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A snapshot of some e-learning support

How do I 
navigate around this

 online module?

How do can I
 search within this
 WebCT module?

How do I make
 a reply to a 
discussion
posting?

I’ve forgotten my
 WebCT password

How do I 
continue where I 

left off last
time?

How do I compile
 pages for printing?
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Developing staff - the Life Cycle Approach

Staff development is consciously planned
� Inclusive approach - staff at all levels
� Introduce e-learning from day 1

Future needs are identified
�Performance review and communication channels
�Through restructuring, changing roles and teams

Providing a baseline of knowledge and skills for
all staff
�ProVIDE (staff induction and information base)
�Supporting Online Learning (4 week online module)
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Customer Care - a case study

Customer Care is a popular skills area that over
three quarters of organisations provide for staff
Evidence suggests participants do not enjoy
working with generic materials
It is based on sound pedagogic principles - not
simply digitisation of printed training materials
The submission of a portfolio allows us to check
that content and activities are aligned with the
learning outcomes
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Research and write
content

Apply
pedagogy

Apply
technologyReapply

pedagogy

Deliver module,
obtain feedback
and reflection

Evaluate and
revise

Customer Care - the development process

Development
Process
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Delivery, feedback and evaluation

� Beta testing with new staff and a few volunteers in
late 2004

� Delivered to 17 staff as part of the staff development
programme in January 2005

� Heavy use as evidenced by the number of accesses
and pages visited

� Participants enjoyed the ‘doing’ – not a passive
experience

� Lively discussion postings and reflective, action
oriented portfolios submitted
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Future challenges

�To continue with our multi-disciplinary, iterative team
process for developing e-learning

�To ensure that the e-learning ethos is subscribed to
by all staff

�Add further value to the learner’s experience through
obtaining accreditation of our online modules

�Use of e-learning reflects the student experience and
constitutes 50% of all our staff development
opportunities
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