to ensure sufficient time for feedback from staff and reflection by students.

 Policies, standards and guidelines define requirements for designing assessment 
programmes to ensure sufficient time for feedback from staff and reflection by students, 
but the requirements are optional, or fail to impose mandatory minimum requirements.

 Policies, standards or guidelines define mandatory minimum requirements for designing 
assessment programmes to ensure sufficient time for feedback from staff and reflection 
by students, however compliance incomplete or not enforced.  

 Policies, standards or guidelines define mandatory minimum requirements for designing 
assessment programmes to ensure sufficient time for feedback from staff and reflection 
by students with compliance enforced.

Teaching staff are provided with support resources (including training, guidelines and examples) on designing effective assessment programmes.

 No training, guidelines or examples provided to teaching staff on designing effective 
assessment programmes.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and use 
are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.
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Assessment Practices Sources and Evidence

Course documentation provides students with a description of the programme of assessment and the relationship between the individual assessment 
tasks and other learning activities.

 Course outlines and descriptions do not contain any overview or information on the 
relationship between the individual assessment tasks and other learning activities.

 Course outlines and descriptions contain outdated or incomplete information on the 
relationship between the individual assessment tasks and other learning activities.

 Course outlines and descriptions for most, but not all, courses contain information on the 
relationship between the individual assessment tasks and other learning activities, or the 
information is unnecessarily different between different courses.

 Course outlines and descriptions contain a clear and consistent overview of the 
programme of assessment and the relationship between the individual assessment 
tasks and other learning activities.

The assessment programme is designed to make effective and consistent use of e-learning technologies used in other course activities.

 No evidence of consistent use of e-learning technologies for assessment in courses.

 Informal or inconsistent linkage of e-learning technologies throughout course 
assessment and other activities.

 E-learning technologies consistently linked throughout course learning and assessment 
activities during design and (re)development processes, but the linkages not explicitly 
communicated to students.

 E-learning technologies consistently linked throughout course learning and assessment 
activities during design and (re)development processes and the linkages formally and 
explicitly communicated to students during delivery.

     
See also: L1 (1), D3 (1) 
& O7 (1)

Assessments are described in terms of course and programme objectives and requirements. 

 Assessments described solely in terms of required deliverables.

 Assessment descriptions include information on the context of the assessment that 
implies linkage with the course and programme objectives and requirements.

 Most, but not all, assessment descriptions contain explicit linkages to course and 
programme objectives or restate course and programme objectives using different 
wording.

 Formal assessment descriptions in all cases clearly and explicitly linked with course and 
programme objectives using consistent language.

Students are provided with opportunities to discuss assessment tasks with each other and the teaching staff before attempting marked work.

 No opportunities for students to discuss assessment tasks with each other and the 
teaching staff before attempting marked work.

 Limited or informal opportunities for students to discuss assessment tasks with each 
other and/or the teaching staff before attempting marked work.

 Formal opportunities for students to discuss assessment tasks with teaching staff before 
attempting marked work, but no formal mechanism for peer discussion.

 Formal opportunities for students to discuss assessment tasks with each other and the 
teaching staff before attempting marked work.

Students are provided with opportunities to practice assessment tasks before attempting marked work.

 No opportunities for students to practice assessment tasks provided.

 Limited or informal opportunities for students to practice assessment tasks provided 
after commencement of the course.

 Formal opportunities for students to practice assessment tasks provided after 
commencement of courses, or only cover some technologies and pedagogies or some 
courses.

 Formal opportunities for students to practice assessment tasks provided prior to 
commencement and during delivery of all courses.

L8 Assessment is designed to progressively build student competence
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E-learning provides a time flexible environment that demands attention to the management 
of timeliness in the conduct of teaching and learning on courses. Negotiated agreements, 
between teachers and learners, concerning the ordering and timing of course elements must be 
clearly communicated in course timetables and assignment deadlines. Furthermore, explicit 
expectations and guidelines encourage and motivate learners to make the most effective 
use of time and enable teachers to facilitate effective time management. As the e-learning 
environment imposes more self-regulated learning responsibilities on the student than they 
may have previously experienced, there is need for personal learning structures that ensure 
productivity and reduce stress. 

Evidence of capability in this process is seen by the provision of a clear timetable that relates 
all of the elements of a course together and communicates the logic underlying the design 
of the various activities. Particularly in online courses, there should be frequent pointers and 
reminders to students as to where they should be focusing their energies and the upcoming 
deadlines that they should be aware of. During the design of materials, explicit consideration 
should be given to student and staff workload expectations and the impact that this has on 
the timing of elements of the course. 

Process L9.
Student work is subject to specified timetables and deadlines

Assessment Practices Sources and Evidence

 Information on the workload and timetabling implications of learning activities guides e-learning design and (re)development.

 No use of information on the workload and timetabling implications of learning activities  
during e-learning design and (re)development.

 Informal and inconsistent use of information on the workload and timetabling 
implications of learning activities during e-learning design and (re)development.

 Information on the workload and timetabling implications of learning activities explicitly 
guides e-learning design and (re)development, but is treated as subordinate to technical 
goals, or not linked to design decisions.

 Information on the workload and timetabling implications of learning activities explicitly 
guides e-learning initiative planning and is formally linked to design decisions.

Student workload information is regularly monitored.

 No monitoring of course workload expectations on students in e-learning courses.

 Limited, inconsistent or informal monitoring of student workloads.
 Formal, independent, monitoring of student workloads in e-learning courses undertaken 
incompletely or irregularly.

 Formal, independent, monitoring of student workloads in e-learning courses.

Feedback collected regularly from students regarding the effectiveness of the timetables and deadlines.

 No feedback collected from students on the effectiveness of the timetable and deadline 
information provided.

 Limited, inconsistent or informal student feedback collected, or feedback collected on 
only some of the timetable and deadline information provided, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on timetable and deadline information 
provided but not from all courses or collected irregularly, or reported incompletely or 
irregularly.

 Formal, independent, student feedback collected and reported regularly from all courses 
on the effectiveness of the timetable and deadline information provided.

Feedback collected regularly from staff regarding the effectiveness of the timetables and deadlines.

 No feedback collected from staff on the effectiveness of the timetable and deadline 
information provided.

 Limited, inconsistent or informal staff feedback collected, or feedback collected on only 
some of the timetable and deadline information provided, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on timetable and deadline information 
provided but not from all staff involved in course delivery or collected irregularly, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback collected and reported regularly on the 
effectiveness of the timetable and deadline information provided.

Institutional policies define expectations for student workloads within courses.

 No policies or standards for course workloads expectations of students available.

 Policies and standards for course workloads provided for informational use but impose 
no minimum or maximum workload expectations of students.

 Policies and standards for course workloads provided with minimum and/or maximum 
workload expectations of students but compliance by e-learning courses incomplete or 
not enforced.

 Policies and standards for course workloads provided with minimum and/or maximum 
workload expectations of students and compliance with the requirements enforced in all 
e-learning courses.
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Assessment Practices Sources and Evidence

(cont.)

Teaching staff are provided with support resources (including training, guidelines and examples) on designing effective timetabling and workload 
schemes.

 No training provided to teaching staff on designing and using effective timetabling and 
workload schemes.

 Limited or non-specific training on designing and using effective timetabling and 
workload schemes provided for the optional use of staff.

 Detailed and specific training on designing and using effective timetabling and workload 
schemes provided but attendance and use are optional and not actively encouraged 
and promoted.

 Detailed and specific training on designing and using effective timetabling and workload 
schemes provided to all teaching staff with the requirement that they be used prior to 
designing, (re)developing or delivering courses.

Course documentation provides a timetable for key activities and associated deadlines.

 Course outlines and descriptions do not contain any timetable for key activities or 
communication of deadlines.

 Course outlines and descriptions contain outdated, incomplete or informal timetables for 
key activities and/or communication of deadlines.

 Course outlines and descriptions contain timetables for key activities or communication 
of deadlines that fail to link the supplied information consistently or timetabling and 
deadline information is unnecessarily inconsistent or different in different courses.

 Course outlines and descriptions contain consistent and interlinked information on the 
timetable for key activities and associated deadlines.

The extent and timing of e-learning activities is guided by student workload information.

 No evidence of student workload assessments or consideration in e-learning design and 
(re)development processes.

 Informal or inconsistent consideration of student workload in e-learning design and 
(re)development processes.

 Assessment of student workload implications apparent in e-learning design and 
(re)development processes for most, but not all courses or for only some aspects of 
courses.

 Formal and systematic assessment of student workload apparent in e-learning design 
and (re)development processes for all courses.

Course documentation provides an explicit process for negotiating variances to timetables and deadlines.

 Course outlines and descriptions do not contain any information on the process for 
negotiating variances to timetables and deadlines.

 Course outlines and descriptions contain outdated, incomplete or informal information 
on the process for negotiating variances to timetables and deadlines.

 Course outlines and descriptions contain information on the process for negotiating 
variances to timetables and deadlines which is unnecessarily inconsistent or varies 
between different courses.

 Course outlines and descriptions contain consistent and explicit information on the 
process for negotiating variances to timetables and deadlines.

     
Students provided prior to enrolment with details of the workload and time commitment required for course activities.

 Course descriptions available prior to enrolment do not contain any information for 
students on the workload and time commitment required for course activities.

 Course descriptions available prior to enrolment contain outdated, incomplete or 
informal information for students on the workload and time commitment required for 
course activities.

 Course descriptions available prior to enrolment contain information for students on 
the workload and time commitment required for course activities in a format which is 
unnecessarily inconsistent or varies between different courses.

 Course descriptions available prior to enrolment contain consistent and explicit 
information for students on the workload and time commitment required for course 
activities.

Deadline and timing information provided as part of the descriptions of course activities.

 Course activity descriptions do not contain any timing and deadline information.

 Course activity descriptions contain outdated, incomplete or informal timing and 
deadline information.

 Course activity descriptions contain timing and deadline information that fail to link the 
supplied information consistently with overall course deadline and timing information.

 Course activity descriptions contain consistent and interlinked timing and deadline 
information linked explicitly to the course timetable for key activities and associated 
deadlines.

The relationships between course activities are explicit and logical. 

 No apparent relationship between the course activities.

 Relationships between activities such as assessment and other course elements are 
informal, implied or weak.

 Relationships between activities such as assessment and other course elements are 
logical, but inconsistently or incompletely described in the course materials.

 Relationships between activities such as assessment and other course elements are 
logical and clearly described in the course materials.

L9 Student work is subject to specified timetables and deadlines
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Inclusion of diversity is the coherent and consistent theme throughout the research literature, 
regarding both accessibility and learning preferences. Inclusivity underpins the argument that 
efforts to improve accessibility and ways of learning for some benefit all. Being inclusive requires 
respecting capabilities, disabilities, and styles of learning. As well, it requires respecting values, 
orientations, language factors, cultural and ethnic traditions, and the special requirements of 
learners. Inclusivity involves issues of gender and age. Overall, the consideration of inclusive 
design benefits all learners.

Evidence of capability in this area is seen through course design and implementation practices 
that use a variety of complementary pedagogical approaches to support student learning, 
including a variety of media, assessment types and communication channels. Teaching staff 
should be enabled and supported in being open to flexible teaching and learning methods and 
should support and encourage students negotiating or using alternative learning approaches 
that  are better suited to their personal circumstances. Policies and guidelines for courses should 
explicitly incorporate an expectation of diversity in learning styles and learner capabilities 
being supported proactively, rather than being reacted to in response to student complaints.

Process L10.
Courses are designed to support diverse learning styles and learner capabilities

Assessment Practices Sources and Evidence

Information on the effectiveness of diversity support is used to guide e-learning initiative planning.

 No use of information on the effectiveness with which courses are providing support for 
diversity during e-learning initiative planning.

 Informal and inconsistent use of information on the effectiveness with which courses are 
providing support for diversity during institutional e-learning initiative planning activities.

 Information on the effectiveness with which courses are providing support for diversity 
explicitly guides institutional e-learning initiative planning, but is treated as subordinate 
to technical goals, or not linked to planning decisions.

 Information on the effectiveness with which courses are providing support for diversity 
explicitly guides institutional e-learning initiative planning and is formally linked to 
planning decisions.

Diversity requirements guide the selection and implementation of new technologies for e-learning.

 No student learning diversity requirements provided to staff involved in e-learning 
technology selection and deployment.

 Student learning diversity requirements informally or inconsistently provided to staff 
involved in e-learning technology selection and deployment or fail to impose mandatory 
minimum requirements.

 Student learning diversity requirements optionally provided to staff involved in e-
learning technology selection and deployment, with compliance to mandatory minimum 
requirements defined, however, compliance incomplete or not required.

 Student learning diversity requirements formally and explicitly provided to staff involved 
in e-learning technology selection and deployment with compliance to mandatory 
minimum requirements required and formally included in the institutional processes.

Compliance with policies, standards and guidelines governing diversity in e-learning courses is regularly monitored.

 No monitoring of e-learning courses to ensure student learning diversity policy 
requirements are being met.

 Informal or incomplete monitoring of e-learning courses to ensure student learning 
diversity policy requirements being met.

 Formal monitoring of e-learning courses to ensure student learning diversity policy 
requirements being met but compliance with relevant institutional policies, standards 
and guidelines treated as optional or not required.

 Formal reviews of e-learning courses to ensure student learning diversity policy 
requirements being met, with compliance to institutional policies, standards and 
guidelines required.

Feedback collected regularly from students regarding the effectiveness of the e-learning tasks and activities in supporting diversity.

 No feedback collected from students on the effectiveness of the provided e-learning 
tasks and activities in supporting their learning style and personal capabilities.

 Limited, inconsistent or informal student feedback on the effectiveness of the 
provided e-learning tasks and activities in supporting their learning style and personal 
capabilities, or feedback collected but not reported.

 Formal, independent, student feedback collected on the effectiveness of the provided 
e-learning tasks and activities in supporting their learning style and personal capabilities 
but not from all e-learning tasks and activities provided or not collected and reported 
regularly from all e-learning courses.

 Formal, independent, student feedback on all of the on the effectiveness of the provided 
e-learning tasks and activities in supporting their learning style and personal capabilities 
collected regularly from all e-learning courses and reported regularly.

Feedback collected regularly from staff regarding the effectiveness of the e-learning tasks and activities in supporting diversity.

 No feedback collected from staff on the effectiveness of the provided e-learning tasks 
and activities in supporting student learning styles and personal capabilities.

 Limited, inconsistent or informal staff feedback on the effectiveness of the provided 
e-learning tasks and activities in supporting student learning styles and personal 
capabilities collected, or feedback collected but not reported.

 Formal, independent, staff feedback collected on the effectiveness of the provided 
e-learning tasks and activities in supporting student learning styles and personal 
capabilities but not from all e-learning tasks and activities provided or not collected and 
reported regularly from all staff involved in the delivery of e-learning courses.

 Formal, independent, staff feedback on the effectiveness of the provided e-learning 
tasks and activities in supporting student learning styles and personal capabilities 
collected regularly from all staff using the facilities and reported regularly.
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Assessment Practices Sources and Evidence

Diversity policies, standards and guidelines are provided to all staff and students. 

 No policies, standards or guidelines on diversity provided to staff or students designing 
and participating within e-learning courses.

 Policies, standards and guidelines on diversity optionally provided to staff or students 
designing and participating within e-learning courses or fail to impose mandatory 
minimum requirements.

 Policies, standards and guidelines on diversity optionally provided to staff or students 
designing and participating within e-learning courses and compliance to mandatory 
minimum requirements defined, however, compliance incomplete or not required.

 Policies, standards and guidelines on diversity provided to staff or students designing 
and participating within e-learning courses and compliance to mandatory minimum 
requirements required.

Teaching staff are provided with support resources (including training, guidelines and examples) on supporting student diversity when designing, 
(re)developing and delivering e-learning courses.

 No training, guidelines or examples provided to staff on supporting student diversity.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all staff with 
the requirement that they be used prior to designing, (re)developing, delivering or 
supporting courses.

See also: D4 (2)

Course documentation provides the procedure to follow if course elements fail to meet individual student needs.

 Course outlines and descriptions do not contain any information for students on the 
procedure to follow if course elements fail to meet their needs.

 Course outlines and descriptions contain outdated, incomplete or informal information 
for students on the procedure to follow if course elements fail to meet their needs.

 Course outlines and descriptions contain information for students on the procedure to 
follow if course elements fail to meet their needs which is unnecessarily inconsistent or 
different in different courses.

 Course outlines and descriptions contain consistent and explicit information for students 
on the procedure to follow if course elements fail to meet their needs.

Teaching staff are provided with e-learning design and (re)development assistance that encourages and supports diversity.

 No assistance on student learning diversity issues and requirements provided to 
teaching staff on using e-learning technologies and pedagogies.

 Limited or non-specific assistance on student learning diversity issues and requirements 
provided for the optional use of staff.

 Formal and explicit assistance on student learning diversity issues and requirements 
provided but use is optional and not actively encouraged and promoted.

 Assistance on student learning diversity issues and requirements provided to all teaching 
staff with the requirement that it be used when designing or (re)developing courses.

E–learning design and (re)development procedures include formal testing and review of diversity support with student participants.

 No review and testing of diversity support undertaken during e-learning design and 
(re)development processes.

 Informal or incomplete review and testing of diversity support undertaken during e-
learning design and (re)development processes and/or without the involvement of 
student participants.

 Formal review and testing of diversity support undertaken during e-learning design and 
(re)development processes with compliance to minimum expectations optional or not 
required and/or minimal student involvement.

 Formal review and testing of diversity support undertaken during e-learning design 
and (re)development processes with compliance to minimum expectations and student 
involvement required formally by processes.

     
Students told of diversity support mechanisms and encouraged to make use of the provided alternatives.

 No information provided to students on the measures undertaken to support diversity.

 Inconsistent or informal information provided to students on the measures undertaken to 
support diversity without any encouragement or promotion of alternatives.

 Information provided to students on the measures undertaken to support diversity but 
use of the material not promoted or consistently referenced.

 Information provided to students on the measures undertaken to support diversity 
formally and consistent references made to these materials throughout core course 
materials encouraging their use.

L10 Courses are designed to support diverse learning styles and learner capabilities
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Support provided to teaching staff in effective learning design is vital if courses are to 
develop pedagogical approaches that reflect the state of current understanding, as opposed 
to traditional approaches. By working with pedagogical experts, teaching staff can be 
encouraged to consider pedagogies that may make more effective use of available technology 
or, alternatively, technologies that enable particularly effective pedagogical approaches that 
they may not have considered. Staff must not only be trained and supported to develop 
strong computer, information literacy and management skills, but must also acquire relevant 
and appropriate pedagogical knowledge and skills to apply an informed critical perspective 
to using the knowledge and skills. Policy issues that require attention include intellectual 
property use and ownership as well as decisions about the infrastructure and support.

Evidence of capability in this process is seen in the availability of technical assistance and 
staff development for the full range of technologies that are provided as standard in the 
institution, along with expert assistance in the design of the pedagogical approaches for 
courses. Access to this support is managed to ensure efficient and equitable use of time and 
the achievement of strategic goals as well as short term requirements. Effective approaches 
in the institutional context are communicated through examples, case studies, standards and 
guidelines customized for the institution, as well as during training for teaching staff.

Process D1.
Teaching staff are provided with design and development support when engaging in e-learning

Assessment Practices Sources and Evidence

See also: D3 (5)

Information on the effectiveness of design and development support guides the strategic and operational planning of e-learning.

 No use of information on the effectiveness of design and development support during 
institutional e-learning strategic and operational planning.

 Informal and inconsistent use of information on the effectiveness of design and 
development support during institutional e-learning strategic and operational planning.

 Information on the effectiveness of design and development support explicitly guides 
institutional e-learning strategic and operational planning, but is treated as subordinate 
to technical goals, or not linked to specific decisions.

 Information on the effectiveness of design and development support explicitly guides 
institutional e-learning strategic and operational planning and is formally linked to 
specific decisions.

Staff use of templates, project supporting materials and quality assurance procedures during e-learning design and (re)development is regularly 
monitored.

 No monitoring of the use of the templates, project supporting materials and quality 
assurance procedures.

 Limited, inconsistent or informal monitoring of the use of templates, project supporting 
materials and quality assurance procedures collected, or information collected but not 
reported.

 Formal, independent, monitoring of the use of templates, project supporting materials 
and quality assurance procedures conducted irregularly or only covers some of 
materials, or reported incompletely or irregularly.

 Formal, independent, and regular monitoring of the use of templates, project supporting 
materials and quality assurance procedures.

E-learning design and (re)development activities are subject to formal quality assurance reviews at key milestones.

 No reviews undertaken of course e-learning design and (re)development activities.

 Reviews of e-learning design and (re)development activities are informal, incomplete or 
lack independence, and/or have no impact on resourcing and project objectives.

 Reviews of e-learning design and (re)development activities are formal, but have no 
impact on resourcing and project objectives or lack independence.

 Formal and independent reviews of e-learning design and (re)development activities 
are conducted at key project milestones and used to formally modify objectives and/or 
change resource allocations.

Feedback collected regularly from staff regarding the effectiveness of the e-learning design and development support.

 No feedback collected from staff on the effectiveness of the e-learning design and 
development support.

 Limited, inconsistent or informal staff feedback collected on the effectiveness of the 
e-learning design and development support, or feedback collected but not reported.

 Formal, independent, staff feedback collected on some but not all e-learning design 
and development support, or not collected regularly from all staff using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the e-learning design and development 
support collected regularly from all staff using the facilities and reported regularly.
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Assessment Practices Sources and Evidence

Institutional policies define the support resources and assistance available to teaching staff for e-learning design and (re)development. 

 No policies or standards govern the support resources and assistance available to 
teaching staff (re)developing courses.

 Policies and standards governing the support resources and assistance available to 
teaching staff (re)developing courses fail to impose mandatory minimum requirements 
or expectations on staff or the institution.

 Policies and standards governing the support resources and assistance available to 
teaching staff (re)developing courses impose mandatory minimum requirements or 
expectations on staff and the institution however compliance incomplete or not required.

 Policies and standards governing the support resources and assistance available to 
teaching staff (re)developing courses impose mandatory minimum requirements or 
expectations on staff and the institution and compliance to these is required.

See also: D2 (3)

Teaching staff are provided with support resources (including training, guidelines and examples) for e-learning design and (re)development.

 No training, guidelines or examples provided to teaching staff on using e-learning 
technologies and pedagogies.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.

See also: D2 (3)

Teaching staff are provided with project tools (including standard contracts and licenses, checklists and quality assurance procedures) for e-learning 
design and (re)development.

 No e-learning design and (re)development technical and pedagogical project tools and 
materials provided.

 E-learning project tools and materials provided that are incomplete, informal or not 
designed for use by non-specialist staff.

 E-learning project tools and materials provided that are designed for use by non-
specialist staff, but fail to cover the range of e-learning technologies and pedagogies in 
use and/or are not used in all e-learning design and (re)development initiatives.

 E-learning project tools and materials provided that are designed for use by non-
specialist staff and which cover all of the e-learning technologies and pedagogies in use 
and are used in all e-learning design and (re)development initiatives.

Technical design and development support is formally scheduled during e-learning design and development.

 No assistance in e-learning course development provided.

 Assistance in e-learning course development allocated and planned informally and/or 
inconsistently.

 Course e-learning design and (re)development plans include allocation of assistance in 
e-learning course development as a generic and unspecified component.

 Course e-learning design and (re)development plans include allocation and prioritisation 
of assistance in e-learning course development with detailed scheduling and timetabling 
of assistance.

See also: S5 (2) & 
O9 (2)

Teaching staff are recognised and rewarded for their engagement with innovative e-learning initiatives.

 No recognition of individual staff involvement in e-learning initiatives.

 Informal, inconsistent or insignificant recognition of individual staff involvement in e-
learning initiatives.

 Formal, but generic or minor, recognition of individual staff involvement in e-learning 
initiatives.

 Formal and significant recognition of individual staff involvement in e-learning initiatives.

     
Technical design and development assistance available to staff designing and (re)developing courses.

 No technical e-learning design and development assistance provided.

 Technical e-learning design and development assistance provided informally and/or 
inconsistently.

 Technical e-learning design and development assistance provided formally but only to a 
minimal or on a generic basis.

 Technical e-learning design and development assistance provided formally with extent 
of provision and availability determined by the needs of the staff and the requirements of 
the particular initiative.

D1 Teaching staff are provided with design and development support when engaging in e-learning
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There is general agreement that institution-wide successful implementation of effective e-
learning depends on explicit institutional procedures and standards. Standards and guidelines 
can support more effective practice and their use can result in cheaper, more useful materials 
to support student learning. Teachers cannot develop new skills and redesign courses without 
financial and organizational support from administration. But neither can administrators 
develop and maintain effective policy without input and feedback from teachers willing to 
engage with the pedagogical and technical issues.

Evidence of capability in this area is seen through the use of consistent, documented practice 
that reuses previous experience within the institution to build capability. Formal standards 
are used where available to inform and guide practice and ensure quality and reusability of 
materials. These standards and guidelines are communicated widely within the institution to 
encourage wider adoption by teaching staff.

Process D2.
Course development, design and delivery are guided by e-learning procedures and standards

Assessment Practices Sources and Evidence

Information on the effectiveness of e-learning procedures and standards is used to guide strategic and operational planning of e-learning initiatives.

 No use of information on the effectiveness of e-learning procedures and standards when 
planning and resourcing e-learning initiatives.

 Inconsistent and informal use of information on the effectiveness of e-learning 
procedures and standards when planning and resourcing e-learning initiatives.

 Information on the effectiveness of e-learning procedures and standards is normally, but 
not always, included when planning and resourcing e-learning initiatives.

 Consideration of evidence on the effectiveness of e-learning procedures and standards 
is formally included when planning and resourcing all e-learning initiatives.

Information on the e-learning skills of teaching staff guides the content of institutional e-learning standards and procedures.

 No information on the e-learning skills of teaching staff used when determining the 
content of institutional e-learning standards and procedures.

 Informal and inconsistent use of information on the e-learning skills of teaching staff 
when determining the content of institutional e-learning standards and procedures.

 Information on the e-learning skills of teaching staff explicitly guides the content of 
institutional e-learning standards and procedures, but is treated as subordinate to 
technical goals, or not linked to particular standards and procedures.

 Information on the e-learning skills of teaching staff explicitly guides the content of 
institutional e-learning standards and procedures and is formally linked to particular 
standards and procedures.

Staff use of e-learning procedures and standards during e-learning design and (re)development is regularly monitored.

 No monitoring of the use of e-learning procedures and standards by teaching staff.

 Limited, inconsistent or informal monitoring of the use of e-learning procedures and 
standards by teaching staff collected, or information collected but not reported.

 Formal, independent, monitoring of the use of e-learning procedures and standards by 
teaching staff conducted irregularly or only covers some of procedures and standards, 
or reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of the use of e-learning 
procedures and standards by teaching staff.

Feedback collected regularly from staff regarding the effectiveness of the e-learning procedures and standards.

 No feedback collected from staff on the effectiveness of the e-learning procedures and 
standards.

 Limited, inconsistent or informal staff feedback collected on the effectiveness of the 
e-learning procedures and standards, or feedback collected but not reported.

 Formal, independent, staff feedback collected on some but not all e-learning procedures 
and standards or not collected regularly from all staff using the materials, or reported 
incompletely or irregularly.

 Formal, independent, staff feedback on all of the e-learning procedures and standards 
collected regularly from all staff using the materials and reported regularly.
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Assessment Practices Sources and Evidence

Support staff are provided with standards and guidelines covering technical and pedagogical aspects of e-learning design and (re)development. 

 No e-learning design and (re)development technical and pedagogical standards 
provided.

 Technical and pedagogical standards provided that are incomplete, informal or fail to 
impose mandatory compliance requirements on staff involved in e-learning design and 
(re)development initiatives.

 Technical and pedagogical standards provided which define mandatory compliance 
requirements on staff involved in e-learning design and (re)development initiatives 
however compliance incomplete or not required.

 Technical and pedagogical standards provided which define mandatory compliance 
requirements on staff involved in e-learning design and (re)development initiatives and 
compliance required.

See also: D1 (3)

Teaching staff are provided with support resources (including training, guidelines and examples) for e-learning design and (re)development.

 No training, guidelines or examples provided to teaching staff on using e-learning 
technologies and pedagogies.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.

See also: D1 (3)

Teaching staff are provided with project tools (including standard contracts and licenses, checklists and quality assurance procedures) for e-learning 
design and (re)development.

 No e-learning design and (re)development technical and pedagogical project tools and 
materials provided.

 E-learning project tools and materials provided that are incomplete, informal or not 
designed for use by non-specialist staff.

 E-learning project tools and materials provided that are designed for use by non-
specialist staff, but fail to cover the range of e-learning technologies and pedagogies in 
use and/or are not used in all e-learning design and (re)development initiatives.

 E-learning project tools and materials provided that are designed for use by non-
specialist staff and which cover all of the e-learning technologies and pedagogies in use 
and are used in all e-learning design and (re)development initiatives.

Standards and procedures for changing pedagogies guide e-learning design and (re)development.

 No standards and procedures for changing pedagogies to support e-learning provided.

 Standards and procedures for changing pedagogies to support e-learning provided 
that are incomplete, informal or fail to cover the range of e-learning technologies and 
pedagogies in use.

 Standards and procedures for changing pedagogies to support e-learning provided 
that do not cover all of the e-learning technologies and pedagogies in use and/or are 
not used in all e-learning design and (re)development initiatives, or not linked to design 
decisions. 

 Standards and procedures for changing pedagogies to support e-learning provided 
that cover all of the e-learning technologies and pedagogies in use and are used in 
all e-learning design and (re)development initiatives and are formally linked to design 
decisions.

     
Teaching staff are provided with e-learning design and (re)development standards.

 No e-learning design and (re)development technical and pedagogical standards or 
procedures provided.

 Technical and pedagogical standards and procedures provided that are incomplete, 
informal or fail to cover the range of e-learning technologies and pedagogies in use.

 Technical and pedagogical standards and procedures provided that cover most of the e-
learning technologies and pedagogies in use and/or are not used in all e-learning design 
and (re)development initiatives.

 Technical and pedagogical standards and procedures provided that cover most of the 
e-learning technologies and pedagogies in use and are used in all e-learning design and 
(re)development initiatives.

D2 Course development, design and delivery are guided by e-learning procedures and standards
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Effective e-learning requires the complex links between pedagogical approach, course 
content, and use of technologies to be constructively aligned to defined learning objectives 
and outcomes. Learning objectives are the foundation for an educational event that forms 
a contract between teacher and learner and helps to ensure the selection of instructional 
strategies for content presentation that successfully delivers defined outcomes. Interactions 
are the ways teachers and learners interact as geographically distant members of a learning 
community. Assessment also serves both teachers’ and learners’ purposes by monitoring 
progress that enables the teacher to supply formative feedback information to the learner, 
and, for the learner to provide feedback on the course design to the teacher. The distance 
and time constraints of e-learning require pedagogical practices and technology selection 

be pre-planned as there is less flexibility for teaching staff to make spontaneous changes to 
e-learning activities.
Evidence of capability in this area is seen with the use of explicit design processes and 
plans that link technology decisions with defined student learning outcomes and graduate 
attributes. This should also include making the underlying design rationale and pedagogy 
apparent to students when they are introduced to how the technology will be used in the 
particular course. Teaching staff are provided with templates, examples, training and support 
in using the range of technologies available to support student learning in a range of contexts 
and disciplines.

Process D3.
An explicit plan links e-learning technology, pedagogy and content used in courses

Assessment Practices Sources and Evidence

Information on changes in the student population is used to guide e-learning initiative planning activities.

 No use of information on the changing student population during institutional e-learning 
initiative planning activities.

 Informal and inconsistent use of information on the changing student population during 
institutional e-learning initiative planning activities.

 Information on changes in the student population explicitly guides institutional e-learning 
initiative planning, but is treated as subordinate to technical goals, or not linked to the 
content of the design rationale.

 Information on changes in the student population explicitly guides institutional e-learning 
initiative planning and is formally linked to the content of the design rationale.

See also: D1 (5)

Information on the effectiveness of design and development support guides the strategic and operational planning of e-learning.

 No use of information on the effectiveness of design and development support during 
institutional e-learning strategic and operational planning.

 Informal and inconsistent use of information on the effectiveness of design and 
development support during institutional e-learning strategic and operational planning.

 Information on the effectiveness of design and development support explicitly guides 
institutional e-learning strategic and operational planning, but is treated as subordinate 
to technical goals, or not linked to specific decisions.

 Information on the effectiveness of design and development support explicitly guides 
institutional e-learning strategic and operational planning and is formally linked to 
specific decisions.

Compliance with policies, standards and guidelines governing explicit linkages between pedagogies, content and technologies in e-learning design and 
development activities is regularly monitored.

 No monitoring of compliance with policies, standards and guidelines governing explicit 
linkages between pedagogies, content and technologies in e-learning design and 
development activities.

 Infrequent or informal monitoring of compliance with policies, standards and guidelines 
governing explicit linkages between pedagogies, content and technologies in e-learning 
design and development activities.

 Formal monitoring of compliance with policies, standards and guidelines governing 
explicit linkages between pedagogies, content and technologies in e-learning design and 
development activities, but without minimum expectations for compliance enforced.

 Formal monitoring of compliance with policies, standards and guidelines governing 
explicit linkages between pedagogies, content and technologies in e-learning design and 
development activities undertaken regularly with minimum expectations for compliance 
enforced.

Students’ awareness of the relationships between course elements and learning objectives is regularly monitored.

 No monitoring of student understanding of the relationships between course elements 
and learning objectives.

 Limited, inconsistent or informal monitoring of student understanding of the relationships 
between course elements and learning objectives, or information collected but not 
reported.

 Formal, independent, monitoring of student understanding of the relationships between 
course elements and learning objectives conducted irregularly or only covers some of 
courses, or reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of student understanding of 
the relationships between course elements and learning objectives.
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Assessment Practices Sources and Evidence

Institutional policies require that a description of the explicit relationships between course elements is part of all course documentation provided to students. 

 No policies require that a description of the explicit relationships between course 
elements is part of all course documentation provided to students.

 Policies encourage that a description of the relationships between course elements be 
provided to students.

 Policies require that a description of the explicit relationships between course elements 
is part of all course documentation provided to students, however compliance 
incomplete or not enforced.

 Policies require that a description of the explicit relationships between course elements 
is part of all course documentation provided to students and compliance with the 
requirements enforced.

Institutional policies require that a formal statement of learning objectives is used as the starting point for e-learning design and (re)development. 

 No policies require that a formal statement of learning objectives is used as the starting 
point for e-learning design and (re)development.

 Policies provided that encourage that a formal statement of learning objectives is used 
as the starting point for e-learning design and (re)development or which fail to impose 
mandatory compliance requirements.

 Policies provided that require that a formal statement of learning objectives is used 
as the starting point for e-learning design and (re)development, however compliance 
incomplete or not enforced.

 Policies provided that require that a formal statement of learning objectives is used as 
the starting point for e-learning design and (re)development and compliance with the 
requirements apparent in the e-learning design and (re)development processes.

Teaching staff are provided with support resources (including training, guidelines and examples) for creating design rationales that effectively link learning 
outcomes with the pedagogies, content and technologies used. 

 No training, guidelines or examples provided to teaching staff on using e-learning design 
rationales.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.

See also: L1 (2)

Learning objectives guide e–learning design and (re)development decisions regarding content and activities.

 No use of learning objectives to guide content and activity decisions during e-learning 
design and (re)development.

 Informal and inconsistent use of learning objectives during e-learning design and 
(re)development.

 Learning objectives explicitly guide e-learning design and (re)development, but are 
treated as subordinate to technical goals, or not linked to design and development 
decisions.

 Learning objectives explicitly guide e-learning initiative planning and are formally linked to 
design and development decisions.

Institutional reviews monitor e-learning design and development documents. 

 No inclusion of e-learning design and development documents in institutional 
programme, degree or qualification planning and review processes.

 Informal or inconsistent inclusion of e-learning design and development documents in 
institutional programme, degree or qualification planning and review processes.

 Formal inclusion of e-learning design and development documents in institutional 
programme, degree or qualification planning and review processes, but treated only 
from technology perspectives.

 Formal inclusion of e-learning design and development documents in institutional 
programme, degree or qualification planning and review processes with the information 
used to comment on pedagogical aspects.

See also: L1 (2) &   
O7 (2)

Learning objectives guide e–learning design and (re)development decisions regarding technology and pedagogy.

 No evidence of learning objectives in design and (re)development documents and 
planning activities.

 Inconsistent or informal use of learning objectives in design and (re)development 
documents and planning activities.

 E–learning design and (re)development activities reference learning objectives for most, 
but not all, projects and activities.

 E–learning design and (re)development activities formally and consistently reference learning 
objectives in selecting and implementing e-learning technologies and pedagogies used.

     
See also: L1 (1), L8 (1) 
& O7 (1)

Activities, content and assessment used in the course design are linked with common learning outcome statements.

 No use of learning objectives apparent in the course information supplied to students 
beyond a formal statement or description.

 Assessments and learning activities contain implicit, incomplete and inconsistent 
linkages to course learning objectives.

 Most, but not all, assessments and learning activities contain explicit linkages to course 
learning objectives or restate learning objectives using different wording.

 Formal statement of course learning objectives clearly and explicitly linked in all 
assessments and learning activities using consistent language.

An explicit plan covers pedagogical and technological decisions taken during the design and (re)development process.

 No evidence of any overall plan in e-learning design and (re)development documents 
and planning activities.

 Informal or inconsistent planning apparent in e-learning design and (re)development 
documents and activities.

 Formal inclusion of an explicit plan in e-learning design and (re)development documents and 
planning activities, but only guides decisions from a technical perspective or informally.

 Formal inclusion of explicit planning documents in e-learning design and 
(re)development documents and planning activities with the information used formally to 
justify technology and pedagogy decisions.

D3 An explicit plan links e-learning technology, pedagogy and content used in courses
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Ensuring that materials are accessible to students with disabilities requires careful design 
and consideration of accessibility issues throughout the creation of materials, as well as the 
use of development tools to support student use of assistive technologies. Although assistive 
technologies are readily available to enable ICT access for those with disabilities, they 
often only help overcome the first of many barriers that need to be addressed with effective 
learning design.
Differences that affect accessibility extend beyond vision, hearing, and motor impediments 
to include learning disabilities. Whilst there is a general lack of research-based resources for 
diverse learners, new technology offers potential for greater accessibility and flexibility, and 

there is a common view that implementing accessibility protocols and features for disabled 
learners inevitably benefits all online learners.
Evidence of capability in this area is seen through design and implementation practices 
that use a variety of complementary approaches to support student learning, including a 
variety of media. Accessibility should be explicitly considered during the design process and 
standards used to ensure compliance. Formal and regular reviews involving students as key 
stakeholders should be conducted both of courses and the supporting standards, templates 
and staff development materials.

Process D4.
Courses are designed to support disabled students

Assessment Practices Sources and Evidence

Information on the effectiveness of accessibility support guides e-learning strategic planning.

 No use of information on the effectiveness of accessibility support during institutional 
e-learning strategic planning.

 Informal and inconsistent use of information on the effectiveness of accessibility support 
during institutional e-learning strategic planning.

 Information on the effectiveness of accessibility support explicitly guides institutional 
e-learning strategic planning, but is treated as subordinate to technical goals, or not 
linked to strategy decisions.

 Information on the effectiveness of accessibility support explicitly guides institutional 
e-learning strategic planning and is formally linked to strategy decisions.

Accessibility requirements guide the selection and implementation of e-learning technologies.

 No accessibility requirements provided to staff involved in e-learning technology 
selection and deployment.

 Accessibility requirements informally or inconsistently provided to staff involved in 
e-learning technology selection and deployment or fail to impose mandatory minimum 
requirements.

 Accessibility requirements optionally provided to staff involved in e-learning technology 
selection and deployment, with compliance to mandatory minimum requirements 
defined, however, compliance incomplete or not required.

 Accessibility requirements formally and explicitly provided to staff involved in e-
learning technology selection and deployment with compliance to mandatory minimum 
requirements required and formally included in the institutional processes.

Effectiveness of e-learning templates, project supporting materials and quality assurance procedures in ensuring courses are accessible is regularly 
monitored.

 No measures collected of the effectiveness and impact on accessibility of templates, 
project supporting materials and quality assurance procedures used by staff.

 Limited, inconsistent or informal collection of measures of the effectiveness and impact 
on accessibility of templates, project supporting materials and quality assurance 
procedures used by staff, or measures collected but not reported.

 Formal, independent, measures of the effectiveness and impact on accessibility of 
templates, project supporting materials and quality assurance procedures used by staff 
collected, but reported incompletely or irregularly.

 Formal, independent, and regular collection and reporting of the effectiveness and 
impact on accessibility of templates, project supporting materials and quality assurance 
procedures used by staff.

Feedback collected regularly from students regarding accessibility support and resources.

 No feedback collected from students on accessibility support and resources.

 Limited, inconsistent or informal student feedback collected, or information collected but 
not reported.

 Student feedback formally collected on some aspects of accessibility and/or not 
collected independently and regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, student feedback on accessibility issues and associated institutional 
guidelines and standards collected and reported regularly from all e-learning courses.

Feedback collected regularly from staff regarding the effectiveness of the support for assisting disabled students.

 No feedback collected from staff on the effectiveness of the support for assisting 
disabled students.

 Limited, inconsistent or informal staff feedback collected, or information collected but 
not reported.

 Formal, independent, staff feedback collected on some but not all support provided for 
assisting disabled students or not collected regularly from all staff using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the support provided for assisting disabled 
students collected and reported regularly from all staff using the facilities.
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Assessment Practices Sources and Evidence

Institutional policies defines requirements for supporting accessibility during e-learning design, (re)development and delivery.

 No policies, standards or guidelines on supporting accessibility provided.

 Policies, standards or guidelines on supporting accessibility fail to impose mandatory 
minimum requirements on course design, (re)development and delivery activities.

 Policies, standards or guidelines on supporting accessibility define mandatory minimum 
requirements, however, compliance incomplete or not monitored.

 Policies, standards or guidelines on supporting accessibility provided to staff engaging 
in course design, (re)development and delivery activities and compliance to mandatory 
minimum requirements required and monitored.

Accessibility policies are provided to all staff and students.

 No accessibility standards, guidelines or policies provided.

 Accessibility standards, guidelines and/or policies provided which are incomplete, 
informal or fail to impose minimum expectations on the institution and staff.

 Accessibility standards, guidelines and/or policies provided which impose minimum 
expectations on the institution and staff however provision incomplete or not monitored.

 Accessibility standards, guidelines and/or policies provided to all staff which impose 
minimum expectations on the institution and staff.

Teaching staff are provided with support resources (including training, guidelines and examples) on supporting accessibility when engaged in e-learning 
design and (re)development.

 No accessibility training, guidelines or examples provided to teaching staff on using 
e-learning technologies and pedagogies.

 Limited or non-specific accessibility training, guidelines and examples provided for the 
optional use of staff.

 Detailed and specific accessibility training, guidelines and examples provided but 
attendance and use are optional and not actively encouraged and promoted.

 Detailed and specific accessibility training, guidelines and examples provided to all 
teaching staff with the requirement that they be used prior to designing or (re)developing 
courses.

E-learning design and development is guided by the need to ensure that learning activities are accessible. 

 No evidence of accessibility considerations apparent in e-learning design and 
(re)development activities and processes.

 Informal or inconsistent consideration of accessibility issues in e-learning design and 
(re)development activities and processes.

 Formal consideration of accessibility issues in e-learning design and (re)development 
activities and processes but treated in a generic manner without detailed and specific 
analysis.

 Formal consideration of accessibility issues in e-learning design and (re)development 
activities and processes with a detailed and specific analysis of the course and student 
requirements included in project plans.

See also: L10 (2)

Course documentation provides the procedure to follow if course elements fail to meet individual student needs.

 Course outlines and descriptions do not contain any information for students on the 
procedure to follow if course elements fail to meet their needs.

 Course outlines and descriptions contain outdated, incomplete or informal information 
for students on the procedure to follow if course elements fail to meet their needs.

 Course outlines and descriptions contain information for students on the procedure to 
follow if course elements fail to meet their needs which is unnecessarily inconsistent or 
different in different courses.

 Course outlines and descriptions contain consistent and explicit information for students 
on the procedure to follow if course elements fail to meet their needs.

E–learning design and (re)development procedures include formal testing and review of accessibility support with student participants.

 No review and testing of accessibility support undertaken during e-learning design and 
(re)development processes.

 Informal or incomplete review and testing of accessibility support undertaken during 
e-learning design and (re)development processes and/or without the involvement of 
student participants.

 Formal review and testing of accessibility support undertaken during e-learning design 
and (re)development processes with compliance to minimum expectations optional or 
not required and/or minimal student involvement.

 Formal review and testing of accessibility support undertaken during e-learning design 
and (re)development processes with compliance to minimum expectations and student 
involvement required formally by processes.

     
Students told of accessibility support mechanisms and encouraged to make use of the alternatives provided.

 No information provided to students on the measures undertaken to support 
accessibility.

 Inconsistent or informal information provided to students on the measures undertaken to 
support accessibility without any encouragement or promotion of alternatives.

 Information provided to students on the measures undertaken to support accessibility 
but use of the material not promoted or consistently referenced.

 Information provided to students on the measures undertaken to support accessibility 
formally and consistent references made to these materials throughout core course 
materials encouraging their use.

D4 Courses are designed to support disabled students
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The physical infrastructure used to provide and sustain e-learning delivery must be as 
reliable and robust as the personnel infrastructure that depends on it. Technology that is 
unreliable will rapidly destroy the confidence of students, will disrupt the process of building 
effective engagement and act as a significant barrier to the use of technology by staff. In this 
context ‘physical’ includes the hardware, software and other facilities needed to deploy e-
learning such as teaching rooms, cameras, servers etc. The highly interdependent complexity 
of elements in the e-learning infrastructure implies the consequent need for policies and 
agreements to establish and maintain reliability.

Evidence of capability in this process is seen through the creation and use of an integrated 
infrastructure with hardware, software and teaching facilities able to be easily accessed by staff 
and student, design processes that include explicit consideration of reliability aspects when 
choosing technology and the basing of this decision on evidence of reliability collected in the 
institutional context whenever possible. Course designs include consideration of alternatives 
to be used by teaching staff when technology fails and ensuring there are support procedures 
in place to deal with potential failures. Standards and guidelines are used to communicate 
which technologies have been proven reliable and regular monitoring and reporting is used 
to prove and sustain reliability. The selection of new technologies is done with reference to 
formal standards and the ability for them to be integrated within the existing infrastructure.

Process D5.
All elements of the physical e-learning infrastructure are reliable, robust and sufficient

Assessment Practices Sources and Evidence

Information on performance and reliability guides the deployment and ongoing use of e-learning technologies. 

 No information on performance and reliability guides e-learning technology use or 
deployment.

 Inconsistent or informal use of information on performance and reliability guides e-
learning technology use or deployment.

 Information on performance and reliability explicitly guides institutional e-learning technology 
use and deployment, but is treated as subordinate to pedagogical features, or not linked to 
service level agreements.

 Information on performance and reliability explicitly guides institutional e-learning technology 
use and deployment and is formally linked to service level agreements.

Information on the effectiveness of the physical e-learning infrastructure guides e-learning strategic planning.

 No use of information on the effectiveness of the physical e-learning infrastructure 
during institutional e-learning strategic planning.

 Informal and inconsistent use of information on the effectiveness of the physical e-
learning infrastructure during institutional e-learning strategic planning.

 Information on the effectiveness of the physical e-learning infrastructure explicitly guides 
institutional e-learning strategic planning, but is treated as subordinate to pedagogical 
goals, or not linked to strategy decisions.

 Information on the effectiveness of the physical e-learning infrastructure explicitly guides 
institutional e-learning strategic planning and is formally linked to strategy decisions.

Performance of technologies used in the physical e-learning infrastructure is automatically monitored.

 No monitoring of technologies used in the physical e-learning infrastructure.

 Technologies used in the physical e-learning infrastructure monitored informally.
 Technologies used in the physical e-learning infrastructure monitored formally, but not all 
technologies covered or reports produced infrequently.

 All technologies used in the physical e-learning infrastructure monitored formally and 
regular reports of performance provided.

Formal e-learning infrastructure risk assessments and mitigation strategy reviews are undertaken with the results endorsed by institutional leadership.

 No e-learning infrastructure risk assessment and mitigation strategy review apparent.

 E-learning infrastructure risk assessment and mitigation strategy is reviewed informally 
and without apparent leadership endorsement.

 E-learning infrastructure risk assessment and mitigation strategy is reviewed formally 
but has limited endorsement from institutional leadership or is irregularly reviewed and 
inconsistent with current e-learning technologies and strategies.

 E-learning infrastructure risk assessment and mitigation strategy is reviewed formally 
and regularly (at least biannually) to ensure consistency with current e-learning 
technologies and strategies and the results endorsed formally and explicitly by 
institutional leadership.

See also: D6 (4)

Feedback collected regularly from staff on the effectiveness, robustness and reliability of the e-learning infrastructure.

 No feedback collected from staff on the effectiveness, robustness and reliability of the 
e-learning infrastructure.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all elements of the e-
learning infrastructure provided or not collected regularly from all staff using the facilities, 
or reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the e-learning infrastructure provided 
collected regularly from all staff using the facilities.
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Assessment Practices Sources and Evidence

(cont.)
See also: D6 (4)

Feedback collected regularly from students on the effectiveness, robustness and reliability of the e-learning infrastructure.

 No feedback collected from students on the effectiveness, robustness and reliability of 
the e-learning infrastructure.

 Limited, inconsistent or informal student feedback collected on the effectiveness, 
robustness and reliability of the e-learning infrastructure, or feedback collected but not 
reported.

 Formal, independent, student feedback collected on some but not all elements of the e-
learning infrastructure or not collected regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, student feedback on all of the e-learning infrastructure collected 
and reported regularly from all e-learning courses.

Technologies used in the physical e-learning infrastructure are subject to regularly revised service level agreements that explicitly consider the impact of 
the technology on student learning.

 No evidence of service level agreements governing the physical e-learning 
infrastructure.

 Service level agreements governing the physical e-learning infrastructure defined but fail 
to consider formally the impact of the technology on student learning.

 Service level agreements governing the physical e-learning infrastructure defined and 
consider formally the impact of the technology on student learning, but are outdated and 
incomplete in the coverage of the current technologies in use.

 Service level agreements governing the physical e-learning infrastructure defined and 
consider formally the impact on student learning of the current technologies used.

Formal risk assessments of the e-learning infrastructure and mitigation planning are required by e–learning design and (re)development procedures

 No consideration of risks and potential technology failure undertaken during e-learning 
design and (re)development processes.

 Informal or incomplete consideration of risks and potential technology failure undertaken 
during e-learning design and (re)development processes.

 Formal risk analysis and planning for potential technology failure undertaken during 
e-learning design and (re)development processes with compliance to minimum 
expectations optional or not required, or no explicit strategies for alternatives defined for 
use in the event of failure.

 Formal risk analysis and planning for potential technology failure undertaken during 
e-learning design and (re)development processes with compliance to minimum 
expectations required formally by processes and explicit strategies for alternatives 
defined for use in the event of failure.

All elements of the e-learning infrastructure are regularly audited to ensure the validity of backups and disaster recovery procedures.

 No audits undertaken and/or no backups and disaster recovery procedures in place.

 Informal or irregular auditing of e-learning infrastructure backups and disaster recovery 
procedures.

 Regular audits of e-learning infrastructure backups and disaster recovery procedures 
covering the core technologies used.

 Regular and systematic audits of e-learning infrastructure backups and disaster recovery 
procedures covering the all of the technologies used.

Selection of technologies used in the physical e-learning infrastructure is guided by reliability information. 

 No apparent consideration of reliability in technology selection processes.

 Informal or inconsistent consideration of reliability in technology selection processes.
 Reliability information considered during the selection of technologies used in the 
physical e-learning infrastructure with compliance to minimum expectations optional or 
not required.

 Reliability information formally included in planning and during the selection of 
technologies used in the physical e-learning infrastructure with minimum expectations 
required formally by processes.

     
Technology performance, reliability and support issues explicitly addressed when implementing the physical e-learning infrastructure.

 No apparent consideration of performance and reliability in technology implementation 
processes.

 Informal or inconsistent consideration of performance and reliability in technology 
implementation processes.

 Performance and reliability issues considered during the implementation of technologies 
used in the physical e-learning infrastructure with compliance to minimum expectations 
optional or not required or not formally tested prior to acceptance.

 Performance and reliability issues formally included during the implementation of 
technologies used in the physical e-learning infrastructure with minimum expectations 
required formally by processes and tested prior to final acceptance.

See also: S6 (2) & 
O4 (2)

All user digital information is stored in a validated backup system.

 No backup procedure apparent.

 Incomplete or informal backup procedures used to store student information.
 Formal and regular backup procedures used for all user information but regular 
validation and auditing not undertaken.

 Formal and regular backup procedures used for all user information with regular auditing 
and validation of content and coverage of the backup information.

D5 All elements of the physical e-learning infrastructure are reliable, robust and sufficient
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Standards and guidelines can support more effective practice and their use can result in 
cheaper, more useful materials to support student learning. The physical e-learning 
infrastructure, as discussed in process D5, is a complex environment in which various 
media facilitate a multitude of connections and interactions through highly interdependent 
technical elements. The Joint Information Systems Committee identifies two challenges 
for e-learning infrastructures: one cultural – involving institution-wide collaboration for 
change in pedagogical concepts; the other technical – concerning systems integration. They 
comment that “[f]ull integration…is most likely to come from a standards or specifications 
based approach… that requires the close collaboration of the entire community of colleges, 

support agencies and suppliers”. The conversations occurring in the quest for quality e-
learning may be as, or even more, helpful than the standards they seek to determine.
Evidence of capability in this area is seen through the use of consistent, documented practice 
that reuses previous experience within the institution to build capability. Formal standards 
are used where available to inform and guide practice and ensure quality and reusability of 
materials. These standards and guidelines are communicated widely within the institution to 
encourage wider adoption by teaching staff.

Process D6.
All elements of the physical e-learning infrastructure are integrated using defined standards

Assessment Practices Sources and Evidence

Information on the impact of institutional e-learning standards on student outcomes guides the content of those standards.

 No information on the impact of institutional e-learning standards on student outcomes 
used when determining the content of institutional e-learning standards and procedures.

 Informal and inconsistent use of information on the impact of institutional e-learning 
standards on student outcomes when determining the content of institutional e-learning 
standards and procedures.

 Information on the impact of institutional e-learning standards on student outcomes 
explicitly guides the content of institutional e-learning standards and procedures, but 
is treated as subordinate to technical goals, or not linked to particular standards and 
procedures.

 Information on the impact of institutional e-learning standards on student outcomes 
explicitly guides the content of institutional e-learning standards and procedures and is 
formally linked to particular standards and procedures.

Information on the performance and integration of the e-learning infrastructure guides the content of institutional e-learning standards.

 No information on the performance and integration of the e-learning infrastructure used 
when determining the content of institutional e-learning standards and procedures.

 Informal and inconsistent use of information on the performance and integration of the e-
learning infrastructure when determining the content of institutional e-learning standards 
and procedures.

 Information on the performance and integration of the e-learning infrastructure explicitly 
guides the content of institutional e-learning standards and procedures, but is treated as 
subordinate to technical goals, or not linked to particular standards and procedures.

 Information on the performance and integration of the e-learning infrastructure explicitly 
guides the content of institutional e-learning standards and procedures and is formally 
linked to particular standards and procedures.

Compliance with and use of defined institutional standards is measured and enforced through regular review of the physical e-learning infrastructure and 
individual courses. 

 No e-learning infrastructure standards provided.

 E-learning infrastructure standards define minimum compliance requirements on 
infrastructure design, (re)development and delivery activities, however, compliance 
optional or not monitored.

 E-learning infrastructure standards define mandatory minimum compliance requirements 
on infrastructure design, (re)development and delivery activities, however, compliance is 
only assessed infrequently or incompletely.

 E-learning infrastructure standards define mandatory minimum compliance requirements 
on infrastructure design, (re)development and delivery activities and compliance to all 
standards is regularly reviewed and monitored.

See also: D5 (4)

Feedback collected regularly from staff on the effectiveness, robustness and reliability of the e-learning infrastructure.

 No feedback collected from staff on the effectiveness, robustness and reliability of the 
e-learning infrastructure.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all elements of the e-
learning infrastructure provided or not collected regularly from all staff using the facilities, 
or reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the e-learning infrastructure provided 
collected regularly from all staff using the facilities.

See also: D5 (4)

Feedback collected regularly from students on the effectiveness, robustness and reliability of the e-learning infrastructure.

 No feedback collected from students on the effectiveness, robustness and reliability of 
the e-learning infrastructure.

 Limited, inconsistent or informal student feedback collected on the effectiveness, 
robustness and reliability of the e-learning infrastructure, or feedback collected but not 
reported.

 Formal, independent, student feedback collected on some but not all elements of the e-
learning infrastructure or not collected regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, student feedback on all of the e-learning infrastructure collected 
and reported regularly from all e-learning courses.
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Assessment Practices Sources and Evidence

Institutional policies require the use of defined standards when designing, (re)developing or using the physical e-learning infrastructure.

 No requirement to use e-learning infrastructure standards.

 E-learning infrastructure standards fail to impose mandatory minimum requirements on 
infrastructure design, (re)development and use.

 E-learning infrastructure standards define mandatory minimum requirements on 
infrastructure design, (re)development and use, however, compliance incomplete or not 
monitored.

 E-learning infrastructure standards define mandatory minimum requirements on 
infrastructure design, (re)development and use with compliance required and monitored.

Staff are provided with support resources (including training, guidelines and examples) for working with institutional standards for the physical e-learning 
infrastructure.

 No training, guidelines or examples provided to teaching staff on using e-learning 
standards and infrastructure technologies.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to designing or (re)developing courses.

A searchable repository of standards for the physical e-learning infrastructure is provided.

 No repository of standards for the physical e-learning infrastructure provided.

 Standards used in the physical e-learning infrastructure are stored informally and as a 
consequence of use rather than as a defined activity.

 Standards used in the physical e-learning infrastructure are stored formally as a 
consequence of use but the repository is not actively maintained.

 Standards used in and relevant to the physical e-learning infrastructure are stored 
formally and the repository actively maintained for use in e-learning projects and 
initiatives.

     
The physical e-learning infrastructure is integrated with key institutional administrative systems.

 No integration between the physical e-learning infrastructure and other key institutional 
administrative IT systems.

 Integration between the physical e-learning infrastructure and other key institutional IT 
systems is dependent on human intervention for key operations or is incomplete and 
fails to include most key institutional administrative IT systems.

 The physical e-learning infrastructure and other key institutional administrative IT 
systems are formally linked, but with some operations requiring human intervention or 
some systems remaining isolated.

 The physical e-learning infrastructure and other key institutional administrative IT 
systems are seamlessly linked with no human intervention required during normal 
operation.

Reference is made to appropriate standards when designing and (re)developing the physical e-learning infrastructure.

 No e-learning infrastructure standards referenced during infrastructure design, 
(re)development initiatives.

 E-learning infrastructure standards and guidelines used infrequently or informally during 
infrastructure design, (re)development initiatives.

 E-learning infrastructure standards and guidelines formally included in infrastructure 
design and (re)development procedures but not applied in all cases, or linked formally 
to decisions.

 E-learning infrastructure standards and guidelines formally included in infrastructure 
design and (re)development procedures and explicitly linked to decisions.

E-learning infrastructure standards are defined for all technologies used in the design, (re)development and delivery of courses.

 No e-learning infrastructure standards provided.

 E-learning infrastructure standards incompletely or informally defined for technologies 
used in the design, (re)development and delivery of e-learning courses.

 E-learning infrastructure standards formally defined for most technologies used in the 
design, (re)development and delivery of e-learning courses.

 E-learning infrastructure standards formally defined for all technologies used in the 
design, (re)development and delivery of e-learning courses.

D6 All elements of the physical e-learning infrastructure are integrated using defined standards
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It is argued that a major economic and efficiency advantage of e-learning is its potential for sharing and 
reusing learning materials. The reuse and sharing of learning materials relies on the ability to store and 
retrieve them effectively. To achieve this, the material’s description – metadata – and packaging must 
be accurately documented and standardised for an institution. Beyond this, staff need to be enabled and 
encouraged to reuse e-learning resources and be provided with training, opportunities and incentives to 
create reusable resources themselves.
Evidence of capability in this process is seen through the creation and use of metadata standards and 
templates along with repositories for storing and accessing course resources for reuse. Teaching staff 

should be provided with training and support in the creation and reuse of resources as well as incentives 
to both create reusable resources in the first place as well as enable reuse. Intellectual property aspects 
of resource creation and use should be addressed explicitly at a policy and employment level and all 
staff involved in the design, (re)development and delivery of courses must be trained and supported in 
understanding the implications of intellectual property in their work. Ongoing design and development 
of the physical e-learning infrastructure should be done with an awareness of reuse as well as an 
appreciation of the rapid pace of change and development in this area.

Process D7.
E-learning resources are designed and managed to maximise reuse

Assessment Practices Sources and Evidence

Deployment and use of e-learning technologies is guided by information on its support of reuse.

 No information on the support of reuse guides e-learning technology use or deployment.

 Inconsistent or informal use of information on the support of reuse guides e-learning 
technology use or deployment.

 Information on the support of reuse by technologies explicitly guides institutional use and 
deployment of those technologies, but is treated as subordinate to technology features, 
or not linked to service level agreements.

 Information on the support of reuse by technologies explicitly guides institutional use and 
deployment of those technologies and is formally linked to service level agreements.

Information on the effectiveness of attempts to encourage reuse guides e-learning strategic planning.

 No information on the effectiveness of attempts to encourage reuse used during 
institutional e-learning strategic planning.

 Informal and inconsistent use of information on the effectiveness of attempts to 
encourage reuse during institutional e-learning strategic planning.

 Information on the effectiveness of attempts to encourage reuse explicitly guides 
institutional e-learning strategic planning, but is treated as subordinate to technical 
goals, or not linked to strategy decisions.

 Information on the effectiveness of attempts to encourage reuse explicitly guides 
institutional e-learning strategic planning and is formally linked to strategy decisions.

The extent to which resources are being reused is monitored regularly.

 No monitoring of the extent to which resources are being reused.

 Limited, inconsistent or informal monitoring of the extent to which resources are being 
reused, or information collected but not reported.

 Formal, independent, monitoring of the extent to which resources are being reused 
collected, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring of the extent to which resources are being 
reused.

The extent to which resources are being created for reuse is monitored regularly.

 No monitoring of the extent to which resources are created for reuse.

 Limited, inconsistent or informal monitoring of the extent to which resources are created 
for reuse, or information collected but not reported.

 Formal, independent, monitoring of the extent to which resources are created for reuse 
collected, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring of the extent to which resources are 
created for reuse.

E–learning resources intended for reuse are tested and reviewed by staff and student users.

 No review and testing of e-learning resources during e-learning design and 
(re)development processes.

 Informal or incomplete review and testing of e-learning resources undertaken during 
e-learning design and (re)development processes and/or without the involvement of 
student and staff participants.

 Formal review and testing of e-learning resources undertaken during e-learning design 
and (re)development processes with compliance to minimum expectations optional or 
not required and/or minimal staff and student involvement.

 Formal review and testing of e-learning resources undertaken during e-learning design 
and (re)development processes with compliance to minimum expectations, staff and 
student involvement required formally by processes.

Feedback collected regularly from staff regarding the effectiveness of systems and procedures for encouraging and supporting reuse of course resources.

 No feedback collected from staff on the effectiveness of systems and procedures for 
encouraging and supporting reuse of course resources.

 Limited, inconsistent or informal staff feedback on the effectiveness of systems and 
procedures for encouraging and supporting reuse of course resources collected, or 
feedback collected but not reported.

 Formal, independent, staff feedback collected on some but not all systems and 
procedures for encouraging and supporting reuse provided or not collected regularly 
from all staff using the facilities, or reported incompletely or irregularly.

 Formal, independent, staff feedback on all of the systems and procedures for encouraging 
and supporting reuse provided collected regularly from all staff using the facilities.
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Assessment Practices Sources and Evidence

Intellectual property agreements negotiated with all staff involved in the design, and (re)development of course resources.

 No contractual agreement covers intellectual property aspects of employment of staff 
and/or a dependence on the default position under law.

 Informal or incomplete coverage of intellectual property aspects of employment of staff.

 Intellectual property agreements formally defined for all staff engaged in the design, and 
(re)development of course resources but these are not explicitly discussed with affected 
staff and the implications not apparent in design and (re)development plans.

 Intellectual property agreements formally defined for all staff engaged in the design, 
and (re)development of course resources with the implications explicitly discussed with 
affected staff and the implications incorporated formally into design and (re)development 
plans. 

Staff are provided with support resources (including training, guidelines and examples) for creating and adapting reusable e-learning resources.

 No training, guidelines or examples provided to staff on using and creating reusable 
e-learning resources.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and use 
are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all staff with 
the requirement that they be used prior to involvement in e-learning design and 
(re)development initiatives.

Institutional policies encourage the reuse of e-learning resources.

 No strategies, policies, contracts or standards provided that encourage the reuse of 
e-learning resources.

 Incomplete or informal encouragement of the reuse of e-learning resources.

 Institutional strategies, policies, contracts and standards encourage the reuse of e-
learning resources however compliance incomplete or not required.

 Institutional strategies, policies, contracts and standards encourage the reuse of e-
learning resources and define mandatory compliance requirements.

A searchable repository of reusable e-learning resources is provided.

 No repository of reusable e-learning resources provided.

 Reusable e-learning resources are stored informally and as a consequence of use rather 
than as a defined activity.

 Reusable e-learning resources are stored formally as a consequence of use but the 
repository is not actively maintained.

 Reusable e-learning resources are stored formally and the repository actively 
maintained for use in e-learning projects and initiatives.

E–learning design and (re)development procedures include explicit consideration of reusing pre-existing resources before new resources are created.

 No apparent consideration of licensing or purchasing and reuse of pre-existing 
resources before new resources are created.

 Informal or inconsistent consideration of licensing or purchasing and reuse of pre-
existing resources before new resources are created.

 Consideration of licensing or purchasing and reuse of pre-existing resources included 
in e–learning design and (re)development procedures but regarded as optional or not 
required to be done.

 Consideration of licensing or purchasing and reuse of pre-existing resources included 
in e–learning design and (re)development procedures and formal rejection of existing 
resources required before new resources are created.

Incentives provided to teaching staff who create reusable e-learning resources.

 No recognition or incentives provided to teaching staff to reuse resources sourced 
internally or licensed from external repositories, or to create resources that can be 
effectively reused.

 Informal, inconsistent or insignificant recognition or incentives provided to teaching staff 
to reuse resources sourced internally or licensed from external repositories, or to create 
resources that can be effectively reused.

 Formal, but generic or minor, recognition or incentives provided to teaching staff to 
reuse resources sourced internally or licensed from external repositories, or to create 
resources that can be effectively reused.

 Formal and significant recognition or incentives provided to teaching staff to reuse 
resources sourced internally or licensed from external repositories, or to create 
resources that can be effectively reused.

     
E–learning resources are packaged and stored for reuse.

 No apparent packaging and storing of e-learning resources for reuse.

 E-learning resources are packaged and stored informally and as a consequence of use 
rather than as a defined activity.

 E-learning resources are packaged and stored formally as a consequence of use but the 
process is not undertaken explicitly for reuse.

 E-learning resources are packaged and stored formally and actively maintained for 
reuse in e-learning projects and initiatives.

D7 E-learning resources are designed and managed to maximise reuse
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The dependence of e-learning on technology means that students must be able to receive support 
to ensure they can make effective use of that technology whenever they choose to study. Access 
to support facilities has been shown to correlate with improved learning outcomes but this is 
obviously predicated on students getting a professional and timely service. Recent research shows 
that students’ need for technical assistance is no longer seen as a significant barrier to e-learning 
for younger students, however, older students report the need for greater assistance. A preemptive 
approach is recommended to technical problems that assesses students’ technical capabilities to 
ensure that appropriate levels of institutional or specific training and support are made available as 
needed before they impact negatively on student learning.

Evidence of capability in this process is seen in the provision of information on how to get assistance 
with technology. This should consist of contact information for both telephone and email support 
as well as self-help facilities such as web pages and documentation. It should convey how student 
requests will be treated and the timeframe within which they can expect assistance. Course specific 
information should be supplied when technologies are used other than those formally and normally 
required and supported by the institution. Policies and guidelines should communicate the extent of 
support available and the timeframes within which support is provided. Support staff are provided with 
templates, examples, training and support in using the range of resources available to assist students.

Process S1.
Students are provided with technical assistance when engaging in e-learning

Assessment Practices Sources and Evidence

Information on the types and content of student requests for e-learning technical support guides the deployment and support of e-learning 
technologies. 

 No information on the types and content of student requests for e-learning technical 
support guides e-learning technology support or deployment.

 Inconsistent or informal use of information on the types and content of student requests for 
e-learning technical support guides e-learning technology support or deployment.

 Information on the types and content of student requests for e-learning technical support 
explicitly guides institutional e-learning technology support and deployment, but is treated 
as subordinate to technology features, or not linked to service level agreements.

 Information on the types and content of student requests for e-learning technical 
support explicitly guides institutional e-learning technology support and deployment and 
is formally linked to service level agreements.

Information on the types and content of student requests for e-learning technical support guides the assessment and management of e-learning initiative risks.

 No information on the types and content of student requests for e-learning technical 
support guides e-learning initiative risk assessment or management.

 Inconsistent or informal use of information on the types and content of student requests for 
e-learning technical support guides e-learning initiative risk assessment or management.

 Information on the types and content of student requests for e-learning technical 
support explicitly guides institutional e-learning initiative risk assessment and 
management, but is treated as subordinate to technology features, or not linked to risk 
management decisions.

 Information on the types and content of student requests for e-learning technical 
support explicitly guides institutional e-learning initiative risk assessment and 
management and is formally linked to risk management decisions.

Demand for and effectiveness of the technical support provided to students is monitored regularly.

 No monitoring of the demand for and effectiveness of the technical support provided to 
students.

 Limited, inconsistent or informal monitoring of the demand for and effectiveness of the 
technical support provided to students collected, or information collected but not reported.

 Formal, independent, monitoring of the demand for and effectiveness of the technical 
support provided to students, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring of the demand for and effectiveness of the 
technical support provided to students.

Feedback collected regularly from students regarding the clarity and effectiveness of the technical support provided.

 No feedback collected from students on the clarity and effectiveness of the technical 
support provided.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all technical support 
provided or not collected regularly from all courses using the facilities, or reported 
incompletely or irregularly.

 Formal, independent, student feedback mechanisms applied regularly to all courses 
using the different technical support facilities.

Feedback collected regularly from staff regarding the clarity and effectiveness of the technical support provided to students.

 No feedback collected from staff on the clarity and effectiveness of the technical support 
provided to students.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all student technical 
support provided or not collected regularly from all courses using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback collected regularly on all of the student technical 
support provided.
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Assessment Practices Sources and Evidence

Institutional standards define requirements for student technical support that are explicitly linked to institutional e-learning strategies and technical 
plans.

 No linkage between institutional standards for student technical support and institutional 
e-learning strategies or technical plans.

 Institutional standards for student technical support are incomplete, informal or fail to 
impose minimum expectations for student support on the institution.

 Institutional standards for student technical support are defined and impose minimum 
expectations for student support on the institution in line with institutional e-learning 
strategies and technical plans but fail to cover all of the e-learning technologies used.

 Institutional standards for student technical support are defined for all e-learning 
technologies and impose minimum expectations for student support on the institution in 
line with institutional e-learning strategies and technical plans.

Institutional procedures for acquiring and maintaining e-learning technologies include the explicit consideration of student support implications.

 No consideration of student support needs included within Institutional procedures for 
acquiring and maintaining e-learning technologies.

 Inconsistent, informal and variable consideration of student support needs within 
Institutional procedures for acquiring and maintaining e-learning technologies.

 Student support needs formally considered within Institutional procedures for acquiring 
and maintaining e-learning technologies, but compliance optional or not required.

 Student support needs formally considered within Institutional procedures for acquiring 
and maintaining e-learning technologies, and compliance with minimum standards 
required.

See also: S4 (2) 

E-learning design and (re)development plans are guided by technology support costs to the organisation, staff and students.

 No information on support costs included in course e-learning design and 
(re)development plans.

 Informal or inconsistent consideration of support costs included in course e-learning 
design and (re)development plans.

 Formal consideration of support costs to the institution only included in course e-
learning design and (re)development plans, or not linked to design decisions.

 Formal consideration of support costs to the institution, staff and students included in 
course e-learning design and (re)development plans and is explicitly linked to design 
decisions.

See also: S4 (2) 

Students are provided with information describing e-learning support facilities prior to enrolment

 Information available prior to enrolment does not contain any information for students 
on what support they can expect from the institution when engaging in e-learning.

 Information available prior to enrolment contains outdated, incomplete or informal 
descriptions of support students can expect from the institution when engaging in e-learning, 
or clear information is provided after enrolment but before studies commence.

 Information available prior to enrolment contains information for students on what 
support they can expect from the institution when engaging in e-learning in a format 
which is unnecessarily inconsistent or different in different courses.

 Information available prior to enrolment contains consistent and explicit information for 
students on what support they can expect from the institution when engaging in e-learning.

See also: S2 (2)  & 
S4 (2)

Students are provided with information describing the institutional distribution of responsibility for student support services.

 No information on the responsibility for student e-learning support communicated to 
students.

 Information communicated to students contains outdated, incomplete or informal 
descriptions of the responsibility for student e-learning support.

 Information on the responsibility for student e-learning support communicated to 
students is unnecessarily inconsistent or different in different courses.

 Consistent and explicit information for students on the responsibility for student e-
learning support is provided formally and in multiple places.

See also: S2 (2) 

E–learning design and (re)development plans are guided by the available support facilities.

 No evidence of consideration of available support facilities in design and 
(re)development documents and planning activities.

 Inconsistent or informal consideration of available support facilities in design and 
(re)development documents and planning activities.

 E–learning design and (re)development activities formally consider available support 
facilities without explicitly linking those facilities with all relevant decisions.

 E–learning design and (re)development activities formally and consistently link available 
support facilities with key decisions as an explicit part of standard procedures.

     
Students are provided with e-learning technical support through a variety of communication channels.

 No e-learning technical support provided to students.

 E-learning technical support and training is provided informally and depends on the 
teaching staff skills and availability.

 A formal e-learning technical support and training service is provided to students but 
requires face-to-face contact at the institution or is incomplete or offered over reduced 
or constrained hours of operation.

 A formal e-learning technical support and training service is provided to students through 
a variety of communication channels and with hours of operation that are consistent with 
student study patterns.

S1 Students are provided with technical assistance when engaging in e-learning
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One of the significant benefits of campus-based learning is access to library and research 
facilities. Regardless of the mode of delivery, if students are to achieve the full benefit of their 
courses they need similar access, particularly if they are to engage in research (process L6). The 
American Library Association guidelines for distance learning clearly state “Access to adequate 
library services and resources is essential for the attainment of superior academic skills in post-
secondary education”. E–learning introduces a new way of understanding students’ access to, 
and use of, library facilities, resources, and services. It involves three issues: the students’ own 
capabilities for access; the organisation and management of the materials to be accessed; and 
the organisation and management of the services and facilities used for access. The literature 

also emphasises the need for collaborative relationships between all stakeholders to engender 
ownership of a ‘new partnership’ to make the best possible services and support available to 
students.
Evidence of capability in this process is seen through the provision of a full range of library 
facilities and associated support and training information to assist students with their use. 
Information on using these services is provided both through the central library website as well 
as directly within courses where it is customized to reflect the needs of the particular discipline 
and learning outcomes.

Process S2.
Students are provided with library facilities when engaging in e-learning

Assessment Practices Sources and Evidence

Information on the effectiveness of library facilities in supporting student learning guides e-learning strategic planning.

 No use of information on effectiveness of library facilities in supporting student learning 
during institutional e-learning strategic planning.

 Informal and inconsistent use of information on effectiveness of library facilities in 
supporting student learning during institutional e-learning strategic planning.

 Information on effectiveness of library facilities in supporting student learning explicitly 
guides institutional e-learning strategic planning, but is treated as subordinate to 
technical goals, or not linked to strategy decisions.

 Information on effectiveness of library facilities in supporting student learning explicitly 
guides institutional e-learning strategic planning and is formally linked to strategy 
decisions.

Information on the effectiveness of library facilities in supporting student learning guides e-learning design and (re)development.

 No use of information on the effectiveness of library facilities in supporting student 
learning during e-learning design and (re)development.

 Informal and inconsistent use of information on the effectiveness of library facilities in 
supporting student learning during e-learning design and (re)development.

 Information on the effectiveness of library facilities in supporting student learning 
explicitly guides e-learning design and (re)development, but is treated as subordinate to 
technical goals, or not linked to design decisions.

 Information on the effectiveness of library facilities in supporting student learning 
explicitly guides e-learning initiative planning and is formally linked to design decisions.

Student use of library facilities is monitored regularly.

 No monitoring of students’ use of library resources and services.

 Limited, inconsistent or informal monitoring of students’ use of library resources and 
services collected, or measures collected but not reported.

 Formal, independent, monitoring of students’ use of library resources and services 
collected, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring of students’ use of library resources and 
services.

Feedback collected regularly from students regarding the effectiveness of the library facilities.

 No feedback collected from students on the effectiveness of the library resources and 
services provided.

 Limited, inconsistent or informal student feedback collected, or information collected but 
not reported.

 Formal, independent, student feedback collected on some but not all library resources 
and services provided or not collected regularly from all courses using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, student feedback mechanisms applied regularly to all courses 
using the different library resources and services.

Feedback collected regularly from staff regarding the effectiveness of the library facilities.

 No feedback collected from staff on the effectiveness of the library resources and 
services provided to students.

 Limited, inconsistent or informal staff feedback collected, or information collected but 
not reported.

 Formal, independent, staff feedback collected on some but not all library resources and 
services provided to students or not collected regularly from all courses using the facilities, 
or reported incompletely or irregularly.

 Formal, independent, staff feedback collected regularly on all of the library resources 
and services provided to students.
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Assessment Practices Sources and Evidence

Institutional policies require that students have access to a full range of library facilities when engaged in e-learning.

 No institutional policy, standards, service level agreements and licenses provided which 
ensure that students have access to a full range of library resources and services when 
engaged in e-learning.

 Institutional policy, standards, service level agreements and licenses which ensure that 
students have access to a full range of library resources and services when engaged in 
e-learning are provided informally or incompletely.

 Institutional policy, standards, service level agreements and licenses which ensure that 
students have access to library resources and services when engaged in e-learning are 
provided formally but fail to cover all services.

 Institutional policy, standards, service level agreements and licenses which ensure that 
students have access to a full range of library resources and services when engaged in 
e-learning are provided.

Summaries of useful library resources are provided on a course or discipline basis.

 No summaries of useful library resources provided to students in course materials.

 Informal or limited summaries of useful library resources provided, or summaries limited 
to reading lists associated with particular assessed work.

 Summaries of useful library resources provided as part of the library webpages without 
direct linkage from course materials.

 Links to summaries of useful library resources provided as part of course materials and 
promoted actively in conjunction with course assessments and learning activities.

Library staff are involved in e-learning design and (re)development initiatives.

 No apparent involvement of library staff in the planning and (re)development of e-
learning initiatives.

 Informal or inconsistent involvement of library staff in the planning and (re)development 
of particular e-learning initiatives.

 Library staff involved in e-learning initiatives but this is normally limited to approval or 
oversight.

 Library staff actively involved in planning and (re)development activities for e-learning 
initiatives.

See also: S1 (2)

E–learning design and (re)development plans are guided by the available library services and appropriately licensed resources.

 No evidence of consideration of available library services and resources in design and 
(re)development documents and planning activities.

 Inconsistent or informal consideration of available library services and resources in 
design and (re)development documents and planning activities.

 E–learning design and (re)development activities formally consider available library 
services and resources without explicitly linking those facilities with all relevant decisions. 

 E–learning design and (re)development activities formally and consistently link available 
library services and resources with key decisions as an explicit part of standard procedures.

See also: S1 (2) & 
S4 (2)

Students are provided with information describing the institutional distribution of responsibility for student support services.

 No information on the responsibility for student library support communicated to 
students.

 Information communicated to students contains outdated, incomplete or informal 
descriptions of the responsibility for student library support.

 Information on the responsibility for student library support communicated to students is 
unnecessarily inconsistent or different in different courses.

 Consistent and explicit information for students on the responsibility for student library 
support is provided formally and in multiple places.

     
Students are provided with library facilities.

 Library services require face to face contact.

 Access to library services for students engaged in e-learning is informal and/or a 
consequence of services intended for face to face provision or other uses.

 Library services for students engaged in e-learning are formally provided but missing 
key functions and/or not actively promoted to students.

 Library services for students engaged in e-learning include the full range of available 
services for all students and are actively promoted throughout course materials in 
association with assessment and learning activities.

Course documentation describes the available library facilities. 

 No information for students on accessing library services available through a variety of 
communication channels is provided.

 Information for students on accessing library services is outdated, incomplete or 
informal.

 Information for students on accessing library services is unnecessarily inconsistent or 
different in different courses or only available face-to-face or through static web pages.

 Information for students on accessing library services is provided consistently and 
covers a range of communication channels that can be used to access the services.

S2 Students are provided with library facilities when engaging in e-learning
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The isolation of many students in e-learning situations calls for closer academic and 
administrative attention to all enquiries, questions, and complaints. While all institutions will 
have formal processes for student grievances, there are many other day-to-day concerns that 
need to be resolved quickly and professionally if they are to not to impair learning outcomes for 
students. Prompt, attentive responses to student enquiry communications ensure that motivation 
for learning is not compromised and lessens the potential for student noncompletions.

Evidence of capability in this process is seen in the provision of instructions to students in 
all courses on where to communicate any concerns they might have about any aspect of their 
learning. This should either be a single student help desk or a clear list that provides alternatives 
and indicates how these are to be used, such as particular contacts for technical issues and others 
for learning concerns or complaints. Policy should require the provision of this information in 
some standard way and guidelines should be provided on how student communications are to 
be handled, including timeframes and record-keeping. Teaching and support staff are provided 
with templates, examples, training and support in handling student complaints.

Process S3.
Student enquiries, questions and complaints are collected and managed formally

Assessment Practices Sources and Evidence

Information from student concerns and complaints guides e-learning strategic planning.

 No use of information from student concerns and complaints during institutional e-
learning strategic planning.

 Informal and inconsistent use of information from student concerns and complaints 
during institutional e-learning strategic planning.

 Information from student concerns and complaints explicitly guides institutional e-
learning strategic planning, but is treated as subordinate to technical goals, or not linked 
to strategy decisions.

 Information from student concerns and complaints explicitly guides institutional e-
learning strategic planning and is formally linked to strategy decisions.

Information from student concerns and complaints guides the allocation of staff e-learning development and training resources.

 No use of information on student concerns and complaints during training and support 
resource planning and allocation.

 Informal and inconsistent use of information on student concerns and complaints during 
institutional training and support resource planning and allocation.

 Information on student concerns and complaints explicitly guides institutional training 
and support resource planning and allocation, but is treated as subordinate to technical 
goals, or not linked to resourcing decisions.

 Information on student concerns and complaints explicitly guides institutional training 
and support resource planning and allocation and is formally linked to resourcing 
decisions.

Information on the type and resolution of student complaints and concerns is monitored regularly.

 No monitoring of the type and resolution of student complaints and concerns.

 Limited, inconsistent or informal monitoring of the type and resolution of student 
complaints and concerns, or information collected but not reported.

 Formal, independent, monitoring of the type and resolution of student complaints and 
concerns, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of information collected on 
the type and resolution of student complaints and concerns.

Feedback collected regularly from students regarding the effectiveness of the collecting and resolution of student concerns and complaints.

 No feedback collected from students on the effectiveness of the collecting and 
resolution of student concerns and complaints.

 Limited, inconsistent or informal student feedback collected, or information collected but 
not reported.

 Formal, independent, student feedback collected on some but not all student feedback and 
complaint facilities provided or not collected regularly from all courses using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, student feedback mechanisms applied regularly to all courses 
using the different student feedback and complaint facilities.

Feedback collected regularly from staff regarding the effectiveness of the collecting and resolution of student concerns and complaints.

 No feedback collected from staff on the effectiveness of the collecting and resolution of 
student concerns and complaints.

 Limited, inconsistent or informal staff feedback collected, or information collected but 
not reported.

 Formal, independent, staff feedback collected on some but not all student feedback and 
complaint facilities provided or not collected regularly from all courses using the facilities, 
or reported incompletely or irregularly. 

 Formal, independent, staff feedback collected regularly on all of the student feedback 
and complaint facilities provided.
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Assessment Practices Sources and Evidence

Institutional policies define requirements and procedures  for the handling of student complaints.

 No policies, standards or guidelines define requirements for the handling of student 
complaints.

 Policies, standards and guidelines define requirements for the handling of student 
complaints, but the requirements are optional, or fail to impose mandatory minimum 
requirements.

 Policies, standards or guidelines define mandatory minimum requirements for the 
handling of student complaints, however compliance not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for the 
handling of student complaints with compliance enforced.

Teaching and support staff are provided with support resources (including training, guidelines and examples) on handling student complaints.

 No training, guidelines or examples provided to staff on effective student complaint 
resolution.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all staff with the 
requirement that they be used prior to delivering or supporting courses.

See also: L5  (3)

Institutional policies define requirements for the quality and type of feedback to be provided to students.

 No policies, standards or guidelines define requirements for the quality and type of 
feedback to be provided to students.

 Policies, standards and guidelines define requirements for the quality and type of 
feedback to be provided to students, but the requirements are optional, or fail to impose 
mandatory minimum requirements.

 Policies, standards or guidelines define mandatory minimum requirements for the 
quality and type of feedback to be provided to students, however compliance incomplete 
or not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for the 
quality and type of feedback to be provided to students with compliance enforced.

Students are provided with a formally documented procedure for making complaints. 

 No formal process for making complaints apparent.

 Process for making complaints is informal and/or mediated by the teaching staff.
 Formal process for making complaints provided as institutional statutes rather than in 
clear language and/or is not included in course outlines or similar materials.

 Formal process for making complaints provided in clear language and is consistently 
included in course outlines or similar materials.

Students are provided with documentation of the formal procedures used to resolve any concerns or complaints they raise.

 No apparent communication to students of the procedures that will be followed to 
resolve any concerns or complaints they raise.

 Students are provided with informal, inconsistent, outdated or incomplete descriptions of 
the procedures that will be followed to resolve any concerns or complaints they raise.

 Students are provided with a formal statutory description of the procedures that will be 
followed to resolve any concerns or complaints they raise.

 Students are provided with a complete description in plain language of the procedures 
that will be followed to resolve any concerns or complaints they raise.

     
Students are provided with a mechanism for raising concerns or complaints.

 No apparent communication to students on how they raise any concerns or complaints.

 Students are provided with informal, inconsistent, outdated or incomplete descriptions of 
how they raise any concerns or complaints.

 Students are provided with a formal statutory description of how they raise any concerns 
or complaints.

 Students are provided with a clear description in plain language of how they raise any 
concerns or complaints.

Teaching staff are provided with an opportunity to address e-learning student concerns and complaints.

 No apparent communication to teaching staff of student concerns and complaints.

 Information provided informally to teaching staff of student concerns and complaints or 
as a consequence of complaints having to be made to teaching staff in the first instance.

 Teaching staff are provided with information regarding e-learning student concerns and 
complaints only when a formal disciplinary process has been invoked.

 Teaching staff are provided with information regarding e-learning student concerns 
and complaints immediately they are made and have an opportunity to address issues 
before the invocation of any further procedures.

S3 Student enquiries, questions and complaints are collected and managed formally
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The use of e-learning to remove the constraint that students attend courses face-to-face does 
not remove the need for institutions to provide as full a range of support services as possible. 
As well as technical support for e-learning students need support with personal and learning 
issues. It is important for students to be welcomed and made sufficiently comfortable with 
the e-learning environment so that they are able to express and explain their needs and 
requirements for support. 

Evidence of capability in the process is seen in clear documentation, complying with a 
consistent institutional template, setting out the information necessary for accessing all 
available student services. Policy should require that this information be accurate, regularly 
reviewed and provided to students in advance of enrolment. Templates should be provided to 
ensure a consistent organisation and content. Elements that are standard to all courses should 
use wording prescribed by policy. 

Process S4.
Students are provided with personal and learning support services when engaging in e-learning

Assessment Practices Sources and Evidence

Information on the performance of personal and learning support services guides the resources allocated to support students. 

 No use of information on the performance of personal and learning support services 
during support resource planning and allocation.

 Informal and inconsistent use of information on the performance of personal and 
learning support services during support resource planning and allocation.

 Information on the performance of personal and learning support services explicitly 
guides support resource planning and allocation, but is treated as subordinate to 
technical goals, or not linked to resourcing decisions.

 Information on the performance of personal and learning support services explicitly 
guides support resource planning and allocation and is formally linked to resourcing 
decisions.

Information on student requests for personal and learning support guides the selection and deployment of e-learning technologies. 

 No information on student requests for personal and learning support guides e-learning 
technology use or deployment.

 Inconsistent or informal use of information on student requests for personal and learning 
support guides e-learning technology use or deployment.

 Information on student requests for personal and learning support explicitly guides 
institutional e-learning technology use and deployment, but is treated as subordinate to 
technology features, or not linked to service level agreements.

 Information on student requests for personal and learning support explicitly guides 
institutional e-learning technology use and deployment and is formally linked to service 
level agreements.

Student use of personal and learning support monitored regularly.

 No monitoring of the use and effectiveness of the personal and learning support 
provided to students.

 Limited, inconsistent or informal monitoring of the use and effectiveness of the personal 
and learning support provided to students collected, or measures collected but not 
reported.

 Formal, independent, monitoring of the use and effectiveness of the personal and learning 
support provided to students collected, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of the use and effectiveness 
of the personal and learning support provided to students.

Feedback collected regularly from students regarding the clarity and utility of the personal and learning support provided.

 No feedback collected from students on the clarity and utility of the personal and 
learning support provided.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all personal and 
learning support mechanisms provided or not collected regularly from all courses using 
the facilities, or reported incompletely or irregularly.

 Formal, independent, student feedback mechanisms applied regularly to all courses 
using the different personal and learning support mechanisms provided.

Feedback collected regularly from staff regarding the clarity and utility of the personal and learning support provided to students.

 No feedback collected from staff on the clarity and utility of the personal and learning 
support provided to students.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, feedback collected from staff on some but not all of the personal 
and learning support provided to students, or reported incompletely or irregularly.

 Formal, independent, staff feedback collected regularly on all of the personal and 
learning support facilities provided to students.
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Assessment Practices Sources and Evidence

Institutional standards define requirements for student personal and learning support that are explicitly linked to institutional e-learning strategies.

 No institutional standards for student personal and learning support are defined.

 Institutional standards for student personal and learning support are incomplete, 
informal or fail to impose minimum expectations for student support on the institution.

 Institutional standards for student personal and learning support are defined and impose 
minimum expectations for student support on the institution in line with institutional 
e-learning strategies, however compliance incomplete or not enforced.

 Institutional standards for student personal and learning support are defined and impose 
minimum expectations for student support on the institution in line with institutional 
e-learning strategies with compliance enforced.

See also: S1 (2)

E-learning design and (re)development plans are guided by technology support costs to the organisation, staff and students.

 No information on support costs included in course e-learning design and 
(re)development plans.

 Informal or inconsistent consideration of support costs included in course e-learning 
design and (re)development plans.

 Formal consideration of support costs to the institution only included in course e-
learning design and (re)development plans, or not linked to design decisions.

 Formal consideration of support costs to the institution, staff and students included in 
course e-learning design and (re)development plans and is explicitly linked to design 
decisions.

See also: S1 (2) & 
S2 (2)

Students are provided with information describing the institutional distribution of responsibility for student support services.

 No information on the responsibility for student personal and learning support 
communicated to students.

 Information communicated to students contains outdated, incomplete or informal 
descriptions of the responsibility for student personal and learning support.

 Information on the responsibility for student personal and learning support 
communicated to students is unnecessarily inconsistent or different in different courses.

 Consistent and explicit information for students on the responsibility for student personal 
and learning support is provided formally and in multiple places.

See also: S1 (2)

Students are provided with information describing personal and learning support facilities prior to enrolment

 Information available prior to enrolment does not contain any information for students on 
what personal and learning support they can expect from the institution.

 Information available prior to enrolment contains outdated, incomplete or informal 
descriptions of personal and learning support students can expect from the institution, or 
clear information is provided after enrolment but before studies commence.

 Information available prior to enrolment contains information for students on what 
personal and learning support they can expect from the institution in a format which is 
unnecessarily inconsistent or different in different courses.

 Information available prior to enrolment contains consistent and explicit information for 
students on what personal and learning support they can expect from the institution.

      Course documentation describes the available student personal and learning support services.

 No information for students on accessing personal and learning support services 
through a variety of communication channels is provided.

 Information for students on accessing personal and learning support services is 
outdated, incomplete or informal.

 Information for students on accessing personal and learning support services is 
unnecessarily inconsistent or different in different courses or only available face-to-face 
or through static web pages.

 Information for students on accessing personal and learning support services is 
provided consistently and covers a range of communication channels that can be used 
to access the support.

S4 Students are provided with personal and learning support services when engaging in e-learning
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Teaching staff need training and support if they are to be effective with new technologies and 
the associated pedagogies. This is a complex area and teaching staff need to be able to access 
a range of professional support as they encounter issues during their work. E–learning is not 
just a technological add-on that teachers need to learn how to use; it is a new educational 
system involving new pedagogical and professional procedures and processes that require 
support and professional development. Many teaching and administrative staff may have 
not experienced e-learning themselves and should undertake a course using the medium 
in order to better understand the learner’s position. Another problematic issue is teaching 
staff workload, which, particularly in the early stages of e-learning implementation, is very 
demanding because of the additional preparation and communication requirements. 

Evidence of capability in this process is seen through the use of formal staff capability assessments 
during training and as part of the design and development process for courses and projects. 
Evidence from these assessments should be used to determine additional support and training 
allocations. Design and development plans should include formal processes for ongoing support 
of teaching staff and courses. Policy and guidelines should mandate staff capability assessments 
and require their use in ongoing staff development. Regular overview reports of capability should 
inform strategies for ongoing resourcing and development of e-learning.

Process S5.
Teaching staff are provided with e-learning pedagogical support and professional development

Assessment Practices Sources and Evidence

Information on the e-learning technology and pedagogy skills of teaching staff guides the resources allocated for support.

 No use of information on the e-learning technology and pedagogy skills of teaching staff 
during support resource planning and allocation.

 Informal and inconsistent use of information on the e-learning technology and pedagogy 
skills of teaching staff during support resource planning and allocation.

 Information on the e-learning technology and pedagogy skills of teaching staff explicitly 
guides support resource planning and allocation, but is treated as subordinate to 
technical goals, or not linked to resourcing decisions.

 Information on the e-learning technology and pedagogy skills of teaching staff explicitly 
guides support resource planning and allocation and is formally linked to resourcing 
decisions.

Pedagogical support implications explicitly addressed when deploying e-learning technologies.

 No consideration of pedagogical support implications when deploying e-learning 
technologies.

 Inconsistent, informal and variable consideration of pedagogical support implications 
when deploying e-learning technologies.

 Pedagogical support implications formally considered in some but not all e-learning 
technology deployments.

 Pedagogical support implications are formally included the procedures used to deploy 
new e-learning technologies.

Teaching staff use of pedagogical support and assistance is regularly monitored.

 No monitoring of the demand for and effectiveness of the pedagogical support provided 
to teaching staff.

 Limited, inconsistent or informal monitoring of the demand for and effectiveness of the 
pedagogical support provided to teaching staff collected, or information collected but not 
reported.

 Formal, independent, monitoring of the demand for and effectiveness of the pedagogical 
support provided to teaching staff collected, but reported incompletely or irregularly.

 Formal, independent, and regular collection and reporting of the demand for and 
effectiveness of the pedagogical support provided to teaching staff.

Teaching staff capability to use e-learning technology and pedagogies effectively is regularly monitored.

 No monitoring of the capability of teaching staff to use e-learning technology and 
pedagogies effectively.

 Limited, inconsistent or informal monitoring of the capability of teaching staff to use e-
learning technology and pedagogies effectively, or information collected but not reported.

 Formal, independent, monitoring of the capability of teaching staff to use e-learning 
technology and pedagogies effectively are collected, but reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of the capability of teaching 
staff to use e-learning technology and pedagogies effectively.

Feedback collected regularly from staff regarding the effectiveness of the pedagogical support and training provided.

 No feedback collected from staff on the effectiveness of the pedagogical support and 
training provided.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all pedagogical support 
and training provided or not collected regularly from all staff using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback collected regularly on all of the pedagogical support 
and training provided.

Institutional standards are defined for the assessment of teaching staff e-learning skills.

 No institutional standards for assessing teaching staff capability to use e-learning 
technology and pedagogies effectively are defined.

 Standards for assessing teaching staff capability to use e-learning technology and 
pedagogies effectively are provided but are incomplete, informal or fail to impose 
mandatory expectations on staff.

 Standards for assessing teaching staff capability to use e-learning technology and 
pedagogies effectively are formally defined, however compliance wit these and assessment 
of all staff involved in e-learning design, (re)development and delivery is incomplete or not 
required.

 Standards for assessing teaching staff capability to use e-learning technology and 
pedagogies effectively are formally defined and all staff involved in e-learning design, 
(re)development and delivery are required to undertake assessment.
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Assessment Practices Sources and Evidence

(cont.)

Pedagogical issues are formally addressed in e-learning design and (re)development procedures.

 No consideration of pedagogical issues apparent in course e-learning design and 
(re)development activities.

 Informal or inconsistent consideration of pedagogical issues apparent in course e-
learning design and (re)development activities.

 Formal consideration of pedagogical issues apparent in most, but not all, course 
e-learning design and (re)development activities, or consideration is subordinate to 
business and technical concerns.

 Formal consideration of pedagogical issues required in all course e-learning design 
and (re)development projects with business and technical concerns treated equally or 
subordinate.

E-learning design and (re)development procedures include a formal assessment of teaching staff e-learning skills.

 No assessment of teaching staff skills with e-learning technology and pedagogies 
apparent.

 Limited, informal or inconsistent assessment of teaching staff skills with e-learning 
technology and pedagogies apparent.

 Assessment of teaching staff skills with e-learning technology and pedagogies effectively is 
undertaken formally as part of course e-learning design and (re)development processes but the 
information is confidential to the staff member or not acted upon by the institution.

 Assessment of teaching staff skills with e-learning technology and pedagogies effectively 
is undertaken formally and the results incorporated into course e-learning design and 
(re)development processes and activities.

E-learning design and (re)development procedures include assistance for teaching staff in changing pedagogies.

 No assistance for teaching staff in changing pedagogies apparent in e-learning design 
and (re)development procedures.

 Informal or inconsistent assistance for teaching staff in changing pedagogies apparent in 
e-learning design and (re)development procedures.

 Assistance for teaching staff in changing pedagogies formally included in e-learning 
design and (re)development procedures, but no specific responsibility normally 
assigned.

 Assistance for teaching staff in changing pedagogies formally included in e-learning 
design and (re)development procedures, with responsibility assigned explicitly and 
outcomes included formally in project deliverables.

See also: D1 (2) & 
O9 (2)

Teaching staff are recognised and rewarded for their engagement with innovative e-learning initiatives.

 No recognition of individual staff involvement in e-learning initiatives.

 Informal, inconsistent or insignificant recognition of individual staff involvement in e-
learning initiatives.

 Formal, but generic or minor, recognition of individual staff involvement in e-learning 
initiatives.

 Formal and significant recognition of individual staff involvement in e-learning initiatives.

     
Teaching staff are provided with support resources (including training, guidelines and examples) on the pedagogical aspects of e-learning technologies. 

 No training, guidelines or examples provided to teaching staff on the range of e-learning 
technologies and pedagogies available.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and use 
are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing or (re)developing e-learning 
courses.

Teaching staff are provided with support resources (including training, guidelines and examples) on researching and reflecting upon their own practice with 
e-learning technologies and pedagogies.

 No training, guidelines or examples provided to teaching staff on self reflection and 
personal development techniques.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and use 
are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing, (re)developing or delivering 
courses.

Teaching staff are provided with support resources (including training, guidelines and examples) on how to assist students in developing e-learning 
skills. 

 No training, guidelines or examples provided to teaching staff on assisting students with 
e-learning technologies and pedagogies.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and use 
are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing, (re)developing or delivering 
e-learning courses.

S5 Teaching staff are provided with e-learning pedagogical support and professional development
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E–learning involves a dynamic and complex information and communications environment that 
necessitates technical support for teaching staff to ensure students are able make best use of 
facilities and resources. The creation and use of electronic information resources by students is 
particularly challenging as Internet sources, in particular, are simultaneously easier to search and 
access while also generally being less reliable. The handling and storage of documents created 
by students also presents challenges ranging from the technical ones of format, through concerns 
arising from viruses. Backup and authorised access to student work also needs careful attention. 

Evidence of capability in this process is seen with the provision of facilities and support during 
the design and development of projects, including documentation and training for staff as well 
as templates and other materials for use with students. Policy and guidelines should require 
and support this. Student attainment of skills in this area should be part of the overall learning 
objectives in line with their acquisition of research and information literacy skills.

Process S6.
Teaching staff are provided with technical support in using digital information created by students

Assessment Practices Sources and Evidence

Information on teaching staff skills in supporting digital information use by students guides e-learning design and (re)development.

 No use of information on teaching staff skills in supporting digital information use by 
students during e-learning design and (re)development.

 Informal and inconsistent use of information on teaching staff skills in supporting digital 
information use by students during e-learning design and (re)development.

 Information on teaching staff skills in supporting digital information use by students 
explicitly guides e-learning design and (re)development, but is treated as subordinate to 
technical goals, or not linked to design decisions.

 Information on teaching staff skills in supporting digital information use by students 
explicitly guides e-learning initiative planning and is formally linked to design decisions.

Teaching staff use of support resources for developing student digital information skills are monitored regularly.

 No monitoring of the effectiveness and uses of staff support resources for developing 
student digital information skills.

 Limited, inconsistent or informal monitoring of the effectiveness and uses of staff 
support resources for developing student digital information skills, or information 
collected but not reported.

 Formal, independent, monitoring of the effectiveness and uses of staff support 
resources for developing student digital information skills are collected, but reported 
incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of the effectiveness and 
uses of staff support resources for developing student digital information skills.

Feedback collected regularly from students regarding the effectiveness of the digital information skills support provided.

 No feedback collected from students on the effectiveness of the digital information skills 
support provided.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all digital information 
skills support provided or not collected regularly from all courses using the facilities, or 
reported incompletely or irregularly.

 Formal, independent, student feedback mechanisms applied regularly to all courses 
using the digital information skills support provided.

Feedback collected regularly from staff regarding their effectiveness in supporting student digital information skills development.

 No feedback collected from staff on the effectiveness of their support of student digital 
information skills development.

 Limited, inconsistent or informal staff feedback collected on the effectiveness of their 
support of student digital information skills development.

 Formal, independent, staff feedback collected on the effectiveness of their support of 
student digital information skills development but not regularly or from all staff involved 
in the delivery and support of e-learning courses, or reported incompletely or irregularly.

 Formal, independent, staff feedback collected regularly from all staff involved in the 
delivery and support of e-learning courses on the effectiveness of their support of 
student digital information skills development.
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Assessment Practices Sources and Evidence

 Teaching staff are provided with resources (including training, guidelines and examples) on supporting the use of digital information by students, 
including intellectual property, plagiarism and assessment aspects.

 No training, guidelines or examples provided to teaching staff on supporting the use of 
digital information by students.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing, (re)developing or delivering 
e-learning courses.

Formal procedures for e-learning design and (re)development explicitly include consideration of the use, protection and privacy of digital information by 
students. 

 No consideration of the use, protection and privacy of digital information by students 
apparent in course e-learning design and (re)development activities.

 Informal or inconsistent consideration of the use, protection and privacy of digital 
information by students apparent in course e-learning design and (re)development 
activities.

 Formal consideration of the use, protection and privacy of digital information by students 
apparent in most, but not all, course e-learning design and (re)development activities or 
not subject to formal testing prior to project completion.

 Formal consideration of the use, protection and privacy of digital information by students 
required in all course e-learning design and (re)development projects with formal testing 
required prior to project completion.

See also: D5 (1) & 
O4 (2)

All student digital information is stored in a validated backup system.

 No backup procedure apparent.

 Incomplete or informal backup procedures used to store student information.
 Formal and regular backup procedures used for all student information but regular 
validation and auditing not undertaken.

 Formal and regular backup procedures used for all student information with regular 
auditing and validation of content and coverage of the backup information.

See also: O4 (2)

Access to all student digital information is authenticated and authorised.

 No evidence of security concerns evident in course e-learning design and 
(re)development plans or procedures.

 Security issues addressed informally or incompletely in course e-learning design and 
(re)development plans or procedures.

 Security issues addressed formally in course e-learning design and (re)development 
plans and procedures by presumption of security in core infrastructure without validation 
required.

 Security issues addressed formally in course e-learning design and (re)development plans 
or procedures and formal testing and validation required prior to project completion.

E–learning design and (re)development procedures address the use of digital information by students.

 No consideration of the implications of students using digital information apparent in 
e-learning design and (re)development procedures.

 The implications of students using digital information addressed informally or 
incompletely in e-learning design and (re)development procedures.

 The implications of students using digital information addressed formally in e-learning 
design and (re)development procedures but without requiring testing or validation.

 The implications of students using digital information addressed formally in e-
learning design and (re)development procedures with testing required prior to project 
completion.

     
Teaching staff are provided with support resources (including training, guidelines and examples) on the use of digital information by students. 

 No support provided to teaching staff on the use of electronically accessed or submitted 
information by students.

 Limited or non-specific support on the use of electronically accessed or submitted 
information by students provided for the optional use of staff.

 Support on the use of electronically accessed or submitted information by students 
provided but use is optional and not actively encouraged and promoted.

 Support on the use of electronically accessed or submitted information by students 
provided to all teaching staff with the requirement that it be used prior to designing, 
(re)developing or delivering e-learning courses.

S6 Teaching staff are provided with technical support in using digital information created by students
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The need for institutions and teachers to solicit and analyse student feedback that is 
formative, summative, and based on multiple independent and standard evaluations is 
well acknowledged. Student feedback is a reliable and important measure of teaching and 
learning quality that can be used to inform action for improvements; it is also informative 
for prospective students. However, for feedback to be of use for improving teaching and 
learning it must be understood and acted upon. Some obvious but key issues for obtaining 
reliable and useful information include: “Feedback should be sought at the level at which 
one is endeavouring to monitor quality…the focus should be on students’ perceptions of key 
aspects of teaching or on key aspects of the quality of their programmes…feedback should 
be collected as soon as possible after the relevant educational activity”.

Evidence of capability in this process is seen in the inclusion of a formal student evaluation 
plan in the design and development of projects and courses. This plan should include 
conducting multiple formal evaluations, both summative and formative, in a standard way 
that allows for comparison of results between projects and over time. Information on how the 
evaluation results are being used to improve the quality and effectiveness of their learning 
should be provided to students. Policy and guidelines should require that student evaluations 
to be independently conducted and provide standard forms that they should take. The results 
of the evaluations should be used to inform ongoing and new development, and to support 
resources and strategy. Teaching staff are provided with templates, examples, training and 
support in using the range of evaluation resources available to support student learning.

Process E1.
Students are able to provide regular feedback on the quality and effectiveness of their e-learning experience

Assessment Practices Sources and Evidence

Information from student evaluations of e-learning guides which pedagogical and technological changes are sustained.

 No use of information from student evaluations of the quality and effectiveness of e-
learning during e-learning initiative planning.

 Informal and inconsistent use of information from student evaluations of the quality and 
effectiveness of e-learning during institutional e-learning initiative planning activities.

 Information from student evaluations of the quality and effectiveness of e-learning 
explicitly guides institutional e-learning initiative planning, but is treated as subordinate 
to technical goals, or not linked to ongoing use of technologies and pedagogies.

 Information from student evaluations of the quality and effectiveness of e-learning 
explicitly guides institutional e-learning initiative planning and is formally linked to 
ongoing use of technologies and pedagogies.

Information from student evaluations of e-learning guides the allocation of resources for teaching staff support. 

 No use of information from student evaluations of the quality and effectiveness of e-
learning during e-learning support planning.

 Informal and inconsistent use of information from student evaluations of the quality and 
effectiveness of e-learning during institutional e-learning support planning activities.

 Information from student evaluations of the quality and effectiveness of e-learning 
explicitly guides institutional e-learning support planning, but is treated as subordinate to 
technical goals, or not linked to resource allocation.

 Information from student evaluations of the quality and effectiveness of e-learning 
explicitly guides institutional e-learning support planning and is formally linked to resource 
allocation.

See also: E2 (4) &  
E3 (4)

Evaluation results are reported regularly in a manner that allows for comparison of the educational effectiveness of e-learning initiatives.

 No reporting of student evaluations of the educational effectiveness of e-learning.

 Reporting of evaluation results is informal, incomplete or prevents detailed analysis.
 Detailed evaluation results of all courses are collected regularly, reported formally and 
allow for analysis and comparison of the educational effectiveness of e-learning but the 
information is confidential and not available to all staff and students.

 Detailed evaluation results of all courses are collected regularly, reported formally and 
allow for analysis and comparison of the educational effectiveness of e-learning by all 
staff and students.

Institutional policies define requirements for student evaluations of the educational effectiveness of e-learning initiatives. 

 No institutional requirements for student evaluations of the educational effectiveness of 
e-learning initiatives are defined.

 Institutional standards for student evaluations of the educational effectiveness of 
e-learning initiatives are defined that are incomplete, informal or fail to define the 
frequency and content of the evaluations.

 Institutional standards for student evaluations of the educational effectiveness of 
e-learning initiatives provided, including the frequency, content and reporting of the 
evaluations, which define mandatory compliance requirements on staff involved in 
e-learning courses however compliance incomplete or not required.

 Institutional standards for student evaluations of the educational effectiveness of 
e-learning initiatives provided, including the frequency, content and reporting of the 
evaluations, and which define mandatory compliance requirements on staff involved in 
e-learning courses.
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Assessment Practices Sources and Evidence

(cont.)

Institutional policies define requirements for the quality and type of evaluation feedback to be provided to students.

 No policies, standards or guidelines define requirements for the quality and type of 
evaluation feedback to be provided to students.

 Policies, standards and guidelines define requirements for the quality and type of 
evaluation feedback to be provided to students, but the requirements are optional, or fail 
to impose mandatory minimum requirements.

 Policies, standards or guidelines define mandatory minimum requirements for the 
quality and type of evaluation feedback to be provided to students, however compliance 
incomplete or not enforced.

 Policies, standards or guidelines define mandatory minimum requirements for the 
quality and type of evaluation feedback to be provided to students with compliance 
enforced.

Expert support provided for evaluations of student feedback on the quality and effectiveness of e-learning initiatives.

 No assistance available to staff undertaking student evaluation initiatives.

 Assistance in designing the collection, analysis and interpretation of student feedback 
on the quality and effectiveness of e-learning initiatives is informally or inconsistently 
available as a consequence of other evaluation support.

 Formal and explicit assistance in designing the collection, analysis and interpretation of 
student feedback on the quality and effectiveness of e-learning initiatives is available 
but access limited or not promoted.

 Formal and explicit assistance in designing the collection, analysis and interpretation of 
student feedback on the quality and effectiveness of e-learning initiatives is available 
and actively promoted to all staff involved in e-learning delivery.

Students are provided with information on how feedback information has been and will be used to modify and improve their e-learning experience.

 No information provided to students on how feedback and evaluation information is 
used.

 Informal or outdated information provided to students on how feedback and evaluation 
information is used.

 Students are formally provided with generic information on how feedback and 
evaluation information is used to modify and improve the student e-learning experience.

 Students are formally provided with specific information on how their feedback and evaluation 
information will be, or has been, used to modify and improve their e-learning experience.

See also: E2 (2)

E–learning design and (re)development procedures include explicit evaluation phases assessing the quality and effectiveness of e-learning.

 No evaluation of quality and effectiveness apparent during e-learning design and 
(re)development procedures.

 Informal or incomplete evaluation of quality and effectiveness undertaken during e-
learning design and (re)development procedures.

 Formal evaluation of quality and effectiveness undertaken during e-learning design and 
(re)development procedures with compliance to minimum expectations optional or not 
required.

 Formal evaluation of quality and effectiveness undertaken during e-learning design and 
(re)development procedures with compliance to minimum expectations required.

E–learning design and (re)development procedures include opportunities for user testing by students.

 No testing undertaken by students during e-learning design and (re)development 
procedures.

 Informal or incomplete testing undertaken by students during e-learning design and 
(re)development procedures.

 Formal testing undertaken by students during e-learning design and (re)development 
procedures with compliance to minimum expectations optional.

 Formal testing undertaken by students during e-learning design and (re)development 
procedures with compliance to minimum expectations required formally prior to delivery.

     
Summative feedback collected regularly from students regarding the quality and effectiveness of their e-learning experience.

 No summative feedback collected from students regarding the quality and effectiveness 
of their e-learning experience.

 Informal, outdated or inconsistent summative feedback collected from students 
regarding the quality and effectiveness of their e-learning experience, or feedback 
collected infrequently.

 Summative feedback formally and regularly collected from students regarding the 
quality and effectiveness of their e-learning experience, but feedback limited to generic 
aspects or fails to cover all technologies in use.

 Summative feedback formally and regularly collected from students regarding the 
quality and effectiveness of the specific e-learning technologies and pedagogies used 
and the impact on their e-learning experiences.

Formative feedback collected regularly from students regarding the quality and effectiveness of their e-learning experience.

 No formative feedback collected from students regarding the quality and effectiveness 
of their e-learning experience.

 Informal, outdated or inconsistent formative feedback collected from students regarding 
the quality and effectiveness of their e-learning experience, or feedback collected 
infrequently.

 Formative feedback formally and regularly collected from students regarding the quality 
and effectiveness of their e-learning experience, but feedback limited to generic aspects 
or fails to cover all technologies in use.

 Formative feedback formally and regularly collected from students regarding the quality 
and effectiveness of the specific e-learning technologies and pedagogies used and the 
impact on their e-learning experiences.

E1 Students are able to provide regular feedback on the quality and effectiveness of their e-learning experience
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The e-learning environment presents many new and/or different teaching and learning 
challenges that can benefit from valid, reliable, and informative feedback from teachers. The 
establishment of a forum for teachers to “discuss their experience of learning technologies, 
and the academic issues surrounding the balance of learning methods” is recommended. 
Professional development approaches “fall along a spectrum from informal mutual support 
to the use of formal training courses”. The question is “less which specific approach is best, 
but which combination of methods are needed to suit the level of progress staff individually 
and as a whole have already reached”.

Evidence of capability in this process is seen in the inclusion of a formal staff evaluation plan 
in the design and development of projects and courses. This plan should include conducting 
multiple formal evaluations, both summative and formative, in a standard way that allows 
for comparison of results between projects and over time. Information on how the evaluation 
results are being used to improve the quality and effectiveness of their work should be 
provided to teaching staff. Policy and guidelines should require that staff evaluations to 
be independently conducted and provide standard forms that they should take. The results 
of the evaluations should be used to inform ongoing and new development, and to support 
resources and strategy.

Process E2.
Teaching staff are able to provide regular feedback on quality and effectiveness of their e-learning experience

Assessment Practices Sources and Evidence

Information from staff evaluations of e-learning guides which pedagogical and technological changes are sustained.

 No use of information from staff evaluations of the quality and effectiveness of e-
learning during e-learning initiative planning.

 Informal and inconsistent use of information from staff evaluations of the quality and 
effectiveness of e-learning during institutional e-learning initiative planning activities.

 Information from staff evaluations of the quality and effectiveness of e-learning explicitly 
guides institutional e-learning initiative planning, but is treated as subordinate to 
technical goals, or not linked to ongoing use of technologies and pedagogies.

 Information from staff evaluations of the quality and effectiveness of e-learning explicitly 
guides institutional e-learning initiative planning and is formally linked to ongoing use of 
technologies and pedagogies.

Information from staff evaluations of e-learning guides the allocation of resources for teaching staff support. 

 No use of information from staff evaluations of the quality and effectiveness of e-
learning during e-learning support planning.

 Informal and inconsistent use of information from staff evaluations of the quality and 
effectiveness of e-learning during institutional e-learning support planning activities.

 Information from staff evaluations of the quality and effectiveness of e-learning explicitly 
guides institutional e-learning support planning, but is treated as subordinate to technical 
goals, or not linked to resource allocation.

 Information from staff evaluations of the quality and effectiveness of e-learning explicitly 
guides institutional e-learning support planning and is formally linked to resource allocation.

 
See also: E1 (4) &  
E3 (4)

Evaluation results are reported regularly in a manner that allows for comparison of the educational effectiveness of e-learning initiatives.

 No reporting of staff evaluations of the educational effectiveness of e-learning.

 Reporting of evaluation results is informal, incomplete or prevents detailed analysis.
 Detailed evaluation results are collected regularly, reported formally and allow for 
analysis and comparison of the educational effectiveness of e-learning but the 
information is confidential and not available to all staff and students.

 Detailed evaluation results are collected regularly, reported formally and allow for 
analysis and comparison of the educational effectiveness of e-learning by all staff and 
students.

Institutional policies define requirements for staff evaluations of the educational effectiveness of e-learning initiatives. 

 No institutional requirements for staff evaluations of the educational effectiveness of 
e-learning initiatives are defined.

 Institutional standards for staff evaluations of the educational effectiveness of e-learning 
initiatives are defined that are incomplete, informal or fail to define the frequency and 
content of the evaluations.

 Institutional standards for staff evaluations of the educational effectiveness of e-learning 
initiatives provided, including the frequency, content and reporting of the evaluations, 
which define mandatory compliance requirements on staff involved in e-learning 
courses however compliance incomplete or not required.

 Institutional standards for staff evaluations of the educational effectiveness of e-learning 
initiatives provided, including the frequency, content and reporting of the evaluations, 
and which define mandatory compliance requirements on staff involved in e-learning 
courses.
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Assessment Practices Sources and Evidence

(cont.)

Expert support provided for evaluations of staff feedback on the quality and effectiveness of e-learning initiatives.

 No assistance available to staff undertaking staff evaluation initiatives.

 Assistance in designing the collection, analysis and interpretation of staff feedback 
on the quality and effectiveness of e-learning initiatives is informally or inconsistently 
available as a consequence of other evaluation support.

 Formal and explicit assistance in designing the collection, analysis and interpretation of 
staff feedback on the quality and effectiveness of e-learning initiatives is available but 
access limited or not promoted.

 Formal and explicit assistance in designing the collection, analysis and interpretation of 
staff feedback on the quality and effectiveness of e-learning initiatives is available and 
actively promoted to all staff involved in e-learning delivery.

Staff are provided with information on how feedback information has been and will be used to modify and improve their e-learning experience.

 No information provided to staff on how feedback and evaluation information is used.

 Informal or outdated information provided to staff on how feedback and evaluation 
information is used.

 Staff are formally provided with generic information on how feedback and evaluation 
information is used to modify and improve their e-learning experience.

 Staff are formally provided with specific information on how their feedback and evaluation 
information will be, or has been, used to modify and improve their e-learning experience.

See also: E1 (2)

E–learning design and (re)development procedures include explicit evaluation phases assessing the quality and effectiveness of e-learning.

 No evaluation of quality and effectiveness apparent during e-learning design and 
(re)development procedures.

 Informal or incomplete evaluation of quality and effectiveness undertaken during e-
learning design and (re)development procedures.

 Formal evaluation of quality and effectiveness undertaken during e-learning design and 
(re)development procedures with compliance to minimum expectations optional or not 
required.

 Formal evaluation of quality and effectiveness undertaken during e-learning design and 
(re)development procedures with compliance to minimum expectations required.

E–learning design and (re)development procedures include opportunities for user testing by staff.

 No testing undertaken by staff during e-learning design and (re)development 
procedures.

 Informal or incomplete testing undertaken by staff during e-learning design and 
(re)development procedures.

 Formal testing undertaken by staff during e-learning design and (re)development 
procedures with compliance to minimum expectations optional.

 Formal testing undertaken by staff during e-learning design and (re)development 
procedures with compliance to minimum expectations required formally prior to delivery.

     
Summative feedback collected regularly from teaching staff regarding the quality and effectiveness of their e-learning experience.

 No summative feedback collected from teaching staff regarding the quality and 
effectiveness of their e-learning experience.

 Informal, outdated or inconsistent summative feedback collected from teaching staff 
regarding the quality and effectiveness of their e-learning experience, or feedback 
collected infrequently.

 Summative feedback formally and regularly collected from teaching staff regarding the 
quality and effectiveness of their e-learning experience, but feedback limited to generic 
aspects or fails to cover all technologies in use.

 Summative feedback formally and regularly collected from teaching staff regarding the 
quality and effectiveness of the specific e-learning technologies and pedagogies used 
and the impact on their e-learning experiences.

Formative feedback collected regularly from teaching staff regarding the quality and effectiveness of their e-learning experience.

 No formative feedback collected from teaching staff regarding the quality and 
effectiveness of their e-learning experience.

 Informal, outdated or inconsistent formative feedback collected from teaching staff 
regarding the quality and effectiveness of their e-learning experience, or feedback 
collected infrequently.

 Formative feedback formally and regularly collected from teaching staff regarding the 
quality and effectiveness of their e-learning experience, but feedback limited to generic 
aspects or fails to cover all technologies in use.

 Formative feedback formally and regularly collected from teaching staff regarding the 
quality and effectiveness of the specific e-learning technologies and pedagogies used 
and the impact on their e-learning experiences.

E2 Teaching staff are able to provide regular feedback on quality and effectiveness of their e-learning experience



63

The dependence of e-learning on the use of an appropriate pedagogy and well-designed 
technology means that when assessing the success of courses and projects it is very important 
to ensure that the effectiveness of the technology is also formally measured. Evidence of 
success or limitations in the local context is an important factor in ensuring the efficient 
design and development of existing and new courses and projects. 
An important factor to be conscious of in this area is that the impact of technology on student 
satisfaction and student learning need to be separately evaluated as they are linked but distinct. 
Similarly, staff satisfaction may not be related to the effectiveness of the technologies or 
innovations deployed. 

Evidence of capability in this process is seen through the use of formal data collection 
processes that are incorporated into design and development and which allow for regular 
reporting and analysis of the effectiveness of the technologies used. These processes should 
be standards based and designed to support comparisons over time and between courses and 
projects. Policy should require the collection and reporting of this information and the results 
used to inform ongoing and new development and support resources and strategy. Formal 
content and materials review plans should be used during the design and development of 
projects and courses. Policy and guidelines should require these reviews be conducted 
formally and provide guidance on what aspects require checking

Process E3.
Regular reviews of the e-learning aspects of courses are conducted

Assessment Practices Sources and Evidence

Information from e–learning reviews guides e-learning strategic planning.

 No use of information from e-learning evaluations and reviews during institutional e-
learning strategic planning.

 Informal and inconsistent use of information from e-learning evaluations and reviews 
during institutional e-learning strategic planning.

 Information from e-learning evaluations and reviews explicitly guides institutional e-
learning strategic planning, but is treated as subordinate to technical goals, or not linked 
to strategy decisions.

 Information from e-learning evaluations and reviews explicitly guides institutional e-
learning strategic planning and is formally linked to strategy decisions.

Information on the success or failure of e-learning technologies guides the allocation of support and resources for technology use.

 No information on the success or failure of e-learning technologies guides the allocation 
of support and resources for technology use.

 Inconsistent or informal use of information on the success or failure of e-learning 
technologies guides the allocation of support and resources for technology use.

 Information on the success or failure of e-learning technologies explicitly guides the 
allocation of support and resources for technology use, but is treated as subordinate to 
technology features, or not linked to service level agreements.

 Information on the success or failure of e-learning technologies explicitly guides the 
allocation of support and resources for technology use and is formally linked to service 
level agreements.

 
See also: E1 (4) &  
E2 (4)

Reviews are reported regularly in a manner that allows for comparison of e-learning initiatives. 

 No reporting of reviews undertaken of e-learning initiatives.

 Reporting of review information is informal, incomplete or prevents detailed analysis.
 Detailed review information is collected regularly, reported formally and allows for 
analysis of  the  effectiveness of e-learning but the information is confidential and not 
available to all staff and students.

 Detailed review information is collected regularly, reported formally and allows for 
comparative analysis of the effectiveness of e-learning by all staff and students.

Institutional standards are defined for the regular review of the e-learning aspects of courses.

 No institutional standards for the review of the e-learning aspects of courses are 
defined.

 Institutional standards for the review of the e-learning aspects of courses are defined 
that are incomplete, informal or fail to cover all e-learning courses, technologies and 
pedagogies.

 Institutional standards for the review of the e-learning aspects of courses are provided 
which define mandatory compliance requirements on staff involved in e-learning courses 
however compliance incomplete or not required.

 Institutional standards for the review of the e-learning aspects of courses are provided 
which define mandatory compliance requirements on staff involved in e-learning courses.

Staff are provided with support resources (including training, guidelines and examples) in the analysis and use of review and evaluation information.

 No training, guidelines or examples provided to staff on using evaluation and review 
information.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to staff with the 
requirement that they be used prior to reviewing e-learning initiatives.
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Assessment Practices Sources and Evidence

Students and staff are provided with information on how reviews have been and will be used to modify and improve their e-learning experiences.

 No information provided to students and staff on how review and evaluation information 
is used.

 Informal or outdated information provided to students and staff on how review and 
evaluation information is used.

 Students and staff are formally provided with generic information on how review and 
evaluation information is used to modify and improve their e-learning experience.

 Students and staff are formally provided with specific information on how review and 
evaluation information will be, or has been, used to modify and improve their e-learning 
experience.

Regular reviews are conducted formally as part of the normal procedures for delivering courses using e-learning technologies and pedagogies.

 No apparent reviews of e-learning aspects of courses.

 Informal or inconsistent reviews of e-learning aspects of courses undertaken, or reviews 
done infrequently.

 Formal reviews of e-learning aspects of courses undertaken systematically using a 
generic or non-independent review process.

 Formal and independent reviews of e-learning aspects of courses undertaken 
systematically with explicit reference to the particular e-learning technologies and 
pedagogies used.

E-learning design and (re)development procedures include formal plan for assessing the success of new technologies or pedagogies.

 No apparent plan for assessing the success of new e-learning technologies.

 Informal or inconsistent plans for assessing the success of new e-learning technologies.
 Formal plans for assessing the success of new e-learning technologies in most, but not 
all, deployments, or without minimum expectations required for ongoing delivery.

 Formal and systematic plans for assessing the success of new e-learning technologies 
explicit and compliance with minimum expectations required for ongoing delivery.

     
Reviews of course e-learning materials are conducted regularly.

 No apparent reviews of course e-learning materials and resources.

 Informal or inconsistent reviews of course e-learning materials and resources 
undertaken, or reviews done infrequently.

 Formal reviews of course e-learning materials and resources undertaken systematically 
using a generic or non-independent review process, or with compliance to minimum 
expectations optional or not reported.

 Formal and independent reviews of course e-learning materials and resources 
undertaken systematically with explicit reference to the particular e-learning 
technologies and pedagogies used and compliance to minimum expectations required.

Reviews of course e-learning teaching activities are conducted regularly.

 No apparent reviews of the effectiveness of the teaching provided using e-learning 
technologies and pedagogies.

 Informal or inconsistent reviews of the effectiveness of the teaching provided using 
e-learning technologies and pedagogies undertaken, or reviews done infrequently.

 Formal reviews of the effectiveness of the teaching provided using e-learning 
technologies and pedagogies undertaken systematically using a generic or non-
independent review process, or with compliance to minimum expectations optional or 
not reported.

 Formal and independent reviews of the effectiveness of the teaching provided using e-
learning technologies and pedagogies undertaken systematically with explicit reference 
to the particular e-learning technologies and pedagogies used and compliance to 
minimum expectations required.

E3 Regular reviews of the e-learning aspects of courses are conducted
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Provision of expert technical and pedagogical assistance is vital if institutions are to move away 
from ad-hoc developments in e-learning. Like any other scarce resource, expertise in e-learning 
development within an institution must be managed in a way that ensures efficient and effective 
use. Formal criteria which align the use of these resources with defined outcomes for the institution 
are essential in this process.

Evidence of capability in this process is seen in the provision of formal funding and resourcing 
criteria and guidelines, mandated by policy, which provide consistency and clarity in the allocation 
of resources. Access to support is managed by these criteria to ensure efficient and equitable 
use of time and the achievement of strategic goals as well as short term requirements. Effective 
approaches in the local context are communicated through examples, case studies, standards and 
guidelines, customised for the institution, that demonstrates the benefits of the criteria used.

Process O1.
Formal criteria guide the allocation of resources for e-learning design, development and delivery

Assessment Practices Sources and Evidence

Information from pilot e-learning initiatives guides the allocation of support and resources for the use of piloted e-learning technologies and pedagogies.

 Outcomes of e-learning pilots have no impact on support and resourcing for e-learning 
technologies and pedagogies.

 Outcomes of e-learning pilots are used informally to allocate support and resourcing for 
e-learning technologies and pedagogies.

 Outcomes of e-learning pilots are formally used to allocate support and resourcing for 
e-learning technologies and pedagogies, but the allocations are not explicitly linked to 
pilot outcomes or the allocations are inconsistent.

 Outcomes of e-learning pilots are consistently and formally used to allocate support and 
resourcing for e-learning technologies and pedagogies with resource decisions linked to 
pilot outcomes.

Information on the strategic impact of e-learning resource allocation criteria guides e-learning strategic planning.

 No use of information on the strategic impact of e-learning resource allocation criteria 
during institutional e-learning strategic planning.

 Informal and inconsistent use of information on the strategic impact of e-learning 
resource allocation criteria during institutional e-learning strategic planning.

 Information on the strategic impact of e-learning resource allocation criteria explicitly 
guides institutional e-learning strategic planning, but is treated as subordinate to 
financial goals, or not linked to strategy decisions.

 Information on the strategic impact of e-learning resource allocation criteria explicitly 
guides institutional e-learning strategic planning and is formally linked to strategy 
decisions.

Information on the success or failure of e-learning initiatives is regularly monitored.

 No monitoring of the success or failure of e-learning initiatives.

 Limited, inconsistent or informal monitoring of the success or failure of e-learning 
initiatives, or information collected but not reported.

 Formal, independent, monitoring of the success or failure of e-learning initiatives 
conducted irregularly or only covers some initiatives, or reported incompletely or 
irregularly.

 Formal, independent, monitoring and regular reporting of the success or failure of all 
e-learning initiatives.

Feedback collected regularly from students regarding the impact of e-learning initiatives on their learning.

 No feedback collected from students on the impact of e-learning initiatives on their 
learning.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all e-learning projects 
and initiatives, or not collected regularly from all courses affected by the initiatives, or 
reported incompletely or irregularly.

 Formal, independent, student feedback on all e-learning initiatives collected and 
reported regularly from all courses affected by the initiatives.

Feedback collected regularly from staff regarding the impact of e-learning initiatives on student learning.

 No feedback collected from staff on the effectiveness of e-learning projects and 
initiatives for enabling student learning and assisting staff teaching responsibilities.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all e-learning initiatives, 
or not collected regularly from all e-learning projects and initiatives, or reported 
incompletely or irregularly.

 Formal, independent, staff feedback on all e-learning initiatives collected and reported 
regularly from all staff involved in the initiatives.
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Assessment Practices Sources and Evidence

See also: O9 (1)

E-learning initiative resource allocation criteria are explicitly linked to the institutional e-learning strategies and technology plans.

 No linkage between resource allocation criteria for e-learning design, (re)development 
and delivery, and institutional e-learning strategies and technology plans.

 Informal, inconsistent or outdated linkage with institutional e-learning strategies and 
technology plans included in the criteria for allocating resources for e-learning design, 
(re)development and delivery.

 Formal, but generic, linkages between resource allocation criteria and institutional 
e-learning strategies and technology plans.

 Formal, explicit and systematic linkages between resource allocation criteria and 
institutional e-learning strategies and technology plans.

Staff are provided with support resources (including training, guidelines and examples) on the development of e-learning proposals using the resource 
allocation criteria.

 No training, guidelines or examples provided to staff on developing e-learning proposals 
and plans.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff with 
the requirement that they be used prior to developing proposals or plans for e-learning 
initiatives.

Resources for e-learning initiatives are allocated at designated times during the budget cycle. 

 No formal process for e-learning design, development and delivery resource allocation 
apparent.

 Resource allocation for e-learning design, development and delivery is handled 
informally, inconsistently and as part of generic budgeting and resource allocation 
procedures.

 Resource allocation for e-learning design, development and delivery is handled formally 
as part of generic budgeting and resource allocation procedures without specific e-
learning criteria applied.

 Resource allocation for e-learning design, development and delivery is handled formally 
as part of generic budgeting and resource allocation procedures with specific e-learning 
criteria applied.

E-learning initiative plans formally link decisions with the institutional criteria used to allocate resources.

 No linkage with institutional e-learning resource allocation criteria apparent in e-learning 
initiative plans.

 Informal, inconsistent or outdated linkage with institutional e-learning resource allocation 
criteria apparent in e-learning initiative plans.

 Formal linkage with institutional e-learning resource allocation criteria in e-learning 
initiative plans encouraged but not required or assessed against minimum compliance 
requirements.

 Formal linkage required with institutional e-learning resource allocation criteria in e-
learning initiative plans with minimum compliance requirements applied.

     
Resources for all e-learning initiatives are allocated according to formally defined criteria.

 No apparent institutional criteria for e-learning resource allocation.

 Resources and funding for e-learning initiatives allocated on an ad-hoc, informal or 
inconsistent basis.

 Institutional criteria for selecting and prioritising the allocation of resources and funding 
for e-learning initiatives are inconsistently applied and/or not required for all e-learning 
initiatives.

 Institutional criteria for selecting and prioritising the allocation of resources and funding for 
e-learning initiatives are systematically and formally applied to all e-learning initiatives.

O1 Formal criteria guide the allocation of resources for e-learning design, development and delivery
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E-learning brings pedagogical, technological, and operational challenges to teaching 
practice. E–learning involves a ‘major realignment of the institutions organizational identity’  
that calls for intensive, strategic professional development activity. Ten topics that should 
be considered for strategic planning and policy: 1. Vision; 2. Needs and risk assessment; 
3. Description of educational principles and outcomes; 4. Implementation initiatives and 
strategy; 5. Infrastructure; 6. Infostructure; 7. Support services; 8. Budget and resources; 
9. Research and development; 10. Benchmarking. Sustainable innovation emerges through 
middle-level leadership rather top down or bottom up management approaches. Participating 
in the e-learning environment “will make the quality of teaching more visible to the public 

and prospective students”, thus making learning and teaching policy and strategy more 
imperative.
Evidence of capability in this process is seen in the provision of a complete and redeveloped 
set of institutional strategies and policies incorporating a thoughtful and strategic assessment 
of the contribution e-learning can make to the institution, disciplines, staff and students. Staff 
involved in e-learning design and (re)development projects and initiatives need support and 
guidance in effectively applying the revised policies and strategies and ideally they, along 
with students, should be involved in the (re)development of the policies and strategies. 

Process O2.
Institutional learning and teaching policy and strategy explicitly address e-learning

Assessment Practices Sources and Evidence

Information on the outcomes of e-learning initiatives guides  learning and teaching strategy and policy (re)development.

 No use of the outcomes of e-learning initiatives during learning and teaching strategy 
and policy (re)development.

 Informal of inconsistent use of the outcomes of e-learning initiatives during learning and 
teaching strategy and policy (re)development.

 Outcomes of e-learning initiatives included formally in learning and teaching strategy 
and policy (re)development, but treated as a special or limited form of delivery.

 Outcomes of e-learning initiatives included formally and systematically in learning and 
teaching strategy and policy (re)development for all forms of delivery.

Institutional learning and teaching strategies and policies are regularly and formally reviewed to ensure e-learning aspects are addressed.

 No reviews of the e-learning aspects of institutional learning and teaching strategies 
and policies.

 Inconsistent or informal reviews of the e-learning aspects of institutional learning and 
teaching strategies and policies.

 Reviews of the e-learning aspects of institutional learning and teaching strategies and 
policies undertaken to a limited extent or infrequently, or e-learning aspects treated as 
peripheral or as a special case.

 Reviews of the e-learning aspects of institutional learning and teaching strategies and 
policies undertaken systematically and regularly.

Feedback collected regularly from students regarding the effectiveness of the e-learning policies and strategies.

 No feedback collected from students on the effectiveness of the e-learning policies and 
strategies.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all e-learning 
policies and strategies or not collected regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, student feedback on all of the e-learning policies and strategies 
collected regularly from all e-learning courses and reported regularly.

Feedback collected regularly from staff regarding the effectiveness of the e-learning policies and strategies.

 No feedback collected from staff on the effectiveness of the e-learning policies and 
strategies.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all e-learning policies 
and strategies or not collected regularly from all staff, or reported incompletely or 
irregularly.

 Formal, independent, staff feedback on all e-learning policies and strategies collected 
and reported regularly from all staff.
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Assessment Practices Sources and Evidence

Institutional policies require that the implications of e-learning are included when (re)developing new and existing policies.

 No evidence of e-learning considerations in policy templates and guidelines.

 Informal, inconsistent or outdated consideration of e-learning in policy templates and 
guidelines.

 Policy templates and guidelines include a requirement to consider implications of 
e-learning when (re)developing new and existing policy but only in general terms or 
without specific requirements listed.

 Policy templates and guidelines include a requirement to formally consider specific 
implications of e-learning when (re)developing new and existing policy.

See also: O5 (3) & 
O9 (3)

Staff are provided with support resources (including training, guidelines and examples) on how to link e-learning initiative development plans with 
institutional e-learning strategic plans.

 No training, guidelines or examples of how to link e-learning initiative development plans 
with institutional e-learning strategic plans provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted, or they fail to cover the full 
range of e-learning technologies and pedagogies in use.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
that cover the full range of e-learning technologies and pedagogies in use, and with the 
requirement that they be used prior to the creation of e-learning initiative development 
plans.

See also: O9 (2)

Staff with experience in e-learning are formally involved in the (re)development of institutional learning and teaching strategies and policies.

 No apparent involvement of staff with experience in the design, (re)development and 
delivery of e-learning in the (re)development of institutional learning and teaching 
strategies and policies.

 Informal or inconsistent involvement of staff with experience in the design, 
(re)development and delivery of e-learning in the (re)development of institutional 
learning and teaching strategies and policies.

 Staff with experience in the design, (re)development and delivery of e-learning able to 
comment or provide feedback during the (re)development of institutional learning and 
teaching strategies and policies.

 Staff with experience in the design, (re)development and delivery of e-learning formally 
and directly involved in the (re)development of institutional learning and teaching 
strategies and policies.

See also: O9 (2)

Students are formally involved in the (re)development of institutional strategies and policies involving e-learning.

 No apparent involvement of students in the (re)development of institutional learning and 
teaching strategies and policies involving e-learning.

 Informal or inconsistent involvement of students in the (re)development of institutional 
learning and teaching strategies and policies involving e-learning.

 Students able to comment or provide feedback during the (re)development of 
institutional learning and teaching strategies and policies involving e-learning.

 Students formally and directly involved in the (re)development of institutional learning 
and teaching strategies and policies involving e-learning.

Inclusion of e-learning aspects in relevant institutional policies and strategies is formally endorsed by the institutional leadership.

 No support of inclusion of e-learning aspects in relevant institutional policies and 
strategies apparent.

 Inclusion of e-learning aspects in relevant institutional policies and strategies is 
endorsed informally or implied.

 Inclusion of e-learning aspects in relevant institutional policies and strategies has limited 
or outdated endorsement from institutional leadership.

 Inclusion of e-learning aspects in relevant institutional policies and strategies is 
endorsed formally, explicitly and regularly by institutional leadership.

     
E–learning technologies and pedagogies explicitly addressed in relevant institutional learning and teaching policies and strategies.

 No inclusion of e-learning aspects in relevant institutional policies and strategies 
apparent.

 Incomplete or informal inclusion of e-learning aspects in relevant institutional policies 
and strategies apparent.

 Institutional strategies, policies, contracts and standards include e-learning aspects 
however inclusion is unnecessarily inconsistent between documents or outdated or fails 
to include all of the technologies and pedagogies in use.

 Institutional strategies, policies, contracts and standards formally and systematically 
include accurate consideration of e-learning aspects of all of the technologies and 
pedagogies in use.

O2 Institutional learning and teaching policy and strategy explicitly address e-learning
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A technology plan combines a strategic focus on the selection of technology with practical 
experience based on previous work in the institution to ensure that technological resources are 
chosen in ways that build capability rather than dilute it. A systemic approach to developing a 
coherent and timely technology implementation plan is advocated as part of an infostructure, 
which includes the design of institutional connectivity, creation of a knowledge management 
system, provision of digital content, and creation of standards. Technology planning must be 
embedded in a wider institutional strategy that generatively encompasses all teaching and 
learning, and servicing aspects.

Evidence of capability in this process is seen in the use of a formally documented technology 
plan that is used to guide the selection of technologies appropriate to the local context. Formal 
institutional standards are used where available to inform and guide the plan. This should 
include existing technologies that are defined as standard by the institution and for which 
there is clear evidence of effectiveness and ability to be supported. The plan, along with the 
associated standards and guidelines, is communicated widely to encourage wider adoption 
and compliance throughout the institution. Policy should mandate compliance with the 
technology plan and explicit reference to it should be made in processes for the resourcing 
and development of e-learning resources.

Process O3.
E-learning technology decisions are guided by an explicit plan

Assessment Practices Sources and Evidence

Information on compliance with institutional e-learning technology plans guides e-learning initiative support and resourcing. 

 No information on compliance with institutional e-learning technology plans guides 
e-learning initiative support and resourcing.

 Inconsistent or informal use of information on compliance with institutional e-learning 
technology plans guides e-learning initiative support and resourcing.

 Information on compliance with institutional e-learning technology plans explicitly guides 
institutional e-learning initiative support and resourcing, but is treated as subordinate to 
technology features, or not linked to resourcing decisions.

 Information on compliance with institutional e-learning technology plans explicitly 
guides institutional e-learning initiative support and resourcing and is formally linked to 
resourcing decisions.

Institutional e-learning technology plans undergo a formal (re)assessment of risk when any significant e-learning technology failure occurs.

 No apparent re-evaluation of e-learning technology plans in response to failures.

 Informal, inconsistent or incomplete risk assessments undertaken of e-learning 
technology plans in response to failures.

 Risk (re)assessments undertaken only of directly related e-learning technology plans in 
response to failures, and/or assessments undertaken by non-specialist staff.

 Formal and systematic risk (re)assessments undertaken by specialist staff of all e-
learning technology plans in response to failures.

Compliance with institutional e-learning technology plans during e-learning design and development activities is regularly monitored.

 No monitoring of compliance with institutional e-learning technology plans during e-
learning design and development activities.

 Infrequent or informal monitoring of compliance with institutional e-learning technology 
plans during e-learning design and development activities, or information collected but 
not reported.

 Formal monitoring of compliance with compliance with institutional e-learning 
technology plans during e-learning design and development activities, but without 
minimum expectations for compliance enforced, or information reported incompletely 
or irregularly.

 Formal monitoring and reporting of compliance with compliance with institutional 
e-learning technology plans during e-learning design and development activities 
undertaken regularly with minimum expectations for compliance enforced.

Feedback collected regularly from staff regarding the effectiveness of institutional e-learning technology plans as tools for guiding the design and 
(re)development of courses and programmes.

 No feedback collected from staff on the effectiveness of institutional e-learning 
technology plans.

 Limited, inconsistent or informal staff feedback collected on the effectiveness of 
institutional e-learning technology plans, or feedback collected but not reported.

 Formal, independent, staff feedback collected on the effectiveness of institutional e-
learning technology plans irregularly or from only some staff, or reported incompletely 
or irregularly.

 Formal, independent, staff feedback on the effectiveness of institutional e-learning 
technology plans collected and reported regularly from all staff.

Institutional policies require that all e-learning initiatives comply with institutional e-learning technology plans. 

 No compliance with institutional e-learning technology plans required.

 Informal compliance with institutional e-learning technology plans, or compliance 
optionally encouraged.

 Compliance with institutional e-learning technology plans required in general terms and 
without specific minimum requirements apparent.

 Systematic and explicit compliance with institutional e-learning technology plans 
required and apparent in e-learning design and (re)development procedures.
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Assessment Practices Sources and Evidence

(cont.)

Staff are provided with support resources (including training, guidelines and examples) on the use of e-learning technology plans as part of e-learning 
design and (re)development.

 No training, guidelines or examples provided to staff on using institutional e-learning 
technology plans to guide e-learning decisions.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Training, guidelines and examples provided but attendance and use are optional and 
not actively encouraged and promoted.

 Training, guidelines and examples provided to all staff with the requirement that they be 
used prior to involvement in e-learning design and (re)development.

Resources for staff e-learning development and support are allocated with reference to institutional e-learning technology plans.

 No reference to technology plans when resources allocated for staff e-learning 
development and support.

 Resources allocated for staff e-learning development and support informally.

 Resources allocated for staff e-learning development and support make general and 
non-specific references to institutional e-learning technology plans.

 Resources allocated for staff e-learning development and support formally and with 
explicit reference to specific institutional e-learning technology plan outcomes.

See also: O4 (2)

E–learning design and (re)development activities formally link decisions regarding e-learning technologies and pedagogies with the institutional e-
learning technology plans.

 No evidence of consideration of institutional e-learning technology plans in design and 
(re)development documents and planning activities.

 Inconsistent or informal consideration of institutional e-learning technology plans in 
design and (re)development documents and planning activities.

 E–learning design and (re)development activities formally consider institutional e-learning 
technology plans without explicitly linking those strategies and policies with all relevant 
decisions.

 E–learning design and (re)development activities formally and consistently link 
institutional e-learning technology plans with key decisions as an explicit part of 
standard procedures.

Institutional e-learning technology plans have clearly defined and empirically measureable objectives and milestones.

 No institutional e-learning technology plans apparent.

 Institutional e-learning technology plans have informally expressed or generic 
objectives.

 Institutional e-learning technology plans have clearly defined outcomes without defined 
milestones or measures of success.

 Institutional e-learning technology plans have clearly defined outcomes with defined 
milestones and empirically measureable objectives.

Institutional e-learning technology plans are formally endorsed and explicitly supported by the institutional leadership.

 No leadership endorsement of institutional e-learning technology plans apparent.

 Institutional e-learning technology plans are endorsed informally or by implication.
 Institutional e-learning technology plans have limited or outdated endorsement from 
institutional leadership.

 Institutional e-learning technology plans are endorsed formally, explicitly and regularly 
by institutional leadership.

E-learning initiative plans include risk assessment and mitigation plans linked to the institutional e-learning technology plans and associated risk 
assessments.

 No risk assessment and mitigation plans apparent in e-learning initiative plans.

 Informal or incomplete consideration of risks and mitigation strategies undertaken during 
e-learning initiative planning.

 Formal risk analysis and mitigation planning undertaken during e-learning initiative 
planning with compliance to minimum expectations optional or not required, or 
assessments undertaken by non-specialist staff, or risk assessments not actively 
updated during projects.

 Formal risk analysis and mitigation planning undertaken and maintained by specialist 
staff during e-learning initiative planning with compliance to minimum expectations 
required formally by procedures.

     
Institutional e-learning technology plans guide the adoption of technology during e-learning initiatives.

 No institutional e-learning technology plans apparent during e-learning initiatives.

 E-learning initiatives guided by informally expressed or outdated e-learning technology 
plans.

 Institutional e-learning technology plans formally expressed but inconsistently followed 
during e-learning initiatives.

 Institutional e-learning technology plans formally expressed and systematically followed 
during e-learning initiatives, with all technology decisions formally linked to the plan.

O3 E-learning technology decisions are guided by an explicit plan
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In addition to being reliable and failsafe, the technology infrastructure used to support e-
learning should also ensure that, as much as possible, the information within systems is 
protected from corruption and loss. A technology plan considering aspects of information 
integrity can combine a strategic view of institutional e-learning directions with practical 
consideration of risks and the integration with other systems within the institution. 
Evidence of capability in this process is seen in the use of a formally documented technology 
plan considering information integrity and reliability. This should include assessments of the 
security of information from intentional and unintentional loss, protection of privacy and 
student information, versioning and consistency with other systems such as student records 

or enrolments. Information provided by the institution, teaching staff and students should 
be included, as well as explicit consideration of copyright implications, including the rights 
of students, and the reporting required by licences. There should be policy and procedures 
in place to deal with potential failures or compromises. Standards and guidelines should be 
used to communicate which technologies have been proven reliable, and regular monitoring 
and reporting used to prove reliability and identify potential problems. Teaching staff are 
provided with templates, examples, training and support in maintaining course information 
to ensure its validity and reliability.

Process O4.
Digital information use is guided by an institutional information integrity plan

Assessment Practices Sources and Evidence

 Institutional information integrity plans undergo a formal (re)assessment of risk when any significant e-learning technology failure occurs.

 No apparent re-evaluation of information integrity plans in response to failures.

 Informal, inconsistent or incomplete risk assessments undertaken of information integrity 
plans in response to failures.

 Risk (re)assessments undertaken only of directly related aspects of information integrity plans 
in response to failures, and/or assessments undertaken by non-specialist staff.

 Formal and systematic risk (re)assessments undertaken by specialist staff of all 
information integrity plans in response to failures.

Institutional information integrity plans are formally re-evaluated when new e-learning initiatives are considered.

 No apparent re-evaluation of information integrity plans in response to new e-learning 
initiatives.

 Informal, inconsistent or incomplete re-evaluations undertaken of information integrity 
plans in response to new e-learning initiatives.

 Re-evaluation undertaken of directly related aspects of information integrity plans in 
response to new e-learning initiatives.

 Formal and systematic re-evaluations undertaken of all information integrity plans in 
response to new e-learning initiatives.

Information on student and staff use of digital information guides institutional information integrity plan (re)development.

 No apparent use of information on student and staff use of digital information during 
information integrity plan (re)development.

 Informal of inconsistent use of information on student and staff use of digital information 
during information integrity plan (re)development.

 Information on student and staff use of digital information included formally as 
background or supporting materials during information integrity plan (re)development or 
not linked explicitly with resulting decisions.

 Information on student and staff use of digital information included formally and 
systematically during information integrity plan (re)development and linked explicitly with 
resulting decisions. 

Compliance with institutional information integrity plans is regularly monitored.

 No monitoring of compliance with the institutional information integrity plan.

 Limited, inconsistent or informal monitoring of compliance with the institutional 
information integrity plan, or information collected but not reported.

 Formal, independent, monitoring of compliance with the institutional information integrity 
plan conducted irregularly or only covers some e-learning initiatives, or reported 
incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of compliance with the 
institutional information integrity plan.

Feedback collected regularly from staff regarding the effectiveness of the institutional information integrity plan as a tool for guiding e-learning design 
and (re)development.

 No feedback collected from staff on the effectiveness of the institutional information 
integrity plan.

 Limited, inconsistent or informal staff feedback collected on the effectiveness of the 
institutional information integrity plan, or feedback collected but not reported.

 Formal, independent, staff feedback collected on the effectiveness of the institutional 
information integrity plan irregularly or from only some staff, or reported incompletely or 
irregularly.

 Formal, independent, staff feedback on the effectiveness of the institutional information 
integrity plan collected and reported regularly from all staff.
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Assessment Practices Sources and Evidence

Institutional digital information integrity plans are defined. 

 No apparent institutional plans for ensuring the integrity and validity of digital 
information.

 Informal or outdated institutional plans for ensuring the integrity and validity of digital 
information.

 Institutional plans for ensuring the integrity and validity of digital information are defined 
but incompletely cover technologies in use or are not regularly tested.

 Institutional plans for ensuring the integrity and validity of all digital information are 
defined and regularly tested.

Institutional support standards are defined for the use of digital information in e-learning design and (re)development.

 No standards defined on the support resources and assistance for staff using digital 
information when designing and (re)developing e-learning courses.

 Standards on the support resources and assistance for staff using digital information 
when designing and (re)developing e-learning courses fail to impose mandatory 
minimum requirements or expectations on staff or the institution.

 Standards on the support resources and assistance for staff using digital information 
when designing and (re)developing e-learning courses impose mandatory minimum 
requirements or expectations on staff and the institution however compliance incomplete 
or not required.

 Standards on the support resources and assistance for staff using digital information 
when designing and (re)developing e-learning courses impose mandatory minimum 
requirements or expectations on staff and the institution and compliance is required.

Institutional policies define how digital information is retained and accessed..  

 No guidelines or policy on information storage apparent.

 Informal, incomplete or outdated guidelines or policy on information storage provided.
 Formal guidelines or policy on information storage provided without explicit linkages to 
the institutional repositories in use, or without specifying how information is to be stored 
and accessed, or what licenses control and authorise usage.

 Formal guidelines or policy on information storage provided with explicit and systematic 
linkages to the institutional repositories in use, specifying how information is to be stored 
and accessed, and what licenses control and authorise usage.

E–learning design and (re)development activities formally link decisions with institutional digital information integrity plans.

 No evidence of consideration of institutional digital information integrity plans in design 
and (re)development documents and planning activities.

 Inconsistent or informal consideration of institutional digital information integrity plans in 
design and (re)development documents and planning activities.

 E–learning design and (re)development activities formally consider institutional digital 
information integrity plans without explicitly linking those strategies and policies with all 
relevant decisions. 

 E–learning design and (re)development activities formally and consistently link 
institutional digital information integrity plans with key decisions as an explicit part of 
standard procedures.

See also: D5 (1) & 
S6 (2)

All course digital information is stored in a validated backup system.

 No backup procedure apparent.

 Incomplete or informal backup procedures used to store course information.
 Formal and regular backup procedures used for all course information but regular 
validation and auditing not undertaken.

 Formal and regular backup procedures used for all course information with regular 
auditing and validation of content and coverage of the backup information.

See also: S6 (2)

Access to all course digital information is authenticated and authorised.

 No evidence of security concerns evident in course e-learning design and 
(re)development plans or procedures.

 Security issues addressed informally or incompletely in course e-learning design and 
(re)development plans or procedures.

 Security issues addressed formally in course e-learning design and (re)development 
plans and procedures by presumption of security in core infrastructure without validation 
required.

 Security issues addressed formally in course e-learning design and (re)development plans 
or procedures and formal testing and validation required prior to project completion.

     
Integrity and validity of digital information is regularly monitored.

 No monitoring of digital information integrity and validity apparent.

 Informal or infrequent monitoring of digital information integrity and validity, or 
information collected but not reported.

 Formal monitoring of digital information integrity and validity undertaken of core systems 
only, or reported incompletely or irregularly.

 Formal, systematic and regular monitoring and reporting of digital information integrity 
and validity undertaken of all information stored in all e-learning systems.

O4 Digital information use is guided by an institutional information integrity plan
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Learning is consistently placed first in the literature when considering educational technology. 
Many studies and synopses of e-learning principles commence with a review of pedagogical 
concepts. “Choice and use of technology are absolutely dependent on beliefs and assumptions 
about the nature of knowledge, how our subject discipline should be taught, and how students 
learn”. Many different pedagogical models have been proposed to guide the design and delivery 
of effective e-learning, the key aspect however is the need to have a clear intent to guide the 
selection of technologies and pedagogies.

Evidence of capability in this process is seen in definition and use of an explicit course or 
programme e-learning development plan. This plan should be formally developed and endorsed 
by the institutional leadership. Alignment with institutional strategies and plans is essential as is 
the consideration of business issues such as risk assessments and quality assurance. Teaching staff 
should be supported in both the development of plans and their application in specific contexts.

Process O5.
E-learning initiatives are guided by explicit development plans

Assessment Practices Sources and Evidence

E–learning initiative plans are analysed for potential reuse. 

 No apparent analysis or reuse of e–learning project and initiative development plans.

 Informal and/or infrequent analysis and/or reuse of e–learning project and initiative 
development plans.

 Analysis of e–learning project and initiative development plans undertaken formally in 
response to failure of that project or initiative.

 Analysis and reuse of e–learning project and initiative development plans undertaken 
formally in response to experience with successful and unsuccessful e-learning 
initiatives using related technologies or pedagogies.

E–learning initiative plans are regularly reviewed across all courses and programmes using similar technology or pedagogies to ensure consistency and 
effectiveness.

 No apparent reviews of e–learning project and initiative development plans.

 Informal or infrequent reviews of e–learning project and initiative development plans.
 Formal reviews of e–learning project and initiative development plans undertaken 
regularly but without regard to specific technologies or pedagogies in use.

 Formal reviews of e–learning project and initiative development plans undertaken 
regularly and systematically to compare and improve the use of specified e-learning 
technologies and/or pedagogies.

Information on the success or failure of e-learning initiative development plans is regularly monitored.

 No monitoring of the success or failure of e-learning initiative development plans.

 Limited, inconsistent or informal monitoring of the success or failure of e-learning 
initiative development plans, or information collected but not reported.

 Formal, independent, monitoring of the success or failure of e-learning initiative 
development plans conducted irregularly or only covers some initiatives, or reported 
incompletely or irregularly.

 Formal, independent, monitoring and regular reporting of the success or failure of all 
e-learning initiative development plans.

Feedback collected regularly from students regarding e-learning initiative development plans.

 No feedback collected from students on the effectiveness of the e-learning initiative 
development plans.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all e-learning projects 
and initiatives or not collected regularly from all e-learning initiative development plans, 
or reported incompletely or irregularly.

 Formal, independent, student feedback regarding the effectiveness of initiative 
development plans collected and reported regularly from all staff involved in e-learning 
delivery and support.

Feedback collected regularly from staff regarding e-learning initiative development plans.

 No feedback collected from staff on the effectiveness of the e-learning initiative 
development plans.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all e-learning projects 
and initiatives or not collected regularly from all e-learning initiative development plans, 
or reported incompletely or irregularly.

 Formal, independent, staff feedback regarding the effectiveness of initiative 
development plans collected and reported regularly from all staff involved in e-learning 
delivery and support.
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Assessment Practices Sources and Evidence

See also: O9 (3)

Institutional policy requires formal linkages between e-learning initiative plans and an overarching institutional plan.

 No apparent requirement for e-learning initiative development plans to link to 
overarching institutional plan.

 Informal, inconsistent or outdated links between e-learning initiative development plans 
and overarching institutional plan.

 E-learning initiative development plans link to the overarching institutional plan in 
general or non-specific ways.

 E-learning initiative development plans link to the overarching institutional plan formally 
and systematically, with explicit linkages to institutional goals and outcomes required.

See also: O2 (3) & 
O9 (3)

Staff are provided with support resources (including training, guidelines and examples) on how to link e-learning initiative development plans with 
institutional e-learning strategic plans.

 No training, guidelines or examples of how to link e-learning initiative development plans 
with institutional e-learning strategic plans provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted, or they fail to cover the full 
range of e-learning technologies and pedagogies in use.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
that cover the full range of e-learning technologies and pedagogies in use, and with the 
requirement that they be used prior to the creation of e-learning initiative development 
plans.

Allocation of resources for e-learning design and (re)development is aligned with course and programme e-learning development plans.

 No linkage between resource allocation procedures for e-learning design, (re)development 
and delivery, and course and programme e-learning development plans.

 Informal, inconsistent or outdated linkage with course and programme e-learning 
development plans included in the procedures for allocating resources for e-learning 
design, (re)development and delivery.

 Formal, but generic, linkages between resource allocation procedures and course and 
programme e-learning development plans.

 Formal, explicit and systematic linkages between resource allocation procedures and 
course and programme e-learning development plans.

Teaching staff are formally involved in the creation and review of e-learning initiative development plans.

 No apparent involvement of teaching staff in the (re)development of e-learning initiative 
development plans.

 Informal or inconsistent involvement of teaching staff in the (re)development of e-
learning initiative development plans.

 Teaching staff able to comment or provide feedback during the (re)development of 
e-learning initiative development plans.

 Teaching staff formally and directly involved in the (re)development of e-learning 
initiative development plans.

Students are formally involved in the creation and review of e-learning initiative development plans.

 No apparent involvement of students in the (re)development of e-learning initiative 
development plans.

 Informal or inconsistent involvement of students in the (re)development of e-learning 
initiative development plans.

 Students able to comment or provide feedback during the (re)development of e-learning 
initiative development plans.

 Students formally and directly involved in the (re)development of e-learning initiative 
development plans.

E-learning initiative development plans formally link decisions with the institutional e-learning strategies and associated operational plans.

 No evidence of consideration of institutional e-learning strategies and associated 
operational plans in e-learning initiative development planning activities.

 Inconsistent or informal consideration of institutional e-learning strategies and associated 
operational plans in e-learning initiative development planning activities.

 E-learning initiative development plans formally consider institutional e-learning 
strategies and policies without explicitly linking those strategies and associated 
operational plans with all relevant decisions. 

 E-learning initiative development plans formally and consistently link institutional e-
learning strategies and associated operational plans with key decisions as an explicit 
part of standard procedures.

     
E-learning technology and pedagogy decisions are guided by an explicit e-learning development plan. 

 No evidence of course and programme e-learning development plans in the selection of 
e-learning technologies and pedagogies.

 Inconsistent or informal use of course and programme e-learning development plans in 
the selection of e-learning technologies and pedagogies.

 E–learning design and (re)development activities reference in general or non-specific 
ways course and programme e-learning development plans when selecting e-learning 
technologies and pedagogies. 

 E–learning design and (re)development activities formally and systematically reference 
course and programme e-learning development plans when selecting e-learning 
technologies and pedagogies.

O5 E-learning initiatives are guided by explicit development plans
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The use of e-learning is sufficiently unfamiliar to many students, and the range of possibilities so 
diverse, that it is important to warn students and provide them with opportunities to familiarise 
themselves with what to expect. Many students will need to make particular arrangements so they get 
the most benefit from e-learning. Supplying them with the information in advance ensures that they 
will not be forced to withdraw at a later date, or struggle to raise their technology skills while trying 
to learn the course content. It cannot, however, be assumed that students will adopt new technologies 
without the availability of comprehensive training based on systematic planning that recognises 
required skill levels: “Students need to learn how to learn with the new technologies [and] Institutions 
should…articulate concrete IT learner competencies and literacy for students”.

Evidence of capability in this process is seen with the publishing of clear statements describing 
the use of various media and technologies and the requirements this will impose on students. 
This description should also provide access to any support information or documentation. All of 
this information should be provided for students in public course listings or catalogues prior to 
enrolment and also in enrolment packs. Policy should require that this information be provided 
and maintained. Institutional guidelines should set in place how teaching and administrative staff 
communicate standard technologies and media used in courses. Instructions for use, minimum 
requirements, and support of standard technologies should be provided and maintained through a 
central repository linked to the course requirements statement.

Process O6.
Students are provided with information on e-learning technologies prior to starting courses

Assessment Practices Sources and Evidence

Information on the effectiveness of institutional standards for providing students with technology and media expectations guides the (re)development of 
those standards.

 No use of information on the effectiveness of institutional standards for providing students 
with technology and media expectations during (re)development of the standards.

 Informal and inconsistent use of information on the effectiveness of institutional standards 
for providing students with technology and media expectations during (re)development of 
the standards.

 Information on the effectiveness of institutional standards for providing students with 
technology and media expectations explicitly guides (re)development of the standards, 
but is treated as subordinate to technical goals, or not linked to decisions regarding the 
standards.

 Information on the effectiveness of institutional standards for providing students with 
technology and media expectations explicitly guides (re)development of the standards and 
is formally linked to decisions regarding the standards.

See also: O7 (5)

Information on student preparedness for e-learning guides the allocation of support resources for e-learning initiatives.

 No use of information on student preparedness for e-learning during e-learning support 
planning.

 Informal and inconsistent use of information on student preparedness for e-learning 
during institutional e-learning support planning activities.

 Information on student preparedness for e-learning explicitly guides institutional e-
learning support planning, but is treated as subordinate to technical goals, or not linked 
to resource allocation decisions.

 Information on student preparedness for e-learning explicitly guides institutional e-
learning support planning and is formally linked to resource allocation decisions.

Students’ abilities to comply with e-learning technology and media expectations are regularly monitored.

 No monitoring of students’ abilities to comply with the technology and media expectations.

 Limited, inconsistent or informal monitoring of students’ abilities to comply with the 
technology and media expectations, or reported incompletely or irregularly.

 Formal, independent, monitoring of students’ abilities to comply with the technology 
and media expectations collected only in some courses, or reported incompletely or 
irregularly.

 Formal, independent, measures of students’ abilities to comply with the technology and 
media expectations collected from all e-learning courses.

Feedback collected regularly from students regarding problems with technology and media that are not addressed in the provided course descriptions.

 No feedback collected from students regarding problems with technology and media that 
are not addressed in the provided course descriptions.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all technologies and 
media provided or not collected regularly from all courses using the facilities, or reported 
incompletely or irregularly.

 Formal, independent, student feedback regarding problems with technology and media 
collected and reported regularly from all e-learning courses.

Feedback collected regularly from staff regarding problems with student use of technology and media that are not addressed in the provided course descriptions.

 No feedback collected from staff regarding student problems with technology and media 
that are not addressed in the provided course descriptions.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all technologies and 
media provided to students or not collected regularly from all staff involved in e-learning 
course delivery and support, or reported incompletely or irregularly.

 Formal, independent, staff feedback regarding student problems with technology and 
media collected and reported regularly from all staff involved in e-learning course delivery 
and support.
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Assessment Practices Sources and Evidence

Standards for communicating e-learning technology requirements are defined for use in all course documentation. 

 No standards for communicating the instructions and requirements regarding electronic 
media and technologies are defined.

 Standards for communicating the instructions and requirements regarding electronic 
media and technologies are incomplete, informal or fail to cover the range of media, 
technologies or publication channels in use.

 Standards for communicating the instructions and requirements regarding electronic 
media and technologies are defined for the range of media, technologies or publication 
channels in use however compliance incomplete or not required.

 Standards for communicating the instructions and requirements regarding electronic 
media and technologies are defined for the range of media, technologies or publication 
channels in use with compliance required.

See also: O7 (3)

Teaching staff are provided with course documentation templates and examples explaining to students how to make effective use of e-learning technologies.

 No examples or templates provided to teaching staff explaining to students how to make 
effective use of e-learning technologies and media.

 Informal, incomplete or outdated examples or templates provided to teaching staff 
explaining to students how to make effective use of e-learning technologies and media.

 Examples and/or templates provided to teaching staff explaining to students how to 
make effective use of some e-learning technologies and media in use.

 Regularly updated and maintained examples and/or templates provided to teaching staff 
explaining to students how to make effective use of all available e-learning technologies 
and media.

Course documentation describes the e-learning technologies used.

 Course outlines and descriptions do not contain any information on the technologies and 
media which will be used.

 Course outlines and descriptions contain outdated, incomplete or informal information 
and/or procedures regarding the technologies and media which will be used.

 Course outlines and descriptions contain information and procedures on some of 
the technologies and media or information on particular technologies and media is 
unnecessarily inconsistent or different in different courses.

 Course outlines and descriptions contain consistent information on the technologies and 
media, and procedures for their use.

See also: L3 (1) & 
O7 (1)

E–learning technology practice sessions or tutorials organised and provided to all students as part of the course.

 No opportunities for students to practice with e-learning technologies and pedagogies 
provided.

 Limited or informal opportunities for students to practice with e-learning technologies 
and pedagogies provided after commencement of the course.

 Formal opportunities for students to practice with e-learning technologies and 
pedagogies provided after commencement of courses, or only cover some technologies 
and pedagogies or some courses.

 Formal opportunities for students to practice with all e-learning technologies and 
pedagogies provided prior to commencement of, and during delivery, all courses.

     
Promotional materials available to students prior to enrolment list e-learning instructions and requirements.

 Information available prior to enrolment does not contain any instructions and 
requirements for students describing e-learning technologies and pedagogies used in 
particular courses.

 Information available prior to enrolment contains outdated, incomplete or informal 
instructions and requirements for students describing e-learning technologies and 
pedagogies used in particular courses.

 Information available prior to enrolment contains instructions and requirements for 
students describing e-learning technologies and pedagogies used in particular courses 
in a format which is unnecessarily inconsistent or different in different courses.

 Information available prior to enrolment contains consistent and explicit instructions and 
requirements for students describing e-learning technologies and pedagogies used in 
particular courses.

See also: L3 (1) & 
O7 (1)

Courses include opportunities for students to practice with e-learning technologies and pedagogies.

 No opportunities for students to practice and prepare for e-learning technologies and 
pedagogies explicitly identified in the course materials available prior to commencement 
of the course.

 Limited or informal opportunities for students to practice and prepare for e-learning 
technologies and pedagogies explicitly identified in the course materials available prior 
to commencement of the course.

 Formal opportunities for students to practice and prepare for e-learning technologies and 
pedagogies explicitly identified in the course materials available prior to commencement 
of the course, but only cover some technologies and pedagogies or some courses.

 Formal opportunities for students to practice and prepare for e-learning technologies and 
pedagogies explicitly identified in the course materials available prior to commencement 
of the course.

O6 Students are provided with information on e-learning technologies prior to starting courses
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The term ‘e-learning’ encompasses a wide range of applications and activities, making confusion a 
real possibility. Because e-learning includes many different, and often new, technical and conceptual 
approaches, students need to be fully informed about why and how e-learning is being implemented and 
applied to their study programme, and what consequential benefits are available. Students’ approaches 
to learning and their perception of learning contexts are interconnected; it is therefore crucial to provide 
access to all relevant information about learning approaches and technologies to “[e]nsure that the 
logistics of the academic context allow students to study effectively and efficiently”.

Evidence of capability in this process is seen in the incorporation of clear statements describing the use of 
various media and technologies and the requirements that this will impose on students. This description 
should also provide access to any support information or documentation. All of this should be provided 
publicly for students prior to enrolment and preferably also in enrolment packs. Policy should require that 
this information be provided and maintained along with guidelines that demonstrate how to communicate 
information on the standard technologies and media used in courses. Instructions for the use and support 
of standard technologies should be provided and maintained through a central repository.

Process O7.
Students are provided with information on e-learning pedagogies prior to starting courses

Assessment Practices Sources and Evidence

See also: O6 (5)

Information on student preparedness for e-learning guides allocation of support resources for e-learning initiatives.

 No use of information on student preparedness for e-learning during e-learning support 
planning.

 Informal and inconsistent use of information on student preparedness for e-learning 
during institutional e-learning support planning activities.

 Information on student preparedness for e-learning explicitly guides institutional e-
learning support planning, but is treated as subordinate to technical goals, or not linked 
to resource allocation decisions.

 Information on student preparedness for e-learning explicitly guides institutional e-
learning support planning and is formally linked to resource allocation decisions.

Students’ compliance with the pedagogical expectations arising from e-learning is regularly monitored.

 No monitoring of students’ compliance with the pedagogical expectations arising from 
e-learning.

 Limited, inconsistent or informal monitoring of students’ compliance with the pedagogical 
expectations arising from e-learning, or information collected but not reported.

 Formal, independent, monitoring of students’ compliance with the pedagogical 
expectations arising from e-learning conducted incompletely or irregularly, or reported 
incompletely or irregularly.

 Formal, independent, monitoring and reporting of students’ compliance with pedagogical 
expectations arising from e-learning conducted in all e-learning courses.

Feedback collected regularly from students regarding the clarity and utility of the information provided.

 No feedback collected from students regarding the clarity and utility of the supplied 
information.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all information 
provided or not collected regularly from all e-learning courses, or reported incompletely 
or irregularly.

 Formal, independent, student feedback regarding the clarity and utility of the supplied 
information collected and reported regularly from all e-learning courses.

Feedback collected regularly from staff regarding the clarity and utility of the information provided.

 No feedback collected from staff regarding the clarity and utility of the supplied 
information.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all information provided or 
not collected regularly from all staff involved in e-learning course delivery and support, or 
reported incompletely or irregularly.

 Formal, independent, staff feedback regarding the clarity and utility of the supplied information 
collected and reported regularly from all staff involved in e-learning course delivery and support.

Standards for communicating the pedagogical rationale for e-learning technology requirements are defined for use in all course documentation.

 No standards for communicating the pedagogical rationale for e-learning technology 
requirements of courses and programmes are defined.

 Standards are incomplete, informal or fail to cover the range of technologies or 
pedagogies in use.

 Standards are defined for the range of technologies and pedagogies in use however 
compliance incomplete or not required.

 Standards are defined for the range of technologies and pedagogies in use with 
compliance required.

See also: O6 (3)

Teaching staff are provided with course documentation templates and examples explaining to students how to make effective use of e-learning technologies.

 No examples or templates provided to teaching staff explaining to students how to make 
effective use of e-learning technologies and media.

 Informal, incomplete or outdated examples or templates provided to teaching staff 
explaining to students how to make effective use of e-learning technologies and media.

 Examples and/or templates provided to teaching staff explaining to students how to 
make effective use of some e-learning technologies and media in use.

 Regularly updated and maintained examples and/or templates provided to teaching staff 
explaining to students how to make effective use of all available e-learning technologies 
and media.

Teaching staff are provided with support resources (including training, guidelines and examples) on supporting student e-learning skill acquisition.

 No training, guidelines or examples provided to teaching staff on supporting students 
using e-learning technologies and pedagogies.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
with the requirement that they be used prior to designing, (re)developing or delivering 
e-learning courses.
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Assessment Practices Sources and Evidence

See also: L7 (2)

Course documentation describes the e-learning pedagogies used.

 Course documentation does not contain any information on the e-learning pedagogies 
which will be used.

 Course documentation contains outdated, incomplete or informal information and/or 
procedures regarding the e-learning pedagogies which will be used.

 Course documentation contains information on particular e-learning pedagogies that is 
unnecessarily inconsistent or different in different courses.

 Course documentation contains consistent information on the e-learning pedagogies, 
and procedures for their use.

See also: L1 (2) & 

D3 (2)

Learning objectives guide e–learning design and (re)development decisions regarding technology and pedagogy.

 No evidence of learning objectives in design and (re)development documents and 
planning activities.

 Inconsistent or informal use of learning objectives in design and (re)development 
documents and planning activities.

 E–learning design and (re)development activities reference learning objectives for most, 
but not all, projects and activities.

 E–learning design and (re)development activities formally and consistently reference learning 
objectives in selecting and implementing e-learning technologies and pedagogies used.

See also: L3 (1) & 
O6 (2)

E–learning skills practice sessions or tutorials organised and provided to all students as part of the course.

 No opportunities for students to practice with e-learning technologies and pedagogies 
provided.

 Limited or informal opportunities for students to practice with e-learning technologies 
and pedagogies provided after commencement of the course.

 Formal opportunities for students to practice provided after commencement of courses, 
or only cover some technologies and pedagogies or some courses.

 Formal opportunities for students to practice with all e-learning technologies and 
pedagogies provided prior to commencement of, and during delivery, all courses.

     
Promotional materials available to students prior to enrolment describe e-learning pedagogies.

 Information available prior to enrolment does not contain any information on the pedagogical 
rationale for e-learning approaches and technologies used in particular courses.

 Information available prior to enrolment contains outdated, incomplete or informal 
instructions and requirements for students describing the pedagogical rationale for 
e-learning approaches and technologies used in particular courses.

 Information available prior to enrolment contains the pedagogical rationale for e-
learning approaches and technologies used in particular courses in a format which is 
unnecessarily inconsistent or different in different courses.

 Information available prior to enrolment contains consistent and explicit descriptions of the 
pedagogical rationale for e-learning approaches and technologies used in particular courses.

See also: L1 (1), L8 (1) 
& D3 (2)

Activities requiring the use of particular media and technologies clearly link the requirements with the stated learning outcomes of the course and activity.

 No use of learning objectives apparent in the course information supplied to students 
beyond a formal statement or description.

 Learning activities contain implicit, incomplete and inconsistent linkages between course 
learning objectives and the use of particular media and technologies.

 Most, but not all, learning activities contain explicit linkages between  the use of 
particular media and technologies, and the course learning objectives or restate learning 
objectives using different wording.

 Formal statement of course learning objectives clearly and explicitly linked with the use 
of particular media and technologies in all learning activities using consistent language.

See also: L3 (1) & 
O6 (1)

Courses include opportunities for students to practice with e-learning technologies and pedagogies.

 No opportunities for students to practice and prepare for e-learning technologies and 
pedagogies explicitly identified in the course materials available prior to commencement 
of the course.

 Limited or informal opportunities for students to practice and prepare for e-learning 
technologies and pedagogies explicitly identified in the course materials available prior 
to commencement of the course.

 Formal opportunities for students to practice and prepare explicitly identified in the 
course materials available prior to commencement of the course, but only cover some 
technologies and pedagogies or some courses.

 Formal opportunities for students to practice and prepare explicitly identified in the 
course materials available prior to commencement of the course.

O7 Students are provided with information on e-learning pedagogies prior to starting courses
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The expanding integration of the institutional systems environment is increasing the 
pedagogical and operational complexity of e-learning. But it is also enabling the provision 
of accurate, consistent, complete, and timely administrative information for students. 
It is important to provide institutional support for students that extends beyond online 
learning to include: “registration, financial aid, the library, the bookstore, advisors, student 
organizations and virtual communities”. Consistent, clear information on the administrative 
aspects of courses ensures that staff are able to focus on teaching aspects rather than details 
of enrolment, and also ensures that students are clear on the focus and can ensure that they 
are properly prepared for study.

Evidence of capability in the process is seen in clear documentation, complying with 
a consistent institutional template, setting out the course and institution administrative 
information. Policy should require that this information be accurate, regularly reviewed and 
provided to students in advance of enrolment. Templates should be provided to ensure a 
consistent organisation and content. Elements that are standard to all courses should use 
wording prescribed by policy. 

Process O8.
Students are provided with administration information prior to starting courses

Assessment Practices Sources and Evidence

Information from student feedback guides allocation of resources for administrative support services.

 No use of information from student feedback during administrative support planning.

 Informal and inconsistent use of information from student feedback during administrative 
support planning activities.

 Information from student feedback explicitly guides administrative support planning, but 
is treated as subordinate to administrative goals, or not linked to resource allocation 
decisions.

 Information from student feedback explicitly guides administrative support planning and 
is formally linked to resource allocation decisions.

Student and staff communication plans incorporated into any new administration procedures.

 No apparent staff or student communication plans.

 Communication with staff and/or students handled informally and as a consequence of 
other activities.

 New administrative procedures communicated formally to staff and students when deployed.

 New administrative procedures communicated formally to staff and students during 
development as well as when deployed.

Students’ compliance with the administrative requirements of the course and institution is regularly monitored.

 No monitoring of students’ compliance with the administrative requirements of the 
course and institution.

 Limited, inconsistent or informal monitoring of students’ compliance with the 
administrative requirements of the course and institution, or information collected but 
not reported.

 Formal, independent, monitoring of students’ compliance with the administrative 
requirements of the course and institution conducted incompletely or irregularly, or 
reported incompletely or irregularly.

 Formal, independent, monitoring and reporting of students’ compliance with the 
administrative requirements of the course and institution conducted in all e-learning 
courses.

Feedback collected from students on the clarity and utility of the supplied administrative information.

 No feedback collected from students regarding the clarity and utility of the supplied 
administrative information.

 Limited, inconsistent or informal student feedback collected, or feedback collected but 
not reported.

 Formal, independent, student feedback collected on some but not all administrative 
information provided or not collected regularly from all e-learning courses, or reported 
incompletely or irregularly.

 Formal, independent, student feedback regarding the clarity and utility of the supplied 
administrative information collected regularly from all e-learning courses.

Feedback collected from staff on the clarity and utility of the supplied administrative information.

 No feedback collected from staff regarding the clarity and utility of the supplied 
administrative information.

 Limited, inconsistent or informal staff feedback collected, or feedback collected but not 
reported.

 Formal, independent, staff feedback collected on some but not all administrative 
information provided or not collected regularly from all staff involved in e-learning course 
delivery and support, or reported incompletely or irregularly.

 Formal, independent, staff feedback regarding the clarity and utility of the supplied 
administrative information collected regularly from all staff involved in e-learning course 
delivery and support.
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Assessment Practices Sources and Evidence

Standards for communicating the administrative requirements of the course and institution are defined for use in all course documentation.

 No Standards for communicating the administrative requirements of the course and 
institution are defined.

 Standards for communicating the administrative requirements of the course and 
institution are incomplete, or informal.

 Standards for communicating the administrative requirements of the course and 
institution are defined however compliance incomplete or not required.

 Standards for communicating the administrative requirements of the course and 
institution are defined with compliance required.

Staff are provided with support resources (including training, guidelines and examples) in supporting student compliance with administrative 
requirements.

 No training, guidelines or examples provided to staff on supporting students with 
administrative concerns.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted.

 Detailed and specific training, guidelines and examples provided to all staff with the 
requirement that they be used prior to involvement with the delivery of e-learning 
courses.

Course documentation provides the administrative requirements of the course and institution.

 Course documentation does not contain any information on the administrative 
requirements of the course and institution.

 Course documentation contains outdated, incomplete or informal information on the 
administrative requirements of the course and institution.

 Course documentation contains information on the administrative requirements of 
the course and institution which is unnecessarily inconsistent or different in different 
courses.

 Course documentation contains consistent information on the administrative 
requirements of the course and institution.

     
Promotional materials available to students prior to enrolment list administrative requirements.

 Information available prior to enrolment does not contain any information on the 
administrative requirements and procedures that apply to students.

 Information available prior to enrolment contains outdated, incomplete or informal 
descriptions of the administrative requirements and procedures that apply to students.

 Information available prior to enrolment contains the administrative requirements and 
procedures that apply to students in a format which is unnecessarily inconsistent or 
different in different courses.

 Information available prior to enrolment contains consistent and explicit descriptions of 
the administrative requirements and procedures that apply to students.

O8 Students are provided with administration information prior to starting courses
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E–learning is an educational evolution, rather than an add-on. It requires a complementary approach 
to the integration of its manifold, complex, and dynamic elements and processes into institutional 
strategies and plans. The influence of information and communication technology (ICT) on the 
reconceptualisation of higher education organisation, administration, and teaching and learning, has 
been apparent for some time. E-learning policy significantly affects institutional change beginning 
with “organizational redevelopment (whether formally through staffing structures or informally 
through locally negotiated changes in staff roles)”. 

Evidence of capability in the process is seen through the alignment of e-learning investments 
with institutionally developed and endorsed e-learning strategies and technology plans. Important 
elements include a formal business development plan along with a detailed risk assessment and 
mitigation strategy. All staff involved in the design, (re)development and delivery of e-learning 
projects and initiatives need to be involved in the development of these plans and strategies and 
fully aware of the implications for their own work. The plans and strategies need to be dynamic 
documents building on a growing evidence base of locally relevant initiatives and projects linked 
with formal reviews, evaluations and quality assurance outcomes.

Process O9.
E-learning initiatives are guided by institutional strategies and operational plans

Assessment Practices Sources and Evidence

Information on the outcomes of e-learning initiatives guides reuse of e-learning strategic planning and management documents. 

 No apparent analysis or reuse of e–learning strategies and management documents.

 Informal and/or infrequent analysis and/or reuse of e–learning strategies and 
management documents.

 Analysis of e–learning strategies and management documents undertaken formally in 
response to failure of that project or initiative.

 Analysis and reuse of e–learning strategies and management documents undertaken 
formally in response to experience with successful and unsuccessful e-learning 
initiatives using related technologies or pedagogies.

Information on the outcomes of e-learning initiatives guides regular (re)assessment of the effectiveness of governance and management mechanisms.

 No assessment of the effectiveness of e-learning governance and management 
mechanisms apparent.

 Inconsistent, informal and variable use of available information on the outcomes of 
e-learning projects and initiatives when assessing the effectiveness of governance and 
management mechanisms.

 Assessment of the effectiveness of e-learning governance and management 
mechanisms undertaken using limited summaries of the outcomes of e-learning projects 
and initiatives prepared by involved staff.

 Assessment of the effectiveness of e-learning governance and management 
mechanisms undertaken using systematic and independent assessments of the 
outcomes of e-learning projects and initiatives.

Success or failure of e-learning initiatives in supporting the achievement of strategy and business goals is regularly monitored.

 No monitoring of the success or failure of e-learning projects and initiatives in achieving 
strategic or business goals of the programme or institution.

 Limited, inconsistent or informal monitoring of the success or failure of e-learning 
projects and initiatives in achieving strategic or business goals of the programme or 
institution.

 Formal, independent, monitoring of the success or failure of e-learning projects and 
initiatives in achieving strategic or business goals of the programme or institution, but 
reported incompletely or irregularly.

 Formal, independent, monitoring and reporting of the success or failure of all e-learning 
projects and initiatives in achieving strategic or business goals of the programme or 
institution.

Feedback collected regularly from students regarding the strategic and operational e-learning goals of the institution.

 No feedback collected from students on the strategic and operational e-learning goals 
of the institution.

 Limited, inconsistent or informal student feedback collected on the strategic and 
operational e-learning goals of the institution, or feedback collected but not reported.

 Formal, independent, student feedback collected on the strategic and operational 
e-learning goals of the institution, but not from all e-learning courses, , or reported 
incompletely or irregularly.

 Formal, independent, student feedback on the strategic and operational e-learning 
goals of the institution collected and reported from all e-learning courses.

Feedback collected regularly from staff regarding the strategic and operational e-learning goals of the institution.

 No feedback collected from staff on the strategic and operational e-learning goals of the 
institution.

 Limited, inconsistent or informal staff feedback collected on the strategic and 
operational e-learning goals of the institution, or feedback collected but not reported.

 Formal, independent, staff feedback collected on the strategic and operational e-
learning goals of the institution but not from all staff involved in e-learning course 
delivery and support, or reported incompletely or irregularly.

 Formal, independent, staff feedback on the strategic and operational e-learning goals of 
the institution collected and reported from all staff involved in e-learning course delivery 
and support.

Financial costs and benefits of e-learning projects and initiatives regularly monitored.

 No monitoring of the financial costs and benefits of e-learning projects and initiatives.

 Limited, inconsistent or informal monitoring of the financial costs and benefits of e-
learning projects and initiatives, or information collected but not reported.

 Formal, independent, monitoring of the financial costs and benefits of e-learning projects 
and initiatives, but the information is reported incompletely or irregularly.

 Formal, independent, and regular monitoring and reporting of the financial costs and 
benefits of e-learning projects and initiatives.
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Assessment Practices Sources and Evidence

See also: O5 (3)

Institutional policy requires formal linkages between e-learning initiative plans and an overarching institutional plan.

 No apparent requirement for e-learning initiative development plans to link to 
overarching institutional plan.

 Informal, inconsistent or outdated links between e-learning initiative development plans 
and overarching institutional plan.

 E-learning initiative development plans link to the overarching institutional plan in 
general or non-specific ways.

 E-learning initiative development plans link to the overarching institutional plan formally 
and systematically, with explicit linkages to institutional goals and outcomes required.

See also: O2 (3) & 
O5 (3)

Staff are provided with support resources (including training, guidelines and examples) on how to link e-learning initiative development plans with 
institutional e-learning strategic plans.

 No training, guidelines or examples of how to link e-learning initiative development 
plans with institutional e-learning strategic plans provided to teaching staff.

 Limited or non-specific training, guidelines and examples provided for the optional use 
of staff.

 Detailed and specific training, guidelines and examples provided but attendance and 
use are optional and not actively encouraged and promoted, or they fail to cover the full 
range of e-learning technologies and pedagogies in use.

 Detailed and specific training, guidelines and examples provided to all teaching staff 
that cover the full range of e-learning technologies and pedagogies in use, and with the 
requirement that they be used prior to the creation of e-learning initiative development 
plans.

See also: O2 (2)

Staff with experience in e-learning are formally involved in the (re)development of institutional learning and teaching strategies and policies.

 No apparent involvement of staff in the (re)development of institutional learning and 
teaching strategies and policies.

 Informal or inconsistent involvement of staff in the (re)development of institutional 
learning and teaching strategies and policies.

 Staff able to comment or provide feedback during the (re)development of institutional 
learning and teaching strategies and policies.

 Staff formally and directly involved in the (re)development of institutional learning and 
teaching strategies and policies.

See also: D1 (2) & 
S5 (2)

Staff are recognised and rewarded for their engagement with innovative e-learning initiatives.

 No recognition of individual staff involvement in e-learning initiatives.

 Informal, inconsistent or insignificant recognition of individual staff involvement in e-
learning initiatives.

 Formal, but generic or minor, recognition of individual staff involvement in e-learning 
initiatives.

 Formal and significant recognition of individual staff involvement in e-learning initiatives.

See also: O2 (2)

Students are formally involved in the (re)development of institutional strategies and policies involving e-learning.

 No apparent involvement of students in the (re)development of institutional learning and 
teaching strategies and policies involving e-learning.

 Informal or inconsistent involvement of students in the (re)development of institutional 
learning and teaching strategies and policies involving e-learning.

 Students able to comment or provide feedback during the (re)development of 
institutional learning and teaching strategies and policies involving e-learning.

 Students formally and directly involved in the (re)development of institutional learning 
and teaching strategies and policies involving e-learning.

Support for e-learning projects and initiatives is formally linked to strategic and operational outcomes.

 No linkage between support for e-learning projects and initiatives, and institutional 
e-learning strategic and operational outcomes.

 Informal, inconsistent or outdated linkage with institutional e-learning strategic and 
operational outcomes included in the criteria for allocating support for e-learning 
projects and initiatives.

 Formal, but generic, linkages between support for e-learning projects and initiatives and 
institutional e-learning strategic and operational outcomes.

 Formal, explicit and systematic linkages between support for e-learning projects and 
initiatives and institutional e-learning strategic and operational outcomes.

     
See also: O1 (3)

E-learning initiative resource allocation is explicitly linked to the institutional e-learning strategies and technology plans.

 No linkage between resource allocation for e-learning design, (re)development and 
delivery, and institutional e-learning strategies and technology plans.

 Informal, inconsistent or outdated linkage with institutional e-learning strategies 
and technology plans included in the allocation of resources for e-learning design, 
(re)development and delivery.

 Formal, but generic, linkages between resource allocation and institutional e-learning 
strategies and technology plans.

 Formal, explicit and systematic linkages between resource allocation and institutional 
e-learning strategies and technology plans.

Strategic impact and contribution of e-learning technologies and projects is evident in institutional governance activities.

 No apparent impact of e-learning on institutional strategic and governance activities.

 Informal, inconsistent or outdated linkage between the use of e-learning and institutional 
strategic and governance activities.

 Formal, but generic, impact of the use of e-learning on institutional strategic and 
governance activities.

 Formal, explicit and systematic changes apparent in institutional strategic and 
governance activities as a consequence of the use of e-learning.

O9 E-learning initiatives are guided by institutional strategies and operational plans
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