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1 PROJECT GOAL

The overall goal of the project was to develop an iterative process for usability testing
to guide BCcampus as the services and functionality of the organization’s website and
portal grows.   In particular, our research focused on developing a means of evaluating
a key but often ignored aspect of usability:  satisfaction.

As the primary goal of this project was the development of a testing process and not
the collection and analysis of usability data, the scope of the testing was limited to
snapshots of key areas and functions of the website and portal that were functional at
the time of the test.  We did not attempt to evaluate the entire system.

2 RESEARCH OBJECTIVES

The project attempted to blend an Appreciative Inquiry approach with Discount
Usability principles to create a story-based, user-centered methodology that builds on
design successes rather than weaknesses.

2.1 Propositions

Several propositions related to usability research were explored during this project.
These included:

• The potential of Appreciative Inquiry to provide an effective framework for
collecting user stories to inform the development of scenarios and tasks for
usability testing;

• The suitability of Morae for usability testing by non-experts in a commercial
environment;

• The potential of scenarios and tasks in usability testing to generate valuable test
data;

• The appropriateness of assigning non-HCI experts to conduct Discount usability
testing.
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3 THEORETICAL FOUNDATIONS

3.1 Overview

To address the need to test effectiveness, efficiency and satisfaction, a mix of both
quantitative and qualitative approaches was necessary.

Satisfaction, a qualitative measure, is often regarded as a consequence of usability
rather than an attribute in its own right (Hassenzahl, et al. as cited in Crystal &
Kalyanaraman, 2004).  However, there is increasing recognition of the importance of
measuring not only users’ cognitive responses in usability testing, but also their
affective responses, to demonstrate usability (Tractinsky, Katz & Ikar as cited in Crystal
& Kalyanaraman, 2004).

With this in mind, we proposed a research methodology that evaluated usability
holistically, by measuring both performance and satisfaction.

To do this, we combined the theories described below into a two-part approach:

1. Identify what the learners really needed and wanted the website to do for them;

2. Test the system to see how well it met those requirements.

3.2 Usability

Usability is a measure of how easy a user interface is to use (Nielsen, 2003).  It is a
dynamic concept that has been evolving since the early years of research in Human-
Computer Interaction (HCI).  The ISO 9241 standard registered in 1998 specifies that
usability testing should measure three key attributes:  effectiveness, efficiency and
satisfaction.

These are defined as follows:

Effectiveness - The accuracy and completeness with which specified users can
achieve specified goals in particular environments.

Efficiency - The resources expended in relation to the accuracy and completeness
of goals achieved.
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Satisfaction - The comfort and acceptability of the work system to its users and
other people affected by its use (Dix, Finlay, Abowd, & Beale, 1997).

As part of the on-going work to refine our understanding of usability, researchers have
developed a broad repertoire of software and hardware tools to make usability testing
more accessible and manageable for those outside the HCI expert realm.  The growth of
such testing has also been encouraged by studies that suggests strong returns on
investment for usability testing; as well as major gains in user performance and
improved productivity (Rozanski & Haake, 2003).

Discount Usability was designed to address the potentially prohibitive costing of
carrying out large scale, detailed studies and has become a popular approach to testing
(Travis, 2003).

Essentially, Discount Usability relies on several heuristics that, when executed properly,
can provide an effective snapshot of issues and concerns with a piece of software or
website.

According to Nielsen’s calculations, testing just five users in this process can reveal 85%
of usability problems (Nielsen, 2000).  Three rounds of such testing (15 users total) can
reveal 100% of problems if design fixes are made after each round.

Mainstream usability tests websites from a performance perspective, ensuring that the
system meets the functional needs of all stakeholders, from system administrators to
other software components to end users.

However, such testing tends to focus on task completion (efficiency and effectiveness),
at the expense of discovering whether or not the site meets the real needs of actual
users (satisfaction).
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3.3 Appreciative Inquiry

Most usability testing employs scenarios that are created by experts.  These narratives
are meant to describe cases that represent the manner in which the experts believe
representative users use the system.  However, there are several weaknesses to this
approach.  One is that such scenarios typically focus only on finding problems and not
on discovering the strengths of the system - what is working.  Another potential
problem is that real users often have unknown expectations of a specific website and
may not use it in the manner designers expect.

Appreciative Inquiry (AI) is a qualitative, action-research methodology that was
developed in the mid-1980’s by Dr. David Cooperrider, Suresh Srivastva and their
colleagues in the Weatherhead School of Management at Case Western Reserve
University in Cleveland, Ohio.  Their theory challenges traditional problem-solving
approaches to management and change.

AI offers a methodology that facilitates the collection of stories from real users to
inform the design of scenarios for testing.  These stories describe peak experiences in
situations directly relevant to their goals in using the website and portal.  Working
with these stories, users generate a series of positive statements that describe what
they want more of.  Since these statements are grounded in real experience and
history, people know how to repeat their success.

AI is often described as a four-stage process: Discover, Dream, Design, Destiny
(Cooperrider & Whitney, 2000; Corporation for Positive Change, 2005; Fitzgerald,
Murrell, & Miller, 2003).

• Discover.  Collect details of stories from participants about peak experiences and
values.  Identify common themes that relate to the source of energy in the
stories and represent the best of what is.

• Dream.  Explore these themes creatively to envision what is good about the
topic; what could be; what the participants want more of.

• Design.  Dialogue and innovate strategies on how to deliver on these
propositions; make choices about what should be to achieve the dream.

• Destiny.  Execute these strategies to build towards what will be.
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For the purposes of usability testing, AI offers several advantages.  In particular, it
facilitates the collection of real stories from real users for the development of scenarios
that emphasize what the users want as opposed to what designers believe they need.
It also focuses on developing the positive power of the website and portal, rather than
simply identifying and trying to solve problems.  With respect to user-centered design
philosophies, it re-affirms the value of face-to-face social inquiry.

3.4 Scenario-based Testing

The use of scenarios in usability testing is common as a way of describing how a
representative user might execute a task or achieve a goal within a specific context or
environment (Folmer, van Gurp, & Bosch, 2003; Rozanski & Haake, 2003).

Scenarios often appear in a format similar to film scripts and outline a story about how
a system or piece of software might be used by “actors” who are pursuing goals.   They
may be executed in conjunction with role-play, in which testers assume an actor’s
persona to play out a scenario for usability testing (Ware, 2005).

Cockburn (2001) deals with scenarios in depth.  He describes each object in a system as
often having one main storyline or success scenario that runs through it.

This main success scenario describes the way things should go during the execution of a
task.  Extensions or variations to this scenario describe alternative paths that may be
taken by a user, or situations that may occur.

Scenarios differ from use cases in that the latter tend to describe system functionality
in text or diagrams, whereas the former detail typical uses of the system as narrative.

Scenarios can be effective for translating abstract usability concepts into concrete and
testable stories (Rozanski & Haake, 2003).  For the purposes of this project, developing
plain text tasks and  scenarios as opposed to complex schematic or graphical use cases
facilitated the development of a testing process that we believe could be replicated by
non-usability experts.  As Cockburn reminds his readers, “Simple text is, therefore,
usually the best choice” (2001, p.1).
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3.5 Morae Usability Testing Software

Several commercial products are available to enable non-HCI experts to carry out
usability studies.  One of the most recent entries in the market is TechSmith’s Morae.
http://www.techsmith.com/products/morae/default.asp

Morae automatically records:

• Screen Video.  Any activity that is taking place on the user’s screen.

• Camera Video.  All of the user’s video through a USB web camera.

• Audio.  Original user audio through a microphone.

• Web Page Changes.  Browser events such as when and where a web page is
changed.

• Mouse Clicks.  Mouse events that include left, right and middle clicks.

• Keyboard Activity.  Every keystroke that the user makes.

• Window Events.  Window events such as the window/dialog getting focus,
opening, closing and resizing.

• Screen Text.  All text on the user’s screen during the period of the recording.

• Remote Viewer Input.  Markers that are entered from a remote location.

Morae also supports remote viewing for collaborative user experience testing; and it
provides built-in computation tools to measure binary measure of task completion,
time to task completion, number of clicks and errors encountered.

3.6 Circles

Circles have a long history of use for council, sharing, problem-solving, decision-making
and celebration; they have been part of every aspect of society.  The past few decades
have seen a revival of the use of Circles as people seek alternative ways to share
information and find solutions to the unique challenges of the third millennium.
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When they are facilitated with respect and openness, Circles offer a powerful forum for
conducting research that involves having participants take emotional risks by sharing
personal information and stories.  They empower those who participate in them, by
offering a safe, non-judgmental environment in which people may speak freely.  Circles
operate on a foundation of openness and mutual respect on the part of all the
participants (Baldwin, 1998).
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4 RESEARCH DESIGN

As mentioned previously, the focus of the research was on developing an effective
testing process as opposed to collecting detailed usability data.  The study design
included a pilot session with project staff to test the methodology, which was followed
by a detailed application of the methodology with five potential Visitors.

4.1 Process model

The model below represents the major steps followed during the experiment and data
collection.

Sample selection

Story collection

Task creation

Online usability test

Evaluation circle

Data analysis

4.2 Sample selection

Based on the principles of Discount Usability theory, the test used five “real” people
who represented potential Visitors. When this methodology is applied by BCcampus in
future, the test should include 3-5 users from each distinct demographic group of
potential users; and it should be executed  three times for an aggregate sample size of
15, as per Nielsen's usability calculations (2000).
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Although a 2003 survey identified  the largest group of registered students as 25-29
year olds, BCcampus principals indicated that potential users who are older than 30 and
relatively inexperienced with online transactions were of particular interest to them,
since they represent a growing demographic group that may be sensitive to usability
problems.  As such, for this particular test, we selected a combination of users from
these two groups.

We recruited five participants through advertisements placed in recreation centres,
grocery stores, libraries and educational institutions.  From the responses, we chose
four men and one woman.

We did pre-test interviews with each, to collect basic demographic data and to identify
their educational background and goals, as well as their experience online.

Two were visible minorities.  Four of the five were between the ages of 35 and 45.
None had completed any post-secondary programs.  They had a mixture of
competencies with computers and online.  All expressed an interest in possibly pursuing
online education in the future.  None had ever visited the BCcampus website.  They
were each paid $100 as an honorarium for their participation in the study.

For convenience and ready access to technical support, the testing was conducted at
the Surrey Campus of Simon Fraser University.

4.3 Story collection

The first session was a four hour Appreciative Inquiry Discover session, with all five
participants.  The session took place at SFU Surrey, in a  room that was bright,
comfortable and private.  The purpose was to collect the participants’ stories and draw
out themes from those stories that related to user satisfaction.

We used a Circle to conduct the Appreciative Inquiry.  A facilitator led the session. Two
other researchers recorded the audio  of the Circle digitally with a minidisc recorder and
took detailed notes.

Before calling the Circle, the facilitator took time to demystify the Circle for
participants.  She shared a brief history of Circles and cited related examples from our
everyday lives, such as family councils, girls’ night out dinners, guys’ weekends at the
cabin, workplace thinktanks and sports huddles .
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Once the Circle was established, the facilitator described the types of stories we were
seeking.  They related to three pre-defined themes; education, online transactions or
customer service.  In all three areas, we were looking for the participant’s peak or best
experiences.

To demonstrate, the facilitator started out by sharing a story of her own.  As the stories
began to flow, she teased out the pertinent details:  who was involved; what emotions
were evoked; why was it memorable; how did the participant contribute to making it a
peak experience?

To elicit positive energy, dreams, vision and stories, it is critical that the questions
posed during this phase be phrased using positive language.

During the process, the researchers recorded notes on  each storyteller’s energy; where
did s/he get most excited?  Where was the satisfaction most obvious?  What points did
s/he make over and over again?  What were some key adjectives s/he used?

After all the stories were collected, everyone took a short break.  During this time, the
researchers listed the stories that were told on one side of a white board. We recorded
this and all future whiteboard content with a digital camera.

When the group reconvened, the facilitator moved to the back of the room.  She then
invited the group to use to the white board themselves to re-visit the stories, to look
for commonalities.  What values, emotions, skills, attributes, elements did they share?
It was important here to keep the group on their feet, to keep the energy and ideas
flowing.

This brainstorming session was allowed to unfold organically.  The facilitator only
stepped in if/when the session stalled or got too far off track.

At the end of half an hour of brainstorming, the facilitator challenged the group to try
to identify half a dozen descriptors or values that best summarized the values they had
identified as important to them.  These results were recorded for use in the Evaluation
Circle session.
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4.4 Task creation

In the next step of the process, we intended to use the stories and themes collected
during the session described above to inform the development of tasks for usability
testing with the same five users. However, the features  available on the website and
portal during the time of testing were limited, especially for users coming to BCcampus
as Visitors.  As such, we decided to create tasks that would represent typical actions by
these five people. Whenever possible, we integrated elements of their stories or
personal goals were revealed during the storytelling and initial interviews.

We would then compare the participants’ experiences pursuing these tasks with the
values identified above in the Evaluation Circle, to attempt to measure satisfaction.

We wrote four tasks in total, that included actions common to first-time Visitors to the
site, as well as those that would be typical for registered students using the newly-
launched portal.

Each task was designed to take no more than 15 minutes. Three of the four could be
achieved in much less time by users familiar with the site.

The action steps described in the tasks were clear, but not so specific as to tell the
subjects exactly what to do.  Each task also contained a distinct end goal that was
measurable, which could help the participant determine her level of satisfaction with
the experience.

Once we had written the tasks, we tested them with users unfamiliar with the website,
to ensure that the instructions were clear and easy to follow, without giving too much
direction.

When the website and portal have more functionality, the tasks could be designed to
test the values identified during the storytelling session more specifically.  For example,
if personalization was an important value, the task could have the user attempt to
gather information or build a profile online, with the goal being to evaluate how well
the system supports her in that task.
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4.5 Online usability test

The second half of the usability test was held two weeks after the first.  This break was
scheduled to give the researchers time to analyze the storytelling data and write the
tasks.  As before,  the entire session lasted four hours.

We set the first part of this test up in one of the labs at SFU Surrey.  All five
participants worked in the same room; each had his own computer.  We ran the
Recorder component of Morae on all of the computers; each also had a Logitech
Quickcam Pro 4000 webcam with microphone set up for recording.  The browser we
used for the test was Internet Explorer.  We chose this because it is the only browser
for which Morae records web page changes.

Two researchers were in the lab to supervise the test and help the participants when
they had questions.  We recorded all of the test files on each computer’s local drives, to
minimize any potential disruptions from the network.  We also stopped and started
each recording after each task, to keep the recording file size small.  This also protected
us from losing the data from the entire session, in case we had any technical
difficulties.

Two additional researchers monitored the participants’ sessions remotely at a computer
outside the lab using Morae’s Remote Viewer.  They focused on one user in particular
and made notes that were streamed directly into her Morae recording files.

This set up required 1 full license of Morae (with the Manager, Recorder and Remote
Viewer components); plus four additional Recorder licenses.

The computer test part of the usability session lasted about 1.5 hours, including an
introduction and explanation of what the activities would entail.

All five participants were given the same tasks to complete.   They all started and
stopped at the same time.  When one of them finished before the 15 minutes were up,
he was directed to explore the Educational Planner and Financial Aid sections of the
website.  We asked each participant to make notes of information he had been
instructed to find, as well as anything he found interesting.

As much as possible, we let them work through the tasks on their own.  However,
when one of them got too far off track or became effectively stuck, we provided some
assistance to bring him back on task.
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4.6 Evaluation circle

This Dream and Design Appreciative Inquiry session was held in the same room as the
first session and was set up in the same way.  Once again, two other researchers were
present (in addition to the facilitator ) to operate the minidisc recorder and take notes.

The key themes/values identified during the first (Discover) session were already
written on the white board, to serve as a reference for the participants.

The final discussion took place in a Circle, with all the same formality as the first
session.  The facilitator chose not to use the talking stick this time.  However, this is
not recommended, as the participants tended to interrupt each other more and listen
less than in the first session.

Participants were encouraged to share their experiences, thoughts and feelings from
the computer testing session (Dream).  As before, the facilitator asked them to try to
focus on what worked instead of where the problems were.  The reasoning for this was
that the Morae analysis would identify most of the measurable usability problems.  The
purpose of this session was to attempt to measure satisfaction.

After an initial review of the computer test, the discussion turned to the values that
the participants had identified earlier as being important to them in such a situation.
They were asked to try to evaluate their experience with BCcampus in light of these
values.

They were then asked to offer their thoughts on how the website and portal could
better support these values – to try to envision what the site could be (Design).
Finally, they were asked to rate their satisfaction with BCcampus with respect to these
values on a scale from one to ten (poor to excellent).
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4.7 Data Analysis

The following table lists the source and type of data that were collected and analyzed
during the study.

SESSION DATA COLLECTED

Appreciative Inquiry Digital audio recordings on minidisc.

Appreciative Inquiry Digital photos of white board contents.

Appreciative Inquiry Handwritten notes.

Scenario Creation Tasks and task writer’s journal notes.

Usability Test 5 X Morae Recorder files.
• Webcam video.
• Microphone audio.
• Screen changes.
• Mouse clicks.
• Screen text.
• Cursor movement.
• Keystrokes.

Usability Test Researcher comments via Remote Viewer.

Evaluative Circle Digital audio recordings on minidisc.

Evaluative Circle Handwritten notes.
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5  USABILITY FINDINGS

As discussed earlier, we used Appreciative Inquiry and Circles to collect data on and
measure satisfaction.  The online usability test and recordings made with Morae were
analyzed for findings on efficiency and effectiveness.

5.1 Efficiency and Effectiveness

For the purposes of this report, six basic guidelines have been selected from the
usability literature as most representative of the efficiency and effectiveness issues
identified in the BCCampus website. These factors are: Constantine’s Visibility Principle,
Feedback Principle, and Tolerance Principle (Constantine, 1994); Neilsen’s Error
Prevention, Flexibility and efficiency of use (Neilsen, 1994), and general usability
guidelines for effective navigation.

5.1.1 Visibility Principle

Keep all needed options and materials for a given task visible without distracting
the user with extraneous or redundant information (Constantine & Lockwood,
1999).

Visibility minimally refers to parts of a system that are made obvious to the user. But
effective visibility for web design is more inclusive and should also ensure that the
presence and function of an object, such as a link, should be obvious to the user.
Visibility should also be judicious. This means that only parts of web site or information
and objects that are relevant to the user should be made visible. Excessive visibility
may overwhelm a user with its complexity; managing visibility may reduce the user’s
cognitive load.

There are good examples of visibility on the BCcampus site. For instance, the role-based
navigation on the home page constrains parts of the website to only those that are
relevant to the type of user - although a substantial amount of the content for a
“Visitor” and a “Student” is identical.
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There are also some instances where the presence of some parts of the website that are
not relevant to the user have interfered with its usability. For example, the links to
myBCcampus and Login to Courses are only relevant to those users who are currently
enrolled in particular courses. Our study identified these links as sources of navigation
errors for users who were only looking for preliminary information about courses
offered by BCcampus.

5.1.2 Feedback Principle

Keep users informed of actions or interpretations, changes of state of condition,
and errors or exceptions that are relevant and of interest to the user through
clear, concise, an unambiguous language familiar to users (Constantine &
Lockwood, 1999).

The four tasks chosen as the basis for this usability study were representative of tasks
that a typical user, in the role of a prospective student, might perform. These tasks
include taking a self-assessment quiz, information seeking and registering for a course.
The interactive nature of these tasks could have been enhanced with feedback.

For example, the self-assessment quiz has limited utility for the prospective student
other than providing a superficial assessment of their suitability for web-based
learning. Depending on the goal of the assessment it could be designed with a greater
degree of personalized feedback. The feedback would be customized to reflect the user
model and include advising them of programs or courses that match the current user
model.

This personalized approach could be extended to include feedback on general
information-seeking behaviour when the user has generated a default number of error
messages that indicate the current user model is experiencing difficulty using the
system. Feedback that recognizes the state of the user and offers more guidance to
support the user’s goals is central to providing excellence in customer service.

The final task used in the study required users to register in a course. This task
represented how basic system feedback is provided by the system. Upon completion of
the registration process users received a brief message confirming the registration
transaction. This interaction, as well as others with the system, could be more engaging
if the feedback were personalized and anticipated the user’s next requirement.
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For example, if the user has finished registering in a course the system could ask if the
user would like to register in another course and direct them to the appropriate
location in the process. These interactions, which are procedural, could include
graphical feedback in the form of a “You are here” flowchart to help orient the user as
to where they have been and where they will likely want to go next.

5.1.3 Tolerance Principle

This principle recommends that the system prevent errors whenever possible by
tolerating varied inputs and sequences and by interpreting all reasonable actions
reasonably. This is particularly relevant if the system must support the needs of users
with varying levels of experience. The study noted that the search feature did not
support “near-misses.” For example, one participant used the search term “online
learner course” but did not find any matching items. However, when the investigator
intervened and suggested removing the word “course” there were several hits.

5.1.4 Error Prevention

Design to minimize opportunities for user-error (Neilsen, 1994).

This general principle by Neilsen encompasses other rules and guidelines such as
constraints (restricting the possible actions that can be performed) and consistency
(design interfaces to have similar operations and use similar elements for similar tasks).

BCcampus has succeeded in addressing the principle of consistency. The graphical
elements and layout are consistent throughout the site and the functionality follows
web standards and conventions. Users quickly recognized the functionality of the left
navigation bar and typically returned to this part of the screen to locate information on
courses and programs.

However, as previously identified, some actions that resulted in errors are a
consequence of unrestricted access to the entire site. Limiting access could prevent
errors or more commonly, disorientation.
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For example, some novice users, while searching for information on an institutional
program would navigate away from the BCcampus site to the host institution. Once
there, the user would not access any information relevant to her current activity. In
one instance, the user clicked on a link to the BC Learning Marketplace and Expo and
tried to join the community. This “wandering off” to irrelevant information could be
avoided by minimizing the presence of external links to situations in which they are
pertinent to the task.

5.1.5 Flexibility and efficiency of use

Design to allow for individual differences in users' experience, knowledge,
learning styles and the conditions at that moment. Experienced users should be
able to accelerate interactions by customizing frequent actions and using
shortcuts.  Conversely, novice users require more support and guidance as they
gain familiarity with the website.

While it may not be possible to design a system to meet all the needs of all potential
users, effective design does begin with an understanding of the user’s needs and
adopting the user’s point of view (Galitz, 2002). The BCcampus site has not addressed
individual differences as a design consideration. The “one size fits all” approach clearly
presented difficulties for less-experienced users who lack the pre-requisite computer
literacy, system experience, application experience and education for which the system
appears to be designed.

For example, the novice users in this study did not understand that user login screens
restrict access to content they were not authorized to access.  As indicated in earlier
examples, the users attempted to login to these parts of the web site. More
experienced users would be less likely to make this mistake. Users with limited
experience enrolling in post-secondary courses or programs require more support to
help them understand and manage the step-by-step process.

BCcampus web site users will differ along dimensions such as knowledge/experience,
psychological and physical characteristics. These dimensions will have an effect on the
mental model of the system that each user creates and uses to guide their interactions
with the system. A review of the approaches to designing for flexibility and efficiency
of use should have a positive impact on the overall efficiency, effectiveness and
satisfaction with the web site.
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5.1.6 Navigation

Refers to the page-level options that allow users to choose where they wish to go
within the site(Navigational Elements, 2005).

There are four basic types of navigation: between multiple windows or screens,
between frames in a page; between tools or menus in a frame and navigating within a
page of information such a scrolling, panning and linking within a page. Navigation
may be improved by following some basic guidelines.

Keep navigation aids consistent
A general rule is to use the same navigation scheme on all pages. Scheme refers to
appearance, function and ordering of navigation links, toolbars and command button.

Use text-based navigation aids
Ensure that navigation tools have a textual label or description. Images in graphical-
only navigation may be unclear or may not load properly.

Be distinctive and predictive
A navigation element should be clear that it is a navigation tool and what it does
should be clear to the user. The BCcampus logo that links to the home page is neither
distinctive nor predictive.

Group navigation elements
Keep navigation elements in close proximity. This aids navigation and helps the user
form a mental model of the site’s organization structure.

Place navigation on right
There is some evidence that placing the navigation menu on the right increases its
proximity to the scroll bar making it easier for the user to scroll through the menu. The
BCcampus site has the main navigation on the left and a group of links on the right
that include an educational planner, program and course finder, and financial
assistance that persist on every page. Navigation could be improved by relocating the
links on the right to an appropriate place in the main menu and possibly moving the
main menu to the right side. The sub-menus for each program are reasonably deep and
would benefit from closer proximity to the scroll bar.



Sustainable stories for usability design analysis Page 22
FINAL REPORT

Withers, McCracken, Bratt, Leo 6/13/05

Link to the home page
Every page should link to the main menu of the site and every page should have a link
to the home page. Typically this link is located in the upper left corner of the page.
Again, while there is link to the BCcampus home page neither it nor its function is
obvious. As well, the MyBCcampus does not have a link back to the BCcampus home
page.

The breadcrumb trail
Provide cues to allow users to navigate back through the main menu of the current
section all the way to the home page. For example, Home > Main section menu >
Subsection menu > This page

Use signposts
This navigational feature is similar to the breadcrumb trail except that it emphasizes
the need to provide the user with points of reference or cues that indicate where they
currently are. This element needs to be strengthened in the BCcampus website. This
would be particularly beneficial to novice users both for navigation and forming a
mental model.

Provide search feature

This self-evident rule includes that fact that the link to the site’s search page should be
distinct and located near the top of the page. The BCcampus search tool is properly
located but is not distinct.

5.2 Satisfaction

While the Morae data enabled us to identify and measure effectiveness  and efficiency
in usability of the BCcampus website, it was not able to address issues of satisfaction.
For this, we turned to the data from the Appreciative Inquiry Circle sessions.

Story collection

In the first research session, held before the online usability tests, we asked the
participants to tell stories of their peak experiences in the areas of customer service,
online interaction and education.  We recorded approximately 20 stories at this session.
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We then instructed the participants to try to identify what outstanding values these
experiences had in common; what traits did they share that made the experience
positive and memorable?  The participants drafted a list of 55 traits that included such
things as “trust”, “accountability” and  “feel like somebody”.  Once this list was
complete, we asked them to attempt to summarize their findings into a list of five or
six values that they associated with satisfaction.  These values were:

• Integrity
• Empathy
• Quality assurance
• User-friendly
• Satisfaction Guaranteed.

They grouped all of these under the umbrella goal of peace of mind.

Based on these values and the data collected during the stories, we drafted two value
statements to summarize how these potential Visitors to BCcampus measure
satisfaction.

The system should deliver meaningful and accessible service that meets and/or
exceeds its performance promises.

The system should anticipate, recognize and address each individual’s unique
needs and desires.

These two statements, together with the five values listed above, were then used in the
Evaluation circle after the online usability tests to measure how well the BCcampus
website and portal satisfied these Visitors.

Evaluation circle

In accordance with the goals of Appreciative Inquiry, which emphasize discovering
what works in a system as opposed to emphasizing what is broken, we attempted to
focus the conversation in the Evaluation Circle on things that were good about the
BCcampus website and portal.  Whenever possible, we encouraged the participants to
relate their comments to the satisfaction values identified in the earlier session.
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The discussion progressed from a general sharing of experiences that highlighted
features the participants liked, to exploring how the site could build upon those
elements to become better.  A summary of the findings and recommendations recorded
during this session follows.

5.2.1 Findings

In general, the participants agreed that the site and portal contain and provide access
to a wealth of valuable information for those who may be considering post-secondary
e-learning.  This was by far the most important attribute to them.

They appreciated the portal functionality provided by BCcampus in providing links to
related sites in one central location.  The Educational Planner was highlighted as a
particularly useful and powerful link.

Although all had trouble with the first task, they did find that the site was generally
learnable as they spent more time on it.

When asked to rate the BCcampus website and portal on a scale from 1-10 (poor to
excellent), the average rating was 6.  The reason most commonly given for this rating
was that the participants felt that it had not fulfilled its potential; that it could be
much better than it was.  Still, they were able to achieve their end goals, albeit with
some frustration.

Issues

They identified the following issues as being detrimental to satisfaction.

1. The purpose and functionality of the site were unclear.  The participants did not
understand what BCcampus was, what services the organization offered nor
how those services differed for students and Visitors.  One person expected the
site to offer information on all BC post-secondary programs – not just those
online.   The existence of two different login sites was also confusing.  No one
could figure out the difference between the website and the portal.

Recommendations:
• Identify BCcampus clearly on the first page.

• State the purpose of the site and the services it can provide.
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• Include a mission statement at the entrance to the site.

• Differentiate between the services available for Visitors and for registered
students.

2. The search engine for finding courses and programs was weak.  All participants
experienced high levels of frustration when searching for courses.  In particular,
the addition or omission of a single word such as “course” usually returned a null
finding.

Recommendations:
• Improve the search engine’s functionality.  All participants held up Google

as the model they would like.

3. There was a lack of scaffolding and guidance for those new to post-secondary
and online learning.  The site assumed that Visitors had already taken certain
actions or already had specific knowledge about the programs they wanted.  In
fact, most did not know what online learning is; they had many fundamental
questions about what it entails that were not answered anywhere on the site.

Recommendations:
• Offer Visitors more background information about online learning, as

well as  step-by-step instructions on how to get started (see Suggestions
below).

4. Participants were often confused about the course descriptions and
requirements.  In particular, they were unclear as to whether courses they found
were offered via distance, face to face or both.

Recommendations:
• Clarify when a course is online or face to face.
• Add more detail to descriptions.
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Suggestions

Further discussion of the issues raised above led to an insightful list of suggestions and
visions for potential inclusion in future iterations of BCcampus.ca.

1. Provide an FAQ about the basics of online learning.
(See the list of questions asked during the Evaluation Circle in Appendix D).

2. “Just make it easy.”
This comment summarizes the general sentiment of the participants.  The site
contains a wealth of information but needs to offer some structure.  It currently
operates as a clearing house rather than a learning resource.  Users who are not
skilled at information foraging will have trouble finding what they want.

For those coming back to school after a lengthy absence, Step One is not “Apply
to a Post-Secondary Institution in BC.”  Before they can do that, they need to
figure out what they want to study (which includes career research and skills
assessment programs); find out what online learning is; find out if they are
suited for online learning; decide if they want to study face to face or online;
find out what equipment they need to study online; find the program that they
want online; figure out if they have the prerequisites for that program; figure
out what it will cost and if they can afford it; and find out how to get the
prerequisites they need.

Recommendations:
• Offer Visitors guidance through this process in detailed, step-by-step

directions with links to all the relevant information and options.

• Help them by anticipating what they need.  This could include career
planning information, online skills assessments, links to related programs
and details on prerequisites.

• Offer suggestions and links to valuable information, “instead of [me]
having to go fish for it on my own.”  For example, if a user does not have
a prerequisite or the right language skills or adequate typing abilities, tell
her where can she get them.
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3. Offer an account section for Visitors.
There is a great deal of information available on the site.  But no one who is
beginning the process of becoming an online learner would be able to get
through all the steps of choosing a program etc. in one session.  The system
currently does not store any information for Visitors on programs in which they
are interested, links they need to re-visit, contact information for particular
schools, etc.   Instead, Visitors have to write everything down or print the
information.  This latter action may not be an option for those working at public
terminals. These users also may not be able to open documents that require
downloading or access to programs such as Acrobat Reader.

It would be extremely useful for Visitors to be able to create an account where
they could save all of this information and re-access it whenever they visit.

4. Offer detailed career planning information – with guidance.
Users want to know what career choice is appropriate for them, how much
money they will make and what they need to do to become qualified.

“You can make an appointment with the counselor and go to any
university and sit down and do the assessment, it doesn’t cost you
anything.  So why they can’t have that online?”

“I just think that for someone coming back to the classroom, it’d make it
that much easier – it would make the experience that much more
gratifying if they would just make it as simple for you as possible.  You
know, here’s your situation, here’s the job. --  If you’re looking into BCIT
to become a boilermaker, it’s only a 2 year program, you can do it online,
you’re adept enough to do this, here’s a good opportunity for you, here’s
the kind of money you can make, here are the classes you need to take,
here are your prerequisites. I’d rather see it all laid out in front of me so
that I can make my decisions, read through each of the ones to see what’s
interesting from me, then break it down from there, then go talk to
somebody about it.”
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5. Provide live online counselors.
Access to counseling came up repeatedly as a highly desirable feature for the
participants.  Both online learning and post-secondary education are new to
many of them; the unknown often creates fear and anxiety.  In addition, many
people returning to school are considering a change in career; they need
guidance to help them make career choices in which they feel confident.

Live online counselors could be academic advisors, students, professors or career
counselors.  The user could choose who she wants to talk to – or an “attendant”
could reply to the user’s initial request, then route the chat appropriately.

6. Provide more information on cost.
Cost seemed to be a key factor for most people in the decision to register for a
course or not.  Some participants felt that the costs for the online courses were
prohibitively high.

“I don’t even get to speak to a prof.  I’m at home, online, me and my
computer.  I feel that maybe these online courses should be a little less
considering that you don’t have the accessibility of a prof.  You don’t have
your peers to consult with.  And you don’t have the facility of the
university, that I can’t even come here to use a computer unless I’m a
registered student.”

7. Offer immediate response/feedback for registration.
Participants commented that they did not like the notion of having to wait for
two days after registering for a class on the portal to find out whether or not
they had been accepted.  They felt that this would cause them uncertainty and
anxiety.

8. Offer options for registration.
Since students have to wait two days for confirmation of their acceptance into a
course, why not offer them the option to enter a second and third course
choice?  This would relieve some of their anxiety.
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9. Use the real name of the link.
The site acts as a portal to lots of good, related sites.  Many Visitors will be
familiar with these sites by their names or the names of the organizations they
represent.  Using the real names of these sites or organization would provide
continuity and familiarity for users.

10. Offer trials and demos.
It is hard for those new to online learning to imagine the environment,
procedures and interactions involved.  Access to open classes, trials or
demonstrations of online courses, chats, forums, etc. would make it easier for
them to decide if online learning is right for them.

11. Offer more information on the instructors.
Students place great value on the credentials of the instructor, as well as those
who developed the courses.  Providing more information about the instructors
and developers would increase their confidence in the value of the course.  Such
information could include a biography, a photo, a list of credentials and a
teaching philosophy.  It might also be effective to offer a rating system, where
students’ from previous classes could rate or comment on the instructor and the
class.

12. Make the phone numbers more obvious.
Only half the group was able to find contact numbers easily for counselors,
course information, etc.

13. Increase security of personal and financial information being transmitted.
Students were concerned about protecting their information. They wanted to
know that the website was secure.

Other notable quotes.

“I was pretty satisfied all the way throughout. I guess that’s just my experience with
computers.”

“I find that if the site is difficult to navigate and I’m running around like a rat in a maze
to get that crumb of information that I’m looking for and I have to dance around to do
it – what the hell is the course going to be like?”
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“I just felt that, okay this is normal.  This is what I’ve been running up against.  I can’t
figure it out, I can’t figure out where to – I end up at dead ends on the website.  I just
can’t figure it out.  So it was just normal.  Just normally frustrating”.

(Re: the online learning quiz) “That success concept and the whole business with those
little pop-ups telling me why [on the actual quiz]; it was a bit condescending I found.
It was a little grade three. Obviously I know how to work a computer or else I wouldn’t
be on your website looking to take an online course!”

“Some of the classes had detailed outlines and some of them didn’t.  I found with the
ones that didn’t, I wondered – is there more to this class or is it just going to be
regimented reading out of a textbook?”

“I was kinda stressed. I was like – okay folks, batten down the hatches.  Here we go.
We’re in for a bumpy ride!  All I want is some simple information and I can’t get it.”

“We’re trying to feed our children and pay our car payments and our mortgages and do
whatever we need to do.  When you’re going back to school, it’s because you want to
change, better yourself, whatever.  It’s not because you have your mom and dad paying
for your education and you can sit at home for 10 years and figure out what you want
to do with the rest of your life.  Really, you’re down to the crunch.  When you get to be
30 or whatever, you’ve gotta figure it out.  I still need to work and this online thing
seems really great.  So at least if I could get in, do the counseling thing, do the
assessment, and have it do a lot of the work for me and set me up.  Coddle me and put
me in a direction so that I can then start breaking it down and make my decision that
way.  Instead of just this huge vast emporium of options.  It’s just like going into  - in
LA when you go down those back alleys, there’s just stuff everywhere, you don’t know
where to begin.  It’s just information overload, you don’t know where to start.”

“When you go into a website and it’s a new web site to you, if it is frustrating to get
through it, you’re just going to get out of it and never use it again.”

“I don’t want to spend sixty thousand dollars to have this vast knowledge that I can
share over some wine and some cheese with my other intellectual friends [laughter]
and I’m living in East Vancouver and I’ve got rats running across my bed at night.
That’s not what it is – I want money!  This is what it’s all about.  This is why we educate
ourselves.  We make the investment, we want a return.”
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6 RECOMMENDATIONS

In general, this process worked as we expected.  By combining the quantitative
measurement capabilities of Morae with the qualitative analyses inherent in
Appreciative Inquiry, we feel that the process offers a powerful approach to evaluating
the usability of BCcampus.ca.  in particular, we feel that the use of Appreciative Inquiry
to develop measures of satisfaction can provide unique insight into the needs and
desires of current and future users.

We did not execute the Destiny phase of AI here; that would be the work of the
BCcampus website team, to take the findings of the first stages and explore creative
ways to implement them.  This could be a particularly powerful process if the study
participants were included in identifying ways to bring about positive change, in the
manner of Participatory Design.

Our recommendations are to apply this process as described in the detailed guidelines
in the Appendices.  It would be useful to train one or two people in the fundamentals of
Appreciative Inquiry, so that they may be effective facilitators for the Circle sessions.

We found the Morae tool to be reliable and relatively simple to use.  Although it does
not provide any functional analysis capabilities, it does capture the basic data necessary
to do this in other programs such as Excel.  Most of the data recorded in Morae can be
exported as .csv files, or edited into video highlight clips that are easily exported and
packaged.  If possible, it would also be useful to review the Morae recording files with
the participants, to gain a better understanding of their thought processes and
reactions during the online test session.

Overall, the most difficult challenge this process presents is the need to sustain a
positive focus.  As a society, we are conditioned to look for problems and short-comings
in people, products and systems.  It takes effort and determination to discover what
does work, what the strengths of the system are instead of its weaknesses.  However,
this pays off in the ability to continue to build on a solid foundation of success and
move towards a positive vision of the future.
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APPENDIX A – GUIDELINES AND PROCEDURES

APPRECIATIVE INQUIRY STORYTELLING SESSION

1. Prepare room.  Set up chairs in circle, tables and white board.  Position audio
recording equipment.  Lay out refreshments.  List circle contracts on white
board (see below).

2. Welcome everyone.

3. Offer refreshments.

4. Outline the day's activities.

5. Explain what is expected of them.  (This should include the fact that the
activities will be recorded using audio).

6. Call the Circle.

BEGIN AUDIO RECORDING. (We recommend stopping the minidisc ~every 10
minutes to enable it to save the recording captured up to that point.  As an extra
precaution, you may want to loop the audio from the minidisc recorder into a
computer and record on both devices).

7. De-mystify Circles – family council, girls’ night out, sports huddles, workplace
think tank, coffee with friends.

8. Set a clear goal – to collect stories on peak experiences to discover what
participants value – what defines satisfaction for them.

9. Set a time limit or guideline for the session (1.5 hrs for circle – 4 hrs total).

10. Establish contracts/agreements for behaviour within and without the circle.

• Listening with respect
• Protecting confidentiality
• Agreeing to support and be open to each other
• Agreeing that participants may pass or choose not to speak
• Trusting the strength of the circle
• Sharing responsibility for activities and the discussion.

11. Introduce the use of the talking stick.

12. Check in with each member, for brief introductions and welcome.
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13. Start the storytelling.

BEGIN TAKING NOTES ON STORIES.

Look for peak energy, highlights.  Where is the satisfaction most obvious?
What are key adjectives used?  What part gets referred to again and again?

14. The questions to guide the storytelling are:

What was your peak experience in customer service / education /  online
transactions?

Why was it the best?

What did you do to make it so?

What did others do?

What emotions were evoked?

Why is it memorable?

15. Phrase all questions positively.  Follow the energy.  Be willing to take time
out when needed.

16. Take a break.

17. List a logline for each story on the whiteboard (eg. Bob gets on a direct flight
home after a funeral thanks to extraordinary service by WestJet employee).

18. Gather around the whiteboard.  The facilitators move to the back of the
group.

19. Invite the group to explore the stories to discover common themes and
values.  Get them control of the whiteboard to record these themes.

20. Work with the group to narrow these themes down to 5 or 6 key ideas /
values.

21. Thank everyone for his hard work, openness and energy.  Remind them of
the next meeting time.  Close the Circle with respect.
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ONLINE USABILITY TEST

1. Install all Morae components on main computer to be used for Remote
Viewing and Analysis.

2. Install Morae recorder on the five computers to be used during the test.

3. Install USB webcams with microphones (plus all necessary drivers) onto the
five test computers.

4. Set up Morae on each computer to desired start, stop and recorder settings.
(Recommendation is to stop recording after each task is complete).  The files
created by each instance of Morae will be between 6Mb and 12Mb per
minute of recording.  With a planned session length of 60 minutes, the
maximum file size should not exceed 720 Mb.

Morae may record any or all of the following:
• Screen video.  Any activity that is taking place on the user’s screen.
• Camera video.  All of the user’s video through a USB web camera.
• Audio.  Original user audio through a microphone.
• Web page changes.  Browser events such as when and where a web page

is changed.
• Mouse clicks.  Mouse events that include left, right and middle clicks.
• Keyboard activity.  Every keystroke that the user makes.
• Window events.  Window events such as the window/dialog getting

focus, opening, closing and resizing.
• Screen text.  All text on the user’s screen during the period of the

recording.

5. Note IP addresses of test computers – these will be needed for Remote
Viewer.

6. Set up markers on Remote Viewer for live note-taking during test.

7. Open Internet Explorer on the five computers. (Note that Morae will only
record webpage changes for Internet Explorer – this function will not work
with any other browser program.)

8. When the subjects arrive, set them up at the five computers.  Read the
general instructions (see Appendix B) and answer all their questions.
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9. Start the recording on each computer and instruct them to begin the first
task.  The person monitoring the test on the Remote Viewer computer may
begin to use Remote Viewer to record notes on the subject being monitored.

10. Ensure that someone is available to answer questions or provide assistance
throughout the usability session.

11. Stop the computer recording after each test.

12. Ensure that participants all start each task at the same time.  If someone
finishes early, have an alternate task for him or her to complete during the
time remaining.
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EVALUATION CIRCLE

1. Prepare room.  Set up circle, table and white board.  Position audio recording
equipment.  Lay out refreshments.  List circle contracts and values on white
board.

BEGIN AUDIO RECORDING.

2. Welcome everyone.

3. Offer refreshments.

4. Outline the session’s activities.

5. Explain what is expected of them.  (This should include the fact that the
activities will be recorded using audio).

6. Call the Circle.

7. Set a clear goal – to evaluate the on-line experience with respect to the
satisfaction values identified two weeks ago.

8. Set a time limit or guideline for the session (1.5 hrs for Circle).

9. Establish contracts/agreements for behaviour within and without the circle.

• Listening With Respect

• Protecting Confidentiality

• Agreeing To Support And Be Open To Each Other

• Agreeing That Participants May Pass Or Choose Not To Speak

• Trusting The Strength Of The Circle

• Sharing Responsibility For Activities And The Discussion.

10. Introduce the use of the talking stick.

11. Check in with each member.

12. Start the evaluation.

BEGIN TAKING NOTES.

Look for peak energy, highlights.  Where is the satisfaction most obvious?
What are key adjectives used?  What part gets referred to again and again?
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13. Discussion questions:

What worked for you during the tasks – what was good about the
experience?

Why was it good?

How did your experience reflect the values we identified?

How did you feel while you were working through the tasks?

What was your best / favourite / peak experience during the session?

What would you like to see more of on this website?

Please rate the task experience with respect to how satisfying it was on a
scale from 1-10 (1 being the weakest).

14. Phrase all questions positively.  Follow the energy.  Be willing to take time
out when needed.

15. Close the Circle with respect.

STOP AUDIO RECORDING.
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APPENDIX B – TASKS FOR ONLINE USABILITY TEST
GENERAL INSTRUCTIONS

This portion of the study will take one hour.  If you need to take a break at any time,
please let the facilitator know.

You are to work on your own for the whole hour.  If you have problems, questions or
get stuck, please do not ask one of the other participants; ask the facilitator.

Feel free to talk aloud to yourself as you would naturally.

If you need to make any notes, please use the paper and pens provided.

If you finish before the others, please let the facilitator know.  If you cannot complete a
task, don’t worry.  You can ask the facilitator for help, or just move on.

After you spend about 15 minutes on each task, the facilitator will ask you to move on
to the next.  Please do so even if you have not completed the task.

You will only be working with Internet Explorer today.  Please do not leave this
program or go to any other part of the computer.

Any specific URL’s/web addresses for you to go to are written in blue underline.

The titles of any links for you to follow are written in italics.
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TASK #1

Background information

Your first task today will be to use the BCcampus website to find out if online learning
is for you and how to build the skills you need to use online learning successfully.

• Go to the BCcampus home page:   http://www.bccampus.ca

• Enter the website as a Visitor.

• Read the main text.  Then, follow the link Is Online Learning For You?  Find
Out.

• The test may recommend that you complete the Online Learner Success
course.  Even if it does not, return to the main BCcampus website and find
the link for this course.

• Once you have found the Online Learner Success  course, find out when the
next available course start date is and write that down here.

• Find out what prerequisites you need, how much it costs and what the
technology requirements are for this course.  Write that information down
here too.

• Find out how to register for this course or who to contact to take this course
with the University College of the Fraser Valley (UCFV).  (Please do not
actually send any emails).  Write that here.

• When you are finished, make a brief note here of what you would do next if
you wanted to follow through and take this course.
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TASK #2

Background information

For this task, you will pretend that you have applied to the Applied Business
Technology Program at the University College of the Cariboo.  You are waiting to hear
if you’ve been accepted into the program and expect to get this news within the next
few days.

You are keen to get started with your online education and want to be able to start as
soon as you receive your acceptance letter from the University.  The first course you
want to take is the Job Search course.

Your task then, is to find out when this course is being offered next and what the
prerequisites are, so that you can register as soon as you receive your acceptance letter.

• Go to the BCcampus home page:  http://www.bccampus.ca

• Enter the website as a Student.
Find the information on your Program.  Read it to get familiar with the
general goals and content of the Program.

• Find the information on the Job Search course.  This should include the next
start date, any prerequisites and the contact information for an advisor at
the University.  Write this information down here.

• Make a brief note here of what you would do next to enroll in this course.
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TASK #3

Background information

For this next part of the session, you will be acting as a registered student of Camosun
College. This means that you are eligible to register in courses for the University
College of the Fraser Valley only.

Your name is: xxxxxxx

Your userid is:  xxxxxxxx

Your password is: xxxxxxxxx

You are registered in the Adult Basic Education (ABE) program.

• Go to the test website of BCcampus:  https://marge.bccampus.ca

• Login using the userid and password above.

• Find, read about, then register for the University College of the Fraser Valley
“Business Communications Course”.

• Note any confirmation information you might need to start the course here.
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TASK #4

Background information

For this last task, you will be yourself.  Your goal is to find a Program that you might be
interested in taking.

• Go to the BCcampus home page:  http://www.bccampus.ca

• Enter the website as a Student.

• Find a Program that interests you.

• Figure out what Institution you would like to take the Program from.  Write
down any information you think you might need about the institution or
Program.

• Find out what you would have to do to register for and begin taking courses
in that Program and write that down here too.

• What would you do next to get enrolled in this Program?  Write that down
here in point form.
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APPENDIX C – RESOURCES REQUIRED

Hardware

Many of the hardware requirements for the project may be met with BCcampus in-
house facilities or media equipment rental companies.  The equipment list that follows
describes the major resources that will be required to complete the project.

On-going:
Server space for storage of data and media files.

Appreciative Inquiry Circles
1 minidisc recorder
5 minidiscs (140 minutes each).
1 omnidirectional microphone, stand, mini-XLR mic cable, 40 feet of XLR cables
notebooks or computer for note-taking
whiteboard, markers, brush
digital camera to record whiteboard data

Online Morae usability test
6 P.C.'s (one with speakers)
5 USB webcams with microphones.

Software

Morae (1 full user license plus 4 Recorder licenses – Educational) (~$2000 CAD)
Audio recording and editing program.
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APPENDIX D - POTENTIAL QUESTIONS FOR FAQ

1. How does online learning work?  (Is there an instructor, are there books, are
there assignments, how do I complete the assignments, what prevents cheating,
do I have to download anything, how long are the classes, how does the
scheduling work, do I get to talk to anyone, etc).

2. If I don’t have a computer, can I use one at the university or college close to me?

3. Why is it so expensive when I’m not in a classroom, don’t use any facilities and
rarely get to talk to a professor?

4. What is the difference between the BCcampus portal and the website?

5. How does the open university concept work?

6. What to you do if you don’t have access to a computer?  For example, if it’s a 30
hour course split up into 5 X 8 hour sessions, could you do 10-15 hours at one
time at the library or on a public computer?

7. Why should I pay $500 or $600 for an online course when I could just learn it
from the textbook or manual?

8. Are these programs that you download onto your computer and run?  Or are
you given a list of books to buy and course readings that you just do on your
own?

9. Are the courses on this website face-to-face or online?

10. If I get a hit for three or four different offerings of the same course, is it the
exact same course or is it a variant between one school and another?

11. How does online learning compare to the old format of correspondence courses?

12. Will these online courses offer you an option to chat with the other students
who are taking the course the same time as you?

13. Can you talk with the professor or instructor?

14. What is a TA?
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15. Do people generally follow the academic and career counselors’ advice?  Or do
they just go ahead and do whatever they wish? Do those assessments actually
work?

16. How can campuses like SFU, UBC maintain their integrity and academic quality
when they offer degrees online?  Don’t they lose some of that because of the
lack of input, supervision and dialogue with the faculty?

17. How can you tell if the course instructor is qualified?

18. Can you provide a pro and con list for online learning versus face to face?  How
is online learning better?

19. If I go online to take a specific course, are there several people teaching it, or just
one person? How do I know? Do I have a choice of instructor?

20. If I go to university and take a course, how do I know I’m getting a “real”
professor?

21. Do the people who teach the courses also develop them?

22. Who’s developing the courses?  Is there a panel?

23. How do I pay for my course?

24. If I’m signing up for an online course and I meet the requirement and I know I
meet the requirement, how could I not be accepted?


