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ABSTRACT 

This exploratory qua1 i tative study focussed on the re1 ationshi ps 

between students taking courses a t  the Open Learning Agency in British 

Columbia, and their tutors. The main purpose of the study was t o  

identify and describe the factors in the studentltutor relationship t h a t  

students and tutors perceived t o  be important for student success in 

open learning courses. A secondary purpose was t o  ascertain whether 

there were differences in these identified factors for students enrolled 

in ( i  ) University courses, ( i i ) CpreerlTechnical lVocati onal courses, and 

( i i i  ) A d u l t  Basic Educaticn courses, and their tutors. 

This descriptive study combined the use nf  the cri t ical  incident 

technique and a mu1 t i  ple triangulation strategy. Data were collected 

from three d a t a  sources by means of student interviews, tutor 

interviews, and student questionnaires. A t o t a l  of 406 crit ical  

incidents were reported (295 faci 1 i t a t i  ng and 11  1 hindering) t h a t  were 

classified into a categorization system containing 22 categories. Each 

category specified a factor t h a t  was identified by the d a t a  sources as 

having facilitated or hindered students' progress in their studies "at a 

distance." The multiple triangulation strategy showed the relative 

importance of the identified factors t o  each of the three d a t a  sources. 

This strategy also enabled plausible explanations t o  be made of the 

reasons why the d a t a  sources placed differing emphases on the identified 

factors. 



The r e s u l t s  o f  t h e  study showed t h a t  t h e  most impor tant  aspect o f  

t h e  s tuden t / tu to r  r e l a t i o n s h i p  was t h e  q u a l i t y  o f  feedback t h e  t u t o r  

provided on t h e  s tuden t ' s  assignments. The t u t o r ' s  telephone manner and 

communications s k i  11 s, and t h e  t u t o r ' s  abi  1 i t y  t o  answer t h e  student ' s  

quest ions concerni ng course content  d u r i  ng telephone conversat ions were 

i d e n t i f i e d  as t h e  second and t h i r d  most impor tant  f a c t o r s .  

The comparison o f  t h e  s tuden t / tu to r  r e l a t i o n s h i p s  i n  t h e  Un ive rs i t y ,  

Career/Techni c a l  /Vocat ional  and Adu l t  Basic Education groups showed t h a t  

- the d i f f e rences  appeared t o  be minimal.  
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CHAPTER 1 

INTRODUCTION 

The Open Learn i  ng Agency (OLA) , Richmond, B r i  t i  sh Col umbi a was 

formed i n  Apr i  1, 1988, amalgamating t h e  former Open Learning I n s t i t u t e  

and t h e  Knowledge Network. OLA i s  d i v i d e d  i n t o  t h r e e  program 

components: The Knowledge Network, , . t h e  Open U n i v e r s i t y  and t h e  Open 

Col 1 ege. 

The Know1 edge Network i s  an educat ional  t e l  e v i  s i  on se rv i ce  t h a t  

broadcasts t e l  e-courses c a r r y i  ng c o l  1 ege and un i  v e r s i  ty  c r e d i t  and a 

wide v a r i e t y  o f  general i n t e r e s t  educat ional  programs. The Open 

U n i v e r s i t y  i s a B r i t i s h  Columbia pub1 i c u n i v e r s i t y  t h a t  o f f e r s  programs 

o f  study lead ing t o  t h e  f o l l o w i n g  degrees: Bachelor o f  Arts--Major 

Program, Bachelor o f  Arts--General Program, Bachelor o f  General Studies, 

Bachelor o f  A r t s  i n  Admin is t ra t i ve  Studies, and Bachelor o f  A r t s  

(General Science). The Open Ccl lege o f f e r s  a wide range o f  career, 

t echn ica l  and vocat iona l  (CTV) courses and programs t h a t  lead t o  

recognized c e r t i f i c a t e s  and diplomas i n  Business and H o s p i t a l i t y ,  Hea l th  

and Human Services, and Technology and Trades. The Open Col lege a l so  

o f f e r s  Adu l t  Basic Education (ABE) prcgrams i n  High School Completion 

and Eng l ish  as a Second Language. 



OLA students a re  prov ided w i t h  a course manual, course u n i t s ,  an 

assignment f i l e ,  and textbooks.  Also i nc luded  i n  t h e  course package may 

be one o r  more o f  a wide v a r i e t y  o f  i n s t r u c t i o n a l  a ids,  i n c l u d i n g  audio 

casset tes,  l a b  k i t s ,  s l i d e s ,  co lou r  photographs, v ideo tapes and 

computer sof tware.  Courses may be supported by scheduled l abs  o r  

c lasses as we1 1 as te le -courses  broadcast by t h e  Knowledge Network. 

Students a re  assigned a t u t o r  who serves as a f a c i l i t a t o r  between 

t h e  student  and t h e  course ma te r ia l s ,  by p r o v i d i n g  ass is tance and 

encouragement and assessing t h e .  s t u d e n t ' s  progress. OLA t u t o r s  a re  

respons ib le  f o r  i n i t i a t i n g  telephone c a l l s  t o  s tudents and responding t o  

s tudents ' telephone c a l l  s  du r ing  es tab l i shed  " o f f i c e  hours, " as we1 1 as 

f o r  marking s tuden ts '  assignments. 

This  e x p l o r a t o r y  qua1 i t a t i  ve study focusses on t h e  r e 1  a t i  onshi p 

between students t a k i n g  courses a t  OLA and t h e i r  t u t o r s .  The main 

purpose o f  t h e  s tudy  i s  t o  i d e n t i f y  and descr ibe  t h e  f a c t o r s  i n  t h e  

s t u d e n t / t u t o r  r e l a t i o n s h i p  t h a t  s tudents and t u t o r s  perce ive  t o  be 

impor tan t  f o r  s tudent  success i n  open l e a r n i n g  courses. A secondary 

purpose i s  t o  a s c e r t a i n  whether t h e r e  are  d i f f e r e n c e s  i n  t h e  i d e n t i f i e d  

f a c t o r s  f o r  s tudents e n r o l l e d  i n  ( i )  U n i v e r s i t y  courses, ( i i )  CTV 

courses, and ( i  i i ) ABE courses and t h e i r  t u t o r s .  

Student success i s  n o t  necessa r i l y  t h e  same as successfu l  complet ion 

ra tes ,  as de f ined by OLA. Students may drop o u t  o f  t h e i r  courses, and 



thus  be considered as non-completers by OLA, b u t  s t i l l  have been 

successfu l  i n  a t t a i n i n g  t h e i r  personal course goals.  Adu l t  l ea rne rs  

p a r t i c i p a t e  i n  educat iona l  o p p o r t u n i t i e s  fo r  a wide v a r i e t y  of reasons 

(Cross, 1981 ; Houle, 1961 ; Tough, 1979; Waniewicz, 1982). Some s tudents  

achieve t h e i r  personal course goals as soon as t h e  package o f  m a t e r i a l s  

i s  rece ived i n  t h e  mai 1. Others take  courses s o l e l y  t o  so lve  a problem 

and once they  have learned enough t o  so lve  t h e  problem, they  withdraw 

from t h e  course (Baath, 1984, pp. 31-32). Some students have no 

i n t e r e s t  i n  r e c e i v i n g  c r e d i t  f o r  t h e  course and a1 though they  submit a1 1 

t h e  assignments they  have no i n t e n t i o n  of w r i t i n g  t h e  f i n a l  examination. 

This  i s  subs tan t i a ted  by a study conducted by Durward and Durward (1983) 

of 500 students a t  t h e  Open Learning I n s t i t u t e .  They repo r ted  t h a t  46% 

o f  t h e  190 students who had n o t  cornp!eted t h e i r  courses s a i d  t h a t  t hey  

had benef i ted  "a  l o t "  from t h e  courses (p. 14).  I n  add i t i on ,  t hey  

repo r ted  t h a t  almost 60% of t h e  190 non-completers s a i d  t h a t  they  

in tended t o  t a k e  t h e  course again a t  t h e  Open Learning I n s t i t u t e  a t  some 

t ime  i n  t h e  f u t u r e .  

This  study p a r t i a l l y  r e p l i c a t e s  and extends (Borg & Ga l l ,  1983, 

p. 33) a research p r o j e c t  c a r r i e d  ou t  by Jane B r i n d  

Un ive rs i t y ,  a d i  stance educat ion u n i v e r s i t y  i n  A1 be r ta .  

examined t h e  experiences of.  40 students t a k i n g  t h e i r  

l e y  a t  Athabasca 

B r i n d l e y  (1987) 

f i r s t  u n i v e r s i t y  

course by d i s tance  educat ion and i d e n t i f i e d  t h e  f a c t o r s  t h a t  f a c i l i t a t e d  

o r  h indered each s t u d e n t ' s  pers is tence i n  complet ing t h e  course. 

Students '  responses encompassed t h e  rea lm of f a c t o r s  t h a t  i n f l uenced  



t h e i r  s tud ies ,  i n c l u d i n g  t h e i r  i n t e r a c t i o n  w i t h  t h e  u n i v e r s i t y ,  t h e  

encouragement and support  t h a t  they  rece ived f rom ou ts ide  t h e  

u n i v e r s i t y ,  t h e  course design, and t h e  change i n  t ime  a v a i l a b l e  f o r  

s tudy o r  t h e  change i n  circumstances t h a t  prevented them f rom studying.  

F i f t y  percent  of t h e  students who p a r t i c i p a t e d  i n  t h e  s tudy  i d e n t i f i e d  

"personal ized i n s t r u c t i o n a l  support"  as having a s i g n i f i c a n t  i n f l uence  

over t h e i r  pe rs i s tence  on t h e  course. The s tudy  showed, however, t h a t  

" t h e  e f f e c t  of t h e  t u t o r  can be negat ive  as o f t e n  as i t  i s  p o s i t i v e "  

This  s tudy r e p l i c a t e s  B r i n d l e y ' s  p r o j e c t  i n  t h a t  i t  uses t h e  same 

data  c o l l e c t i o n  to31 , t h a t  i s ,  t h e  c r i t i c a l  i n c i d e n t  technique 

(Flanagan, 1954; Woolsey, 1986) b u t  i t  focusses s o l e l y  on t h e  category 

i d e n t i f i e d  i n  t h e  B r i n d l e y  study as "persona l ized i n s t r u c t i o n a l  

support."  Th i s  s tudy extends t h e  B r i n d l e y  study i n  two main ways. 

F i r s t l y ,  a  mu1 t i p l e  t r i a n g u l a t i o n  s t r a t e g y  (Denzin, 1970, pp. 297-31 3; 

Mathison, 1988) i s  used t o  o b t a i n  da ta  f rom t h r e e  sources by means o f  

s tudent  i n te rv iews ,  t u t o r  i n t e r v i  ews, and student  ques t ionna i res .  

Secondly, whereas B r i n d l  e y ' s  sub jec ts  were en ro l  l e d  i n  u n i v e r s i t y  

courses, i n  t h i s  s tudy t h r e e  groups o f  OLA s tudents - -Un ivers i ty ;  

Career/Technical and Vocat ional ;  and Adu l t  Basic Educat ion--are compared 

t o  asce r ta in  whether t h e r e  a re  any d i f f e r e n c e s  i n  t h e  s t u d e n t / t u t o r  

re1  a t i  onshi ps between t h e  t h r e e  groups. 



Purpose o f  the  Study 

The u l t i m a t e  aim o f  t h i s  s tudy i s  t o  a s s i s t  i n  i d e n t i f y i n g  t h e  ,' 

i n s t r u c t i o n a l  support  needs o f  OLA students. Cu r ren t l y ,  t h e  p r i n c i p a l  

form o f  i n s t r u c t i o n a l  support  prov ided t o  s tudents t a k i n g  OLA courses i s  

telephone t u t o r s .  I n  o rder  t o  achieve t h e  u l t i m a t e  aim o f  t h i s  study, 

i t  i s  impor tan t  t o  understand t h e  present  support  se rv i ces  by examining 

t h e  r e l a t i o n s h i p s  between OLA students and t h e i r  t u t o r s .  Th is  s tudy 

prov ides an in -depth  desc r i  p t i  on .of t h e  i n t e r a c t i o n s  t h a t  occur between 

students and t u t o r s .  It i d e n t i f i e s '  t h e  ways . i n  which- t u t o r s  and 

students perce ive  t h a t  t u t o r s  f a c i  1  i t a t e  and h inder  s tudents i n  t h e i r  

courses. 

The c r i t i c a l  i n c i  dent  technique has been used w i t h  cons iderab le  

success i n  genera t ing  a comprehensive and d e t a i l e d  d e s c r i p t i o n  o f  a 

p a r t i c u l a r  a c t i v i t y  (Woolsey, 1986, p. 242).  It i s  used i n  t h i s  s tudy 

t o  descr ibe  t h e  i n t e r a c t i o n s  between i n d i v i d u a l  s tudents and t h e i r  

t u t o r s .  The c r i t i c a l  i n c i d e n t s  repo r ted  i n  t h i s  s tudy prov ide  an 

i 11 umi n a t i  ng account o f  t h e  d e t a i  1  s  o f  s p e c i f i c  i n t e r a c t i o n s  t h a t  took 

p lace between OLA students and t h e i r  t u t o r s  du r ing  t h e  March 1988 

session. 

A compari son i s  made of t h e  re1  a t i  onshi ps between students en ro l  1 ed 

i n  ( i )  Un ive rs i t y ,  ( i i )  CTV and ( i i i )  ABE courses, and t h e i r  t u t o r s .  It 



i s  be1 i eved t h a t  t h i s  may c o n t r i b u t e  impor tan t  know1 edge and 

understanding t h a t  may be useful  t o  admi n i  s t r a t o r s  i n  p r o v i d i n g  

app rop r ia te  support  t o  t u t o r s .  For example, i f  t h e  s t u d e n t / t u t o r  

r e l a t i o n s h i p s  a re  s i m i l a r  f o r  t h e  t h r e e  groups, i t  may be app rop r ia te  t o  

conduct t h e  same t u t o r  t r a i n i n g  sessions f o r  a l l  t u t o r s .  On t h e  o the r  

hand, i f  t h e r e  are  major d i f ferences between t h e  t h r e e  groups, i t  may be 

more appropr i  a t e  t o  c a r r y  ou t  separate t r a i n i n g  sessions f o r  each group 
A'- 

o f  t u t o r s .  

This  s tudy addresses .two quest ions:  

1 ) What a re  t h e  f a c t o r s  i n  t h e  r e l a t i o n s h i p s  between Open Learning 

'Agency students and the'r tutors t h a t  s tudents and tutcrs 

perce ive  t o  be impor tan t  f o r  s tudent  success? 

2 )  What, i f  any, a re  t h e  d i f ferences,  i n  these f a c t o r s  f o r  Open 

Learning Agency students en ro l  l e d  i n  ( i  U n i v e r s i t y  courses, 

( i  i ) Career/Technical/  Vocat ional courses., and ( i  i i ) Adu l t  Basic 

Educat ion courses, and t h e i r  t u t o r s ?  

Significance of  the Study 

Whi l s t  t h i s  qua1 i t a t i v e  research s tudy  does n o t  r e p o r t  any concrete 

evidence about t h e  e f f e c t i v e n e s s  o f  telephone t u t o r s ,  i t  does p rov ide  a 



r i c h  source o f  d e s c r i p t i v e  data  t h a t  can be used by OLA admin is t ra to rs  

and t u t o r s  i n  he lp ing  them t o  understand 's tudents '  experiences i n  t h e i r  

OLA courses. Th is  study g ives  considerable i n s i g h t s  i n t o  s tudents '  

percept ions o f  t h e  ways i n  which t h e i r  t u t o r s  are h e l p f u l  and unhe lp fu l .  

It a lso  provides i n s i g h t s  i n t o  t u t o r s '  percept ions o f  t h e  ways i n  which 

they  f a c i l i t a t e  and h inder  students. 

The r e s u l t s  o f  t h i s  study may a l so  be use fu l  t o  researchers a t  OLAy 

and o ther  organ iza t ions  i nvo lved  i n  open learn ing ,  i n  forming t h e  bas is  

o f  o ther  exp lo ra to ry  research p r o j e c t s  and i n  developing hypotheses f o r  

f u r t h e r  s tud ies .  Th is  t h e s i s  may a l so  be i n f o r m a t i v e  t o  s o c i a l  

researchers who are i n t e r e s t e d  i n  us ing  t h e  c r i t i c a l  i n c i d e n t  technique 

and/or m u l t i p l e  t r i a n g u l a t i o n .  

Delimitations 

Some cau t ion  should be exerc ised i n  genera l i z ing  t h e  r e s u l t s  o f  t h i s  

study across i n s t i t u t i o n s .  I n s t i t u t i o n s  i nvo lved  i n  open l e a r n i n g  and 

d is tance education have var ious  student  entrance requirement p o l i c i e s ,  

use d i f f e r e n t  d e f i n i t i o n s  o f  s tudent  success and student  drop-out, and 

assign d i f f e r i n g  r o l e s  and r e s p o n s i b i l i t i e s  t o  t h e i r  t u t o r s .  However, 

i t  i s  be1 ieved t h a t  t h e  r e s u l t s  o f  t h i s  study may be o f  i n t e r e s t  t o  a1 1 

d is tance educators. Morgan (1984) s ta tes  t h a t  qua1 i t a t i v e  s tud ies  have: 



a generalisabi l i ty ,  obviously not  in a statist ical  
sense, b u t  in a phenomenological sense. The readers or 
users of the findings can recognize a relevance t o  
themselves and t o  their own contexts. This type of 
research aims t o  rai se people Is awareness of activities 
and events in particular settings so t h a t  links and 
parallels can be drawn t o  inform practice in other 
settings and new contexts. ( p .  265) 

The results of this study can be generalized t o  OLA1s student 

population t h a t  i s  studying "at a distance." The OLA acts as a 

. coordinating body for open learning in British Columbia. As such, i t  

cooperates with universities, colleges and provinci a1 institutes in 

British Columbia in pro~ects such as the P l  acemakers Project. Through 

this pi 1 o t  project, the OLA an opportunity for students unable 

t o  obtain the courses of their choice a t  a lower mainland regional 

college t o  register in OLA courses and attend weekly group tutorials 

t h a t  replace the usual OLA telephone tutoring method (Open Learning 

Agency COLA], l988c, p.  2 ) .  Thi s study, however, i s concerned only with 

those students whose instructional support i s  provided by telephone 

tutors and who do not have any face-to-face interaction with their 

tutors. 

There are a great many factors t h a t  influence student motivation and 

behaviour whi 1st taking an open learning course t h a t  are completely o u t  

of the control of tutors. Students may be frustrated by the late 

delivery of their course materials, which may or may not  be complete. A 

change in work situation or family responsibilities may affect the time 

available for students t o  study. Students' personal self-motivation i s  



a s i g n i f i c a n t  f a c t o r  i n  t h e i r  success. B r i n d l e y ' s  study (1987) 

addresses t h e  wide v a r i e t y  o f  f ac to rs  t h a t  af fect  s tudents '  t o t a l  

l e a r n i n g  experiences. Thi s  study, however, focusses on o n l y  one aspect 

of s tudents '  m i l i e u x - - t h e i r  r e l a t i o n s h i p s  w i t h  t h e i r  t u t o r s .  

Definition of Terms 

C r i t i c a l  I n c i d e n t  - any observable behaviour o r  a c t i v i t y  t h a t  i s  

i d e n t i f i a b l e  and i s  perceived t o  make a d i f f e r e n c e  t o  t h e  s tuden t ' s  

success. 

F a c i l i t a t e s  .- makes a d i f f e rence  t o  t h e  outcome i n  a p o s i t i v e  way. 

Hinders - makes a d i f f e r e n c e  t o  t h e  outcome i n  a negat ive  way. 

CTV - Career/Technical /Vocat ional  courses and programs o f f e r e d  by t h e  - 
Open Col lege component o f  t h e  Open Learning Agency. 

ABE - Adu l t  Basic Education programs o f f e r e d  by t h e  Open Col lege - 
component of t h e  Open Learning Agency. 



Structure o f  the Study 

Chapter 1 conta ins  an i n t r o d u c t i o n  t o  t h e  Open Learning Agency. It 

b r i e f l y  descr ibes t h e  B r i n d l e y  (1987) research p r o j e c t ,  which t h i s  study 

p a r t i a l l y  r e p l i c a t e s  and extends. The purpose o f  t h i s  study i s  

descr ibed and t h e  two research quest ions are s ta ted.  The s i g n i f i c a n c e  

o f  t h e  study t o  OLA and t o  o t h e r  organ iza t ions  i nvo lved  i n  open l e a r n i n g  

i s  explained. D e l i m i t a t i o n s  o f  t h e  study are  spec i f ied ,  and t h e  terms 

used i n  t h e  study are  def ined.  . 

Chapter 2 conta ins  a rev iew o f  t h e  l i t e r a t u r e  . r e l e v a n t  t o  t h i s  

study. The r e v i  ew exami nes d i  stance education, open 1 ea rn i  ng , 

s tuden t / tu to r  i n t e r a c t i o n ,  and telephone t u t o r i n g .  A rev iew o f  t h e  

1 i t e r a t u r e  concerning t h e  c r i t i c a l  i n c i d e n t  tec'hnique i s  provided, 

together  w i t h  a b r i e f  rev iew o f  t r i a n g u l a t i o n  as i t  p e r t a i n s  t o  t h i s  

study. . '  

Chapter 3 descr ibes t h e  methodology used i n  t h i s  study. The student  

popul a t i  on i s  described. Deta i  1 s are provided o f  t h e  procedures 

fo l l owed  t o  o b t a i n  t h e  student  and t u t o r  samples, t o  c o l l e c t  data, t o  

ca tegor ize  t h e  c r i t i c a l  i nc iden ts ,  and t o  o b t a i n  independent r a t i n g s  of 

t h e  c a t e g o r i z a t i o n  system. The f i n a l  c a t e g o r i z a t i o n  system i s  presented 

i n  t a b l e  form. I n  concluding t h i s  chapter,  experiences gained by us ing  

t h e  c r i t i c a l  i n c i d e n t  technique i n  t h i s  study are  described. 



Chapter 4 provides t h e  r e s u l t s  o f  t h e  data obta ined i n  t h e  study i n  

r e l a t i o n  t o  t h e  two research quest ions s t a t e d  i n  t h e  f i r s t  chapter .  I n  

answering t h e  f i r s t  research quest ion, t h e  tri angul a t i  on s t r a t e g y  used 

i n  t h i s  study i s  expla ined.  Each o f  t h e  ca tegor ies  are then described, 

excerpts from c r i t i c a l  i n c i d e n t s  are  1 i sted, a t a b l e  i l l u s t r a t i n g  t h e  

frequency of c r i t i c a l  i n c i d e n t s  repor ted  i s  presented, t h e  t r i a n g u l a t i o n  

dec is ion  f o r  each category i s  s t a t e d  and t h e  f i n d i n g s  are discussed. The 

r e s u l t s  o f  t h i s  study as they  p e r t a i n  t o  t h e  second research quest ion  

are then described. 

Chapter 5 inc ludes an overview of t h e  study, and a d iscuss ion o f  t h e  

r e s u l t s  p e r t a i n i n g  t o  t h e  two research quest ions. A conc lus ion  and - 
recommendations are then presented. bimi t a t i  ons o f  t h e  study are 

o u t l i n e d  and i m p l i c a t i o n s  f o r  f u r t h e r  study are  discussed. 



CHAPTER 2 

REVIEW OF THE LITERATURE 

This  chapter  i s  d i v i d e d  i n t o  s i x  main sect ions.  I n  t h e  f i r s t  
/-- 

sec t ion  d is tance educat ion i s  described, and i n  t h e  second sec t i on  open 

l e a r n i n g  i s  de f i ned  and explained. I n  t h e  t h i r d  sec t i on  s t u d e n t / t u t o r  

i n t e r a c t i o n  i s  discussed.. The r o l e  o f  t h e  telephone t u t o r  i s  descr ibed 

i n  t h e  f o u r t h  sect ion,  and research s tud ies  i n v o l v i n g  telephone t u t o r s  

are reviewed. The c r i t i c a l  i n c i d e n t  technique i s  descr ibed i n  t h e  f i f t h  

sect ion,  and s tud ies  con.ducted i n  open 1 earning and d i  stance education- 

s e t t i n g s  us ing  t h i s  research methodology are reviewed. F i n a l l y ,  

t r i a n g u l a t i o n  i s  descr ibed and an exp lanat ion  o f  t h e  mu1 t i p l e  

t r i a n g u l a t i o n  s t r a t e g y  used i n  t h i s  study i s  provided. 

Di stance Education 

Hi s tory  

Although t h e  r o o t s  o f  d is tance educat ion can be t raced  back t o  

A r i s t o t l e  (Lowe, 1975, p. 115) and B i b l i c a l  t imes (Gough3 1984, p. 201, 



study by correspondence became popular  i n  bo th  Europe (Verner, 1964, 

p. 70) and North America IMacKenzie & chr is tensen,  1971) i n  t h e  second 

h a l f  o f  t h e  19th Century. I n  Canada, t h e  f i r s t  prominent a d u l t  open 

l e a r n i n g  system was t h e  Ant igon i  sh Movement, i n i t i a t e d  i n  1935 (Rothe, 

1986, p. 6) .  The f i r s t  o p p o r t u n i t i e s  f o r  post-secondary educat ion i n  

B r i t i s h  ' ~ o l  umbi a by correspondence were o f fe red  by t h e  U n i v e r s i t y  of 

B r i t i s h  Columbia i n  1949 (Educat ional  Research I n s t i t u t e  o f  B r i t i s h  

Columbia, 1982, p. 16).  The Open Learning I n s t i t u t e  was es tab l i shed  i n  

June, 1978, p a r t i a l l y  model l e d  a f t e r  t h e  B r i t i s h  Open Un ive rs i t y .  The 

mandate o f  t h e  I n s t i t u t e  was to.  provi 'de educat ional  o p p o r t u n i t i e s  t o  

people throughout  B r i  ti sh Col umbi a who would n o t  otherwise have access 

t o  these o p p o r t u n i t i e s .  There are  c u r r e n t l y  t h r e e  educat ional  

i n s t i  t u t i  ons . i n  Canada t h a t  a re  devoted s o l e l y  ' t o  pest-se~or?dary open 

l e a r n i n g  o r  d i s tance  educat ion:  The Open Learning Agency i n  B r i t i s h  

Columbia, Athabasca U n i v e r s i t y  i n  A1 b e r t a  and T61 &uni  v e r s i  t 6  i n  Quebec. 

Identification 

Distance Educat ion has been beset  w i t h  t h e  problems o f  e s t a b l i s h i n g  

a u n i v e r s a l l y  acceptable i d e n t i f i c a t i o n .  The name "d is tance educat ion"  

was genera l l y  adopted i n  t h e  Engl ish-speaking wor ld  i n  1982 when t h e  

I n t e r n a t i o n a l  Counci 1 f o r  Correspondence Educat ion ( ICCE) changed i t s  

name t o  I n t e r n a t i o n a l  Counci 1 f o r  D i  stance Educat i  on ( ICDE) (Holmberg, 

1986, p. 1 ) .  A number of terms t h a t  a re  s t i l l  be ing used i n  var ious  

p a r t s  of t h e  wor ld  and are  commonly found i n  t h e  l i t e r a t u r e  i n c l u d e  



"correspondence study," "home study," "independent study," "ex te rna l  

s tudies,"  "ext ramural  s tud ies ,  " and "d is tance teach ing"  (Gough, 1984, 

p. 20; Keegan, 1988, pp. 26-30; Rumble and Harry, 1982, p. 11).  

Theoretical Approaches 

Considerable debate cont inues i n  t h e  es tab l  i shment o f  an acceptable 

theory  f o r  d i  stance educat ion (Keegan, 1988). The autonomy and 

independence t h e o r i s t s ,  such as Charles Wedemeyer (U.S.A. ) and 

Michael Moore (U. K.) , be1 i e v e  t h a t  s tudents choose d i  stance educat ion 

because they  have a h igh  demand f o r  independence and autonomy. Th is  

theo ry  supports t h e  n o t i  on t h a t  s tudents having these i n d i v i d u a l  

c h a r a c t e r i s t i c s  have every chance of succeeding w i t h  d i s tance  s tud ies .  

The i n t e r a c t i o n  and communication t h e o r i s t s ,  such as Bor je  Holmberg 

(SwededFederal Republ i c  o f  Germany) and David Sewart (U. K. ) , view t h e  

student  i n  a wider  contex t .  They b e l i e v e  t h a t  t h e  separa t ion  o f  teacher 

and 1 earner and p l  anni ng by an educat ional  organi  z a t i  on a re  fundamental 

t o  a l l  forms o f  d i s tance  educat ion (Keegan, 1988, p. 8 ) .  They support 

t h e  n o t i o n  t h a t  t h e  reasons why students e n r o l  i n  d i s tance  educat ion 

courses are determined n o t  o n l y  by psycho1 ogi  c a l  f a c t o r s  w i t h i n  

i n d i v i d u a l s ,  b u t  a1 so on t h e  environment i n  which they  1 i v e - - i n c l  uding 

t h e i r  f a m i l y  and occupat ional  s i t u a t i o n s .  W i  1 l e n  (1984, pp. 32-33) 

supports t h e  i n t e r a c t i o n  and communication t h e o r i s t s  and p o i n t s  ou t  t h a t  

i n v e s t i g a t i o n s  t h a t  have been c a r r i e d  ou t  do n o t  support t h e  hypothesis  

t h a t  s tudents a re  autonomous, and she s t a t e s  t h a t  many students are  



t a k i n g  d is tance educat ion courses because o f  p r a c t i c a l  reasons r a t h e r  

than because t h e y  p r e f e r  t o  s tudy independently.  I n  add i t i on ,  many 

a d u l t s  do need he lp  i n  s e t t i n g  goa ls  and e s t a b l i s h i n g  e f f e c t i v e  study 

hab i t s .  Whereas t h e  autonomy and independence t h e o r i e s  and t h e  

i n t e r a c t i o n  and communication t h e o r i e s  focus on t h e  learner ,  t h e  

i n d u s t r i  a1 i z a t i o n  theory,  p ioneered by O t to  Peters (Federal Republ ic o f  

Germany), focusses on t h e  c h a r a c t e r i s t i c s  o f  t h e  system o f  d i s tance  

educat ion. Peters be1 ieves  t h a t  d i s tance  educat ion r e 1  i e s  on e f f e c t i v e  

communication and t r a n s p o r t a t i o n  systems, and t h e  impor tan t  f a c t o r  i s  

t h e  course p roduc t i on  process. . Although t h e  t h r e e  t h e o r i e s  have 

d i  s t i  n c t  emphases, t hey  can be combi ned t o ,  p r o v i  de an understandi ng o f  

c u r r e n t  d is tance educat ion and open 1 earn ing  p o l i c i e s  and p rac t i ces .  

While t h e  t h e o r e t i c a l  debates cont inue,  t h e  c u r r e n t  p r a c t i c e s  of 

many d is tance educat ion o rgan iza t i ons  i n  t h e  U.K. (Lewis, 1984; Spencer, 

1980) and North America (Gross, 1979) have evolved t o  what i s  being 

termed "open l e a r n i n g "  (Farre11 & Haughey, 1986). 

O~en Learni nq 

I n  t h e  19701s, t h e  term "open l e a r n i n g "  was n o t  much more than an 

ideo logy .  MacKenzie, Postgate and Scupham (1975) suggested t h a t  open 

l e a r n i n g  ". . . eludes d e f i n i t i o n .  But as an i n s c r i p t i o n  t o  be c a r r i e d  

i n  procession on a banner, ga the r ing  adherents and enthusiasms, i t  has 



g r e a t  p o t e n t i a l "  (p. 15).  Open l e a r n i n g  became an umbre l la  term 

cover ing  a  wide d i v e r s i t y  o f  courses and programs, i n s t i t u t i o n s  and 

ph i losoph ies  (Gross, 1979, p. 3 ) .  The under l y ing  p r i n c i p l e  i n  open 

1  earn ing  i s  t o  expand t h e  freedom o f  l ea rne rs  (Wedemeyer, 1981, p. 62) 

by removing many o f  t h e  t r a d i t i o n a l  b a r r i e r s  t o  l ea rn ing ,  such as 

p re requ is i t es ,  c r e d i t  t r a n s f e r ,  t ime, and d i s tance  ( O L A ,  1988a, p. 1  1. 

Open l e a r n i n g  can p rov ide  students w i t h  t h e  o p p o r t u n i t y  t o  access a  r i c h  

a r r a y  o f  l e a r n i n g  o p p o r t u n i t i e s ,  and students are  ab le  t o  choose f rom a  

v a r i e t y  o f  formats, i n c l u d i n g  independent s e l f - 1  ea rn i  ng, telephone 

t u t o r i n g ,  face- to - face  i n t e r a c t i o n  ( i n d i v i d u a l  o r  group), and 

peer-1 ea rn i  ng ( i  nd i  v i  dual o r  group) .  The course mater i  a1 s  a re  usual l y  ' 

prov ided i n  t h e  fo rm o f  p r i n t ,  b u t  open learn ing ,  can enable t h e  student  

t o  choose f rom a  v a r i e t y  o f  supplementary l e a r n i n g  devices, depending on 

t h e i r  p re fer red  l e a r n i n g  s t y l e ,  i n c l u d i n g  audio communications, v ideo 

communications, and computers. 

Phi 1  osophical  l y ,  open 1  ea rn i  ng has evolved f rom t h e  growi ng 

acceptance o f  t h e  concept o f  1  i f e l  ong l e a r n i n g  (Boshier,  1980; 

Darkenwal d  & Mer r i  am, 1982; Faure, 1972). Various soc i  a1 , po l  i t i c a l  and 

economic f a c t o r s  have r e s u l t e d  i n  t h e  demand f o r  educat ional  

o p p o r t u n i t i e s  t o  f l o u r i s h .  These i n c l u d e  t h e  know1 edge explos ion,  t h e  

i ncreased needs o f  women f o r  t r a i  n i  ng and educat i  on, t h e  requ i  rements 

f o r  f u r t h e r  t r a i n i n g  and educat ion by t h e  workforce i n  general as jobs 

are  automated, and t h e  amount o f  increased l e i s u r e  t ime.  Coupled w i t h  

t h e  f a c t  t h a t  non- t rad i  t i  onal educat ional  systems such as open 1  earn ing  



and d i  stance educat ion systems have ga i  ned cons iderab le  acceptance i n  

t h e  l a s t  two decades, i t  now appears t h a t  they  cou ld  serve as t h e  

veh ic les  by which l i f e l o n g  l e a r n i n g  and t h e  l e a r n i n g  s o c i e t y  may become 

a r e a l i t y .  

A t  t h e  p r a c t i c a l  l e v e l ,  open l e a r n i n g  has been made poss ib le  because 

o f  t h e  developments t h a t  have occured i n  d i s tance  educat ion. The 

improvements t h a t  have been made by d is tance educat ion o rgan iza t i ons  i n  

terms o f  t h e  i n s t r u c t i o n a l  design of l e a r n i n g  ma te r ia l s ,  and t h e  

accessi b i  1 i ty o f  computer and t e l  ecommunicati ons techno1 ogies have t h e  

p o t e n t i  a1 o f  i n c r e a s i n g  t h e  p o p u l a r i t y  o f  open 1  earn ing.  

Daniel  (1 986) s t a t e s  t h a t  i r! Canada, open learning was dew1 oped by 

v is ionar ies- -peop l  e  who were i n s p i r e d  by "a d e s i r e  t o  c r e a t e  ' i n n o v a t i v e  

1  earn ing  systems "' (p. i v )  . A1 though open 1  earn ing  p r o j e c t s  have been 

forced,  main ly  f o r  economical reasons, t o  become l e s s  i n n o v a t i v e  and 

more use fu l ,  t h e  scope f o r  i n i t i a t i v e s  i n  open l ea rn ing - -a t  l e a s t  i n  

p r i  n c i  p l  e--appears t o  be 1  i m i  t l  ess. 

The Open Learning Agency i s  a  pr ime example o f  an i n n o v a t i v e  

l e a r n i n g  system. O r i g i n a l l y  es tab l i shed  as a  d i s tance  educat ion 

o rgan iza t i on  i n  June 1978, t h e  Open Learning I n s t i t u t e  was combined w i t h  

t h e  Knowledge Network on Apr i  1  1, 1988, t o  form t h e  Open Learning 

Agency. The Open Learning Agency Act (1987) se ts  ou t  t h e  purposes of 

OLA: 



I n  c o l l  a b o r a t i  on w i t h  u n i v e r s i t i e s ,  i n s t i t u t i o n s ,  boards 
o f  school t r u s t e e s  and o the r  agencies concerned w i t h  
educat ion, t o :  

a. p rov ide  an educat iona l  c r e d i t  bank f o r  s tudents 
b. coord ina te  t h e  development o f  open l e a r n i n g  educat ion 
c. use open l e a r n i n g  methods t o  p rov ide  educat ional  

programs and s e r v i c e  
d. c a r r y  ou t  research r e l a t e d  t o  open l e a r n i n g  

educat ion, and 
e. operate one o r  more broadcast ing undertak ings devoted 

p r i m a r i l y  t o  t h e  f i e l d  o f  educat ional  broadcast ing.  
( p *  2) 

The OLA works i n  c l o s e  c o l l a b o r a t i o n  w i t h  t h e  p r o v i n c e ' s  

u n i v e r s i t i e s ,  co l leges ,  i n s t i t u t i o n s ,  school d i s t r i c t s ,  businesses, and 

community and government agencies i n  developing and implementing open 

l e a r n i n g  o p p o r t u n i t i e s .  For example, ,OLA i s  i n v o l v e d  i n  a p i l o t  p r o j e c t  

t h a t  w i l l  enable students a t  t h r e e  community co l l eges  i n  t h e  i n t e r i o r  of 

B r i t i s h  Columbia t o  complete t h e i r  degrees by e n r o l l i n g  i n  Open Learning 

Agency courses and p a r t i c i p a t i n g  i n  l o c a l  face- to - face  t u t o r i a l  support 

(OLA, 1988c, p. 2) .  It has a l s o  rece ived a f e d e r a l  government g ran t  t o  

e s t a b l i s h  an employer-based t r a i n i n g  i n i t i a t i v e  us ing  open l e a r n i n g  

methods (OLA, 1989, p. 5 ) .  

Student/Tutor Interaction 

The importance o f  e f f e c t i v e  s t u d e n t / t u t o r  i n t e r a c t i o n  has been 

recognized s i  nce t h e  e a r l y  days of correspondence study. 

D r .  W i l l i a m  Harper, a prominent correspondence educator i n  t h e  U.S.A. a t  

t h e  end o f  t h e  19 th  Century, s ta tes :  



. . . t h e  correspondence teacher must be pa ins tak ing ,  
p a t i e n t ,  sympathet ic and a l i v e ;  and . . . t h e  
correspondence pup i  1 must be , earnest,  ambi ti ous, 
appreci a t i  ve, and 1 i kewi se a1 i ve. Whatever a dead 
teacher may accomplish i n  t h e  classroom, he can do 
noth ing  by correspondence. . . . (p. 9) 

Students s tudy ing  by open l e a r n i n g  and d is tance educat ion methods 

may face a number o f  d i f f i c u l t i e s  t h a t  are generated by t h e  system 

i t s e l f .  Students may experience problems i n  managing t h e i r  own 
/-- 

learn ing ,  w h i l s t  .o thers may fee l  i s o l a t e d  from t h e i r  i n s t i t u t i o n  and 

f rom t h e i r  f e l l o w  students (Robinson, 1981 1. Many o f  t h e  problems 

fac ing  students can be min imized o r  reso lved by having t h e  support of a 

t u t o r  who has sub jec t  ma t te r  e x p e r t i s e  ' and e f f e c t i v e   communication^ 

s k i l l s .  The t u t o r  i s  ab le  t o  a s s i s t  s tudents w i t h  t h e  course content ,  

t o  i n s p i r e  and mo t i va te  them t o  cont inue t h e  course, and t o  a s s i s t  them 

i n  developing e f f e c t i v e  s tudy  s k i  11 s. 

Fundamental t o  t h e  i n t e r a c t i o n  and communication t h e o r i e s  i s  t h e  

importance o f  s tudent  support  systems t o  s tudent  success. Sewart (1  982) 

s t a t e s  : 

The vas t  m a j o r i t y  o f  s tudents cannot succeed i n  a course 
through se l  f - i  n s t r u c t i  onal ma te r i  a1 a1 one. Beyond t h e  
package o f  ma te r i a l s ,  t h e r e  i s  a need f o r  i n d i v i d u a l i  sed 
advice, support,  i n t e r p r e t a t i o n  and medi a t i  on capable o f  
meeting t h e  d i ve rse  needs of t h e  students. The success 
o f  d i s tance  educat ion r e s t s  upon a c o r r e c t  ba l  ance 

, between t h e  teach ing  package and t h e  adv isory  and 
media t ing  f u n c t i o n .  ( p .  2 7 )  

Several s tud ies  have been conducted t h a t  support  t h e  i n t e r a c t i o n  and 

communication t h e o r i e s .  K e l l y  and S w i f t  (1983) conducted a study o f  



over 3 000 students a t  t h e  Open U n i v e r s i t y  and found t h a t  one i n  f o u r  

s tudents would have dropped out  o f  a t  l e a s t  one course w i t h o u t  t h e  he lp  

o f  t h e  t u t o r .  I n  a s tudy  of 38 newly r e g i s t e r e d  students a t  Athabasca 

Un ive rs i t y ,  who were p a i d  t o  complete weekly course mon i to r  forms, 

Peruni ak (1983) concluded t h a t  "d is tance educat ion w i  11 be e f f e c t i v e  i n  

t h e  d e l i v e r y  of i t s  courses t o  t h e  ex ten t  t h a t  i t  preserves t h e  

i n t e g r i t y  o f  a human element i n  t h e  system (e.g. t u t o r ) "  (p, 7 5 ) .  

Baath ( 1984) attempted t o  analyse correspondence educat ion i n  t h e  

l i g h t  o f  a number o f  teach ing  models. He suggested t h a t  i t  was 

impor tan t  f o r  s t u d e n t / t u t o r  i n t e r a c t i o n  t o  take  p l  ace a t  t h e  beginning 

o f  t h e  course t o :  

- be ab le  t o  i n d i v i d u a l i s e  t h e  t u t o r ' s  t u i t i o n  w i t h  
regard  t o  t h e  student  ' s  p rev ious  "reinforcement 
p a t t e r n s "  (Sk inner ) ,  o r  

- f a c i l i t a t e  t h e  s t u d e n t ' s  "mathemagenic a c t i v i t i e s "  
(Rothkopf),  o r  

- be ab le  t o  anchor t h e  m a t e r i a l  o f  t h e  f i r s t  s tudy 
u n i t s  i n t h e  s tuden t ' s  i nd i  v i  dual p r e v i  ous know1 edge 
and " c o g n i t i v e  s t r u c t u r e "  (Ausubel ) , o r  

- get  an i dea  of t h e  s t u d e n t ' s  comprehension of t h e  
bas ic  concepts and p r i n c i p l e s  of t h e  course (Bruner),  
o r  

- e s t a b l i s h  a good personal r e l a t i o n s h i p  w i t h  t h e  
l e a r n e r  (Rogers). (p. 38) 

Holmberg ( c i t e d  i n  Garr ison, 1987) has proposed a p r e s c r i p t i v e  

teach ing  theory  t h a t  emphasizes t h e  communication process. He suggests 

t h a t  t u t o r s  a re  e f f e c t i v e  n o t  o n l y  i n  t h e  exchange of quest ions, answers 

and arguments i n  mediated com~nunications, b u t  a l so  t o  t h e  impact of 

f e e l i n g s  o f  belonging and cooperat ion.  T i n t o ' s  model has been used by 



distance educators to study the concept that student/tutor interactions 

are important in producing student commitment to the institution. It is 

hypothesized that a strengthened commitment is instrumental in student 

success, and a lack of commitment leads to withdrawal from the 

institution (Barker, et a1 . , 1986; Sweet, 1986). 

Telephone Tutoring 

Telephone tutoring became popular in the 19701s, and has the 

advantage of enabl i ng students and tutors to participate in immedi ate 

two-way communi cati on. 

Role o f  Telephone Tutors 

The roles and responsibilities of telephone tutors vary from 

institution to institution (Ternier, 1984) and include teaching, 

administration, counselling, facilitating, motivating and record keeping 

(Coldeway, 1982, p. 31 1. Some institutions combine the role of tutor 

and counsellor and others separate the two personnel. Some tutors are 

i nvol ved in face-to-face instruction as we1 1 as telephone tutoring. 

A1 though OLA i s pl aci ng an i ncreasi ng emphasi s on provi di ng educati onal 

opportunities that allow for some face-to-face interaction between 

students and tutors, the principal support provided to students, in the 

majority of courses, is telephone tutors. 



The r o l e  o f  te lephone t u t o r s  a t  OLA i s  two fo ld .  Tu tors  are  

respons ib le  f o r  marking and p r o v i d i n g  feedback on s tudents  ' assignments, 

and f o r  p r o v i d i n g  supplementary encouragement, support,  and sub jec t  

mat te r  e x p e r t i s e  t o  s tudents by telephone. The t u t o r  responsi  b i  1  i t i e s  

(OLA, 1988c, p, 7 )  are: 

Make i n i t i a l  con tac t  w i t h  your  s tudents as soon as 
p o s s i b l e  a f t e r  s tudent  l i s t s  a re  rece i ved  f rom t h e  
Student Records department. 
Mark and grade a l l  assignments f o r  t h e  course. 
Forward t o  t h e  Richmond r e g i s t r y  a l l  marked and 
graded assignments. 
Answer s tudent  quer ies  (p laced e i t h e r  by telephone, 
by mai 1, o r  v i a  t h e  TMA form) on course ma te r i  a1, 
o r  o the r  r e 1  a ted  mater i  a1 s. 
Ma in ta in  appropr i  a t e  records  .on student  achievement 
and s tudent  contac t .  
P a r t i c i p a t e  i n course eval  u a t i  on as requ i red .  
Attend, and p a r t i c i p a t e  i n  t u t o r  workshops. 
Be a v a i l a b l e  throughout  t h e  e n t i r e  session i n  which 
students are  assigned t o  you, except f o r  t h e  week 
vaca t i on  a1 1 owed under t h e  , terms o f  empl oyment . 
Send any e x t r a  notes o r  o the r  t u t o r - i n i t i a t e d  
course m a t e r i a l  t o  t h e  sen ior  t u t o r  o r  d i r e c t o r  f o r  
approval before fo rward ing  t o  students. 
Be a v a i l a b l e  t o  mark exams on a r e g u l a r  basis .  

Considerable advice has been o f fe red  t o  t u t o r s  i n  t h e i r  r o l e  o f  

p r o v i d i n g  feedback on s tudents '  assignments (Cole, Coats & Lente l  1, 

1986; MacKenzie, 1974; Rhys, 1975). New t u t o r s  t o  open l e a r n i n g  systems 

are  o f t e n  no t  fami 1 i a r  w i t h  p r o v i d i n g  i n s t r u c t i o n a l  ass is tance t o  

s tudents i n  w r i t i n g .  Th i s  s k i l l  r e q u i r e s  a much g rea te r  c l a r i t y  o f  

expression than i s  o f t e n  needed by t h e i r  counterpar ts  i n  a t r a d i t i o n a l  

c lassroom s i t u a t i o n  where t h e  teacher i s  ab le  t o  say something several  

d i f f e r e n t  ways u n t i l  i t  i s  apparent t h a t  t h e  message,has been 



understood. Open l e a r n i n g  t u t o r s  do n o t  have t h i s  l u x u r y .  Advice t o  

t u t o r s  i nc ludes  making exp lanat ions  r a t h e r  than judgements, be ing  

encouragi ng and suppor t i  ve, and expressi  ng themsel ves w i t h  c l  a r i  ty, 

conci  seness and completeness (Open Learni  ng I n s t i t u t e  [OLI I ,  1984; 

C lenne l l  , Peters & Sewart, 1988, p. 330; Cole, Coats & Lente l  1, 1986; 

OLA, 1988c, pp. 12-13; S to re  & Armstrong, 1981 ) .  

, 

The r o l e  o f  t h e  telephone t u t o r  i n  p r o v i d i n g  encouragement, support 

and sub jec t  e x p e r t i s e  by telephone, as a supplement t o  t h e  l e a r n i n g  

ma te r i  a1 s, has been descr ibed by F l  i nck ( 1  978). A1 though communication 

i s  r e s t r i c t e d  t o  a u d i t o r y  cues, such as voice, tone, tempo and 

i n f l e c t i o n ,  vo i ce  qua1 i t y  and speech a t t r i b u t e s  (McInni s-Ranki n & 

Br ind ley ,  1986, p. 771, t h e  telephone can be an e f f e c t i v e  communication 

inst rument .  

Effectiveness- o f  Telephone Tutors 

Empi r ica l  evidence prov ides  s t rong  i n d i c a t i o n s  t h a t  t u t o r s  who 

r e a l l y  t r y  t o  he lp  s tudents and who c o n s t a n t l y  t r e a t  s tudents i n  a 

f r i e n d l y  way as i n d i v i d u a l  human beings, can a f f e c t  t h e  s t u d e n t ' s  s tudy 

perseverance t o  a very  s u b s t a n t i a l  e x t e n t  (Baath, 1984, p. 38). 

Although some research s tud ies  conducted i n  Europe du r ing  t h e  1970s 

by Ahlm, by Bei j e r  and by Baath ( c i t e d  i n  F l i n c k ,  1978, pp. 29-30) 

showed t h a t  s tudents were n o t  very  i n t e r e s t e d  i n  telephone t u t o r i n g ,  



1 a t e r  research conducted by W i  11 en (1981 ; 1984) repo r ted  t h a t  telephone 

t u t o r i n g  was being e f f e c t i v e l y  used i n  Swedish u n i v e r s i t i e s .  Other 

research s tud ies  t h a t  have shown t h a t  telephone t u t o r s  had a p o s i t i v e  

i n f l u e n c e  on student  success have been conducted by F l i n c k  (19781, 

Rekkedal (19851, Spencer (1980) and Wi l l iams (1980). Gibbs and 

Durbr idge (1976) c a r r i e d  ou t  a q u a l i t a t i v e  research study a t  t h e  Open 

U n i v e r s i t y  i n  Engl and, where t u t o r s  a re  i nvol  ved i n  face- to- face 

i n s t r u c t i o n ,  t h a t  i 11 u s t r a t e d  t h e  c h a r a c t e r i s t i c s  o f  successfu l  and 

unsuccessful  t u t o r s .  It was found t h a t  t h e  t u t o r ' s  personal s t y l e  

(be ing  warm, concerned, f r i e n d l y ,  emphathetic and understanding) 

c o n t r i b u t e d  more t o  t h e i r  e f fect iveness than d i d  t h e i r  t u t o r i n g  and 

teach ing  abi  1 i t i e s  (know1 edge o f  sub jec t  mat ter ,  abi  1 i ty  t o  i n t e g r a t e  

ma te r i  a1 , and t o  se! e c t  a p p r ~ p r i  a t e  ma te r i  a1 and l eve! i x t u t o r i a l s )  . 

The m a j o r i t y  of research i n v o l v i n g  te lephone t u t o r s  has been 

conducted a t  t h e  u n i v e r s i t y  l e v e l .  However, a t  t h e  Nat iona l  Extension 

con tac t  

a t  OLA 

un i  vers 

con tac t  

s tudent  

Col lege i n  England, Rouse (1986) s tud ied  s t u d e n t / t u t o r  r e 1  a t i o n s h i  ps a t  

t h e  c o l l e g e  l e v e l ,  a'nd h i s  f i nd ings  support  t h e  need f o r  telephone 

between students and t u t o r s .  The m a j o r i t y  o f  s tud ies  conducted 

i n v o l v i n g  students and t u t o r s  have i nc luded  both  c o l l e g e  and 

i t y  l e v e l  courses. Sweet (1986) showed t h a t  d i r e c t  telephone 

between OLI t u t o r s  and students " s i g n i f i c a n t l y  i n f l uenced  

commitment and p e r s i  stence" (p. 201 1. However, i n  a separate 

study, Sweet (1982) s t resses  t h a t ,  t o  be e f f e c t i v e ,  t u t o r s  p r o v i d i n g  

feedback t o  s tudents by telephone must do so " i n  a con tex t  t h a t  i s  



suppor t i ve  and encouraging" (pp. 3-4). Scales (1984) found t h a t  t h e r e  

was some support f o r  t h e  n o t i o n  t h a t  t h e r e  i s  a r e l a t i o n s h i p  between 

student  pers is tence and te lephone contac t ,  and t h i s  was g rea te r  i n  t h e  

ABE and CTV groups. Durward and Durward's s tudy (1983) showed t h a t  90% 

o f  s tudents were s a t i s f i e d  w i t h  t h e i r  t u t o r ' s  expe r t i se ,  93% were 

s a t i s i f e d  w i t h  t h e  q u a l i t y  o f  comments on assignments, and 83% were 

s a t i s i f e d  w i t h  t h e i r  t u t o r ' s  telephone manner and a b i l i t y  t o  e x p l a i n  

t h i n g s .  

It i s  apparent from empi r ica l .ev idence and t h e  research s tud ies  t h a t  

have been conducted t h a t  telephone t u t o r s  do he lp  some students t o  

complete t h e i r  s tud ies .  As W i l  l e n  p o i n t s  ou t :  ". . . however good t h e  

teach ing  m a t e r i a l  may be, snrne students are bnund t o  f a i l  i n  t h e i r  

s tud ies  unless we can a1 so guarantee personal con tac t  . . . ." (1984, 

p. 41) However, these s tud ies  do n o t  show e x a c t l y  how students are 

he1 ped--or h i  ndered--by t h e i r  telephone t u t o r s .  A t  Athabasca 

Un ive rs i t y ,  B r i n d l e y  (1987) was ab le  t o  show how students were 

he1 ped--and h i  ndered--by a1 1 t h e  var ious  f a c t o r s  associated w i t h  

l e a r n i n g  a t  a d is tance.  Her s tudy repo r ted  t h a t  50% o f  s tudents 

i n te rv iewed  i n d i c a t e d  t h a t  t h e  t u t o r  had a s i g n i f i c a n t  impact on t h e i r  

s tudies,  b u t  t h a t  t h e  e f f e c t  cou ld  be negat ive  as o f t e n  as i t  cou ld  be 

p o s i t i v e  (p. 87).  B r i  nd l  ey ' s  research i s  p a r t i  a1 l y  rep1 i cated and 

extended i n  t h i s  s tudy i n  order  t o  i l l u s t r a t e  t h e  ways i n  which t u t o r s  

a re  he lp fu l  o r  h i n d e r i n g  t o  s tudents a t  OLA. 



Critical Incident ~echni que 

The research method chosen f o r  t h i s  s tudy i s  t h e  c r i t i c a l  i n c i d e n t  

technique. The r o o t s  o f  t h i s  techniqu-e can be t r a c e d  back t o  t h e  1880s 

b u t  t h e  technique was developed i n  t h e  Un i ted  Sta tes  du r ing  World 

War 11. The c r i t i c a l  i n c i d e n t  technique was developed by Flanagan 

(1954) t o  o b t a i n  r e p o r t s  o f  s p e c i f i c  behaviours o f  e f f e c t i v e  and 

i n e f f e c t i v e  p i  1 o t  behavi our.  The observat ions were c o l  1 ected and 

analysed t o  o b t a i n  a r e l a t i v e l y .  o b j e c t i v e  and f a c t u a l  d e f i n i t i o n  of 

e f f e c t i v e  p i  1 o t i  ng. The technique was used f a i r l y  e x t e n s i v e l y  i n  

business and i n d u s t r y  and t h e  h e a l t h  sciences i n  t h e  1950s t o  measure 

j ob  performance. Dur ing t h e  nex t  two decades t h e  technique was used t o  

a moderate extent ,  b u t  i n  t h e  l a s t  few years t h e r e  has been a renewed 

i n t e r e s t  shown i n  t h i s  research methodology, and i t  i s  now considered t o  

be a use fu l  e x p l o r a t o r y  q u a l i t a t i v e  research method t h a t  can be adapted 

t o  many s i t u a t i o n s  (Woolsey, 1986). 

The most common a p p l i c a t i o n  o f  t h e  c r i t i c a l  i n c i d e n t  technique i s  t o  

ask one group o f  people t o  descr ibe  c r i t i c a l  i n c i d e n t s  t h a t  r e l a t e  t o  

t h e  performance o f  another group o f  people (Borg & Gal 1, 1983, p. 509). 

The data  i s  u s u a l l y  c o l l e c t e d  by i n te rv iews ,  and t h e  c r i t i c a l  i n c i d e n t s  

are  then grouped t o  fo rm a c a t e g o r i z a t i o n  system t h a t  i s  used t o  r e p o r t  

t h e  f ind ings .  



Flanagan (1954) and Woolsey (1986) o u t l i n e  f i v e  steps t o  be fo l lowed 

when conduct ing a study us ing  t h e  c r i t i c a l  i n c i d e n t  technique: 

1. Determining t h e  aim of t h e  a c t i v i t y .  

The a immust  be s t a t e d  i n  a simple and c l e a r  form. Wording of t h e  

aim i s  impor tant  because p a r t i c i p a n t s  i n  t h e  research study w i l l  be 

asked t o  p rov ide  c r i t i c a l  i n c i d e n t s  based on t h e  aim statement. 

2. S e t t i n g  t h e  plans, s p e c i f i c a t i o n s  and c r i t e r i a  f o r  t h e  in format ion  

t o  be obtained. 

A t  t h i s  stage, i t  i s  decided who t h e  i n t e r v i e w e r I s )  w i l l  be, who 

w i l l  be in terv iewed,  and which behaviours o r  experiences w i l l  be 

focussed on. The method(s1 by which t h e  c r i t i c a l  i n c i d e n t s  are t o  be 

c o l l e c t e d  must a l so  be decided. 

3. C o l l e c t i n g  t h e  data. 

Data i s  u s u a l l y  c o l l e c t e d  by in terv iews,  a l though var ious  methods 

can be used i n c l  ud i  ng anecdotal records, observat ions and mai 1 ed 

quest ionnaires.  F l  anagan (1 954) suggests t h a t  when quest ionna i res  are 

used and sub jec ts  are  



mot iva ted  t o  read t h e  i n s t r u c t i o n s  c a r e f u l  l y  and answer 
consc ien t i ous l y ,  t h i s  technique seems t o  g i v e  r e s u l t s  
which a re  n o t  essent i  a1 l y  d i f f e r e n t  f rom those obta ined 
by t h e  i n t e r v i e w  method. (p. 343) 

4. Analys ing t h e  themat ic  content  of t h e  data. 

A t  t h e  ana lys i s  stage, t h e r e  a re  t h r e e  main steps t o  be fol lowed: 

- s e l e c t i n g  a  general frame of reference, based on t h e  in tended use 

of t h e  dgta; 

- f o r m u l a t i n g  t h e  ca tego r ies  and subcategories, which i s  done 

i n d u c t i v e l y  by s o r t i n g  ,the c r i t i c a l  i n c i d e n t s  i n t o  groups of 

common meaning; 

- determin ing t h e  most app rop r ia te  l e v e l  o f  g e n e r a l i t y  o r  

s p e c i f i c i t y  t o  use i n  r e p o r t i n g  t h e  data. The c a t e g o r i z a t i o n  

system may l i s t  a  smal l  number of general behaviours o r  a  f a r  

g rea te r  number o f  s p e c i f i c  behaviours. 

Once t h e  c a t e g o r i z a t i o n  system i s  completed, a  sample o f  t h e  

c r i t i c a l  i n c i d e n t s  i s  so r ted  i n t o  ca tego r ies  and subcategories by 

i ndependent r a t e r s  t o  check t h e  re1  i abi  1  i ty  o f  t h e  c a t e g o r i z a t i o n  

system. Andersson and N i lsson ( c i t e d  i n  Woolsey, 1986, p. 250) suggest 

t h a t  i t  i s  acceptable if independent r a t e r s  can c o r r e c t l y  c l a s s i f y  75% 

t o  85% of t h e  c r i t i c a l  i n c i d e n t s   into^ t h e  ca tegor ies  and 60% t o  70% i n t o  

t h e  subcategories. 



5. Report ing t h e  f i n d i n g s .  

The amount and type of in format ion  i nc luded  depends on t h e  purpose 

of t h e  r e p o r t .  However, i t  i s  impor tant  t h a t  t h e  ca tegor ies  and 

subcategories are  g iven se l f -exp lana to ry  t i t l e s ,  which should be simple, 

b r i e f  and c l e a r .  Desc r ip t i ons  of t h e  ca tegor ies  should convey a  p i c t u r e  

o f  t h e  k i n d  of c r i t i c a l  i n c i d e n t s  inc luded i n  t h e  category and must 

enhance t h e  d i s t i n c t i v e n e s s  of t h e  ca tegor ies .  

The c r i t i c a l  i n c i d e n t  technique has proved t o  be a  re1  i a b l e  and 

va l  i d  research method. Andersson and N i  1  sson ( 1  964) conducted a  

research p r o j e c t  t h a t  analyzed t h e  job  of s t o r e  managers i n  a  Swedish 

grocery company. The data were a l so  used t o  t e s t  t h e  r e ! i a b i ' l i t y  and 

v a l i d i t y  o f  t h e  c r i t i c a l  i n c i d e n t  technique. They found t h a t  when 

two- th i rds  o f  t h e  i n c i d e n t s  had been c l a s s i f i e d ,  95% o f  t h e  

subcategories had appeared. D i f f e ren t  methods of data c o l  1  e c t i  on and 

d i f f e r e n t  i n te rv iewers  had 1  i t t l e  e f fec t  on t h e  c r i t i c a l  i n c i d e n t s  

c o l l e c t e d .  They a l so  reviewed t h e  l i t e r a t u r e  t h a t  was used i n  t h e  

t r a i n i n g  o f  grocery s t o r e  personnel bu t  were no t  ab le  t o  l o c a t e  any 

a d d i t i o n a l  , re1  evant in format ion.  

I n  t h e  f i e l d  of education, t h e  c r i t i c a l  i n c i d e n t  technique has been 

used t o  devel op a  theory  of educat i  onal professi  onal i sm (Le l  es, 1968) 

and t o  study t h e  classroom behaviours of teachers t h a t  c o n t r i b u t e  t o  

e f fec t i ve  o r  i n e f f e c t i v e  teaching (Jensen, 1951 1. I n  d is tance 



education, two s tud ies  have been conducted a t  t h e  Open U n i v e r s i t y  i n  

Engl and u s i  ng t h e  c r i t i c a l  i n c i  dent technique. Thomas ( 1974) conducted 

a  study t o  i d e n t i f y  t h e  c h a r a c t e r i s t i c s  t h a t  c o n t r i b u t e  t o  e f f e c t i v e  o r  

i n e f f e c t i v e  counsel 1  i ng. Thomas obta ined c r i t i c a l  i n c i d e n t s  by 

personal l y  i n t e r v i e w i n g  12 sen ior  counsel 1  ors.  Twelve o ther  sen ior  

counse l lo rs  repor ted  c r i t i c a l  i n c i d e n t s  by complet ing r e p o r t  sheets. Two 

years  l a t e r ,  Gibbs and Durbridge (1976) r e p l i c a t e d  Thomas's study by 

ask ing 22 s t a f f  t u t o r s  t o  i d e n t i f y  e f f e c t i v e  and i n e f f e c t i v e  t u t o r  

c h a r a c t e r i s t i c s  a t  t h e  Open Un ive rs i t y .  I n  both o f  these s tud ies  t h e  

c r i t i c a l  i n c i d e n t  technique was used somewhat 1  oosely. The i n t e r v i e w s  

were unst ruc tured and, i n  t h e  case o f  t h e  study on t u t o r ,  k f fec t i veness ,  

a  v a r i e t y  o f  i n t e r v i e w  formats was used. Thomas (1974) found t h a t ,  i n  

desc r ib ing  "good" o r  "poor" counsel 1 ors, sen ior  counsel 1  o rs  had a  

tendency t o  r e p o r t  summary statements, r a t h e r  than c r i t i c a l  i n c i d e n t s  

t h a t  p r e c i s e l y  descr ibed s p e c i f i c  events. I n  order  t o  represent  t h e  

c r i t i c a l  i n c i d e n t s  adequately, G i  bbs and Durbr i  dge p l  aced some i n  more 

then one category. The s tud ies  conducted b y  Thomas and by Gibbs and 

Durbridge used superv isors  t o  descr ibe  t h e  e f fec t i veness  o f  counsel 1 o rs  

and t u t o r s ,  respec t i ve l y .  Thomas advised t h a t  t h e  i n i t i a l  p l a n  was t o  

c o l l e c t  c r i t i c a l  i n c i d e n t s  f rom students and counse l lo rs  as we1 1  as 

sen ior  counsel 1  ors, bu t  1  i m i t a t i o n s  on t ime  and resources prevented him 

f rom being able t o  fo rmula te  a  s u i t a b l e  approach f o r  s tudents and 

counse l lo rs .  Dachelet e t  a1 . (1981 suggest t h a t  c r i t i c a l  i n c i d e n t s  

should be c o l l e c t e d  f rom i n d i v i d u a l s  who are most competent and i n  t h e  

best  p o s i t i o n  t o  make judgements. It cou ld  be argued t h a t ,  i n  s tud ies  



concerned w i t h  t h e  re1  a t i  onshi ps between students and t u t o r s  ( o r  

students and counse l l o rs ) ,  i t  i s  t h e  consumers--the students--who are  i n  

t h e  best  p o s i t i o n  t o  eva luate  t h e  support being provided. 

B r ind ley  (1987) s tud ied  a t t r i t i o n  and complet ion as viewed from t h e  

perspect ive  o f  s tudents t a k i n g  d is tance education courses a t  Athabasca 

Un ive rs i t y .  Using t h e  c r i t i c a l  i n c i d e n t  technique, B r ind ley  conducted 

in te rv iews  w i t h  40 students who were e n r o l l e d  i n  t h e i r  f i r s t  course. The 

namos o f  f i v e  students were randomly sampled f rom e i g h t  se lec ted 

courses. A f t e r  c l a s s i f y i n g  t h e  2.65 c r i t i c a l  i n c i d e n t s  c o l l e c t e d  i n t o  13 

categor ies,  B r i n d l e y  used t h e  c a t e g o r i z a t i o n  system t o  d iscuss 

study 

t o  be 

shows 

(PP. 

f o r  r 

dif ferences and s imi  1  a r i  t i e s  between compl e t e r s  and non-compl e te rs .  Her 

shows t h a t  s tudents p e r s i s t  desp i te  experiences t h a t  they  perce ive  

negat ive.  As f a r  as t h e  non-completers are  concerned, t h e  study 

t h a t  i n  a l l  p r o b a b i l i t y  t h e r e  are avoidable drop-outs 

104-1 05). B r i  nd l  ey concluded her study by making recommendations 

e t e n t i o n  s t r a t e g i e s  t h a t  cou ld  b e  implemented i n  t h e  adv is ing  and 

counse l l i ng  programs a t  Athabasca U n i v e r s i t y .  

Triangulation 

T r i a n g u l a t i o n  i s  t h e  term used t o  descr ibe  t h e  u t i l i z a t i o n  of 

mu1 t i p l  e  research methods, data sources and/or researchers i n  s tudy i  ng 

t h e  same ob jec t .  It i s  commonly used i n  eva lua t ion  and research as a  



s t r a t e g y  f o r  improving t h e  va l  i d i  t y  of t h e  f i nd ings  (Mathison, 1988). 

There are  f o u r  bas ic  types  of tri ang,ul a t i  on : ( 1  data; ( 2 )  

i n v e s t i g a t o r ;  ( 3 )  theory; and ( 4 )  method (Denzin, 1970, pp. 301-310; 

Mathison, 1988, pp. 13-14). 

1  . Data tri angul a t  i on 

A s tudy us ing  da ta  tr i angul a t j m  employs several  , da ta  sources, t h e  

o b v i o k  example be ing  t h e  i n c l u s i o n  of more than one i n d i v i d u a l  as a  

source o f  da ta  (Mathison, 1988). Denzin a l s o  suggests t h a t  t h e  sub jec t  

be s tud ied  a t  d i f f e r e n t  t imes of bay o r  year  and i n  d i f f e r e n t  s e t t i n g s .  

2 .  I n v e s t i g a t o r  t r i a n g u l a t i o n  

I n v e s t i g a t o r  t r i a n g u l a t i o n  r e f e r s  t o  us ing  several  researchers t o  

c o l l e c t  and analyse data. 

3. Theory tr i anguat i on 

Denzin admits t h a t  t h e o r e t i c a l  t r i a n g u l a t i o n  i s  problemat ic ,  and 

probably imposs ib le  i n  r e a l i t y ,  b u t  he i nc ludes  i t  as he be l i eves  i t  i s  

impor tan t  f o r  s tud ies  t o  be conducted w i t h  a  t h e o r e t i c a l  perspect ive .  



4. Method t r i a n g u l a t i o n  

There are  two types  o f  method01 og i ca l  tri angul a t i  on. W i  t h i  n-method 

tri angul a t i o n  uses one research method, b u t  several  s t r a t e g i e s  are  

employed w i t h i n  t h a t  method t o  examine t h e  data. Between-methods 

t r i a n g u l a t i o n  employs 'several da ta-gather ing  techniques i n  one study. 

Mu1 t i p l e  t r i a n g u l a t i o n  combines t h e  use o f  more than one o f  these 

bas ic  types o f  t r i a n g u l a t i o n  i n  one study. 

I n  t h i s  study, m u l t i p l e  t r i a n g u l a t i o n  has' been used, combining da ta  

t r i a n g u l a t i o n  (two groups of s tudents and one group o f  t u t o r s )  and 

between-methods tri angul a t i  on (two se ts  of telephone i n t e r v i e w s  and one 

s e t  o f  mai 1  ed ques t i onna i res )  . 

T r a d i t i o n a l l y ,  t r i a n g u l a t i o n  has been used t o  at tempt t o  improve t h e  

v a l i d i t y  of research o r  eva lua t i on  f ind ings .  The aim o f  researchers has 

been t o  o b t a i n  da ta  t h a t  i s  convergent. Mathison (1988) suggests an 

a1 t e r n a t i  ve concept ion of t r i  angul a t i  on. She p o i n t s  o u t  t h a t  t h e r e  are  

" t h r e e  outcomes t h a t  might  r e s u l t  from a  t r i a n g u l a t i o n  s t ra tegy . "  

(p. 15) These are:  convergent, when data  f rom d i f f e r e n t  sources agree; 

i ncons i s ten t ,  when t h e  da ta  i s  no t  con f i rm ing  b u t  n o t  con t rad i c to ry ;  and 

con t rad i c to ry ,  when data  produces opposing views. Mathison c la ims t h a t ,  

whereas t r a d i  ti o n a l l y  i t  was f e l t  t h a t  i ncons i  s t e n t  and c o n t r a d i c t o r y  

da ta  were no t  use fu l ,  t h e  r e a l  va lue of t r i a n g u l a t i o n  1  i es i n  p r o v i d i n g  



evidence t h a t  t h e  researcher  can use t o  cons t ruc t  p l a u s i b l e  exp lanat ions  

o f  t h e  da ta  be ing  studied.  

This  s tudy has adopted Mathison's  concept ion o f  t r i a n g u l a t i o n  bu t  

t h e  terms have been adapted t o  meet t h e  s p e c i f i c  requi rements o f  t h i s  

research p r o j e c t .  The terms used are  convergent, analogous, d i ve rgen t  

and inconc lus ive .  The meaning of these terms, as they  p e r t a i n  t o  t h i s  

study, i s  exp la ined i n  Chapter 3. 



CHAPTER 3 

METHODOLOGY 

This chapter i s  divided into six sections. I n  the f i r s t  section the 

student population i s  described. I n  the second section, the sampling 

procedures for students and tutors are detailed. The d a t a  collection 

procedures are explained in the third section. In the fourth section, 

'the procedures used t o  categorize the critical incidents are described. 

The f i f th  section describes the independent rating process. The final 

categer 'za t ien  systex i s  presented ir: t a b l e  fo rm,  and a df scicssion o f  

the experiences gained with using the critical incident technique in 

this study i s  provided in the sixth section. 

Student Popul a t i  on 

During the 1987/88 year, the t o t a l  course enrolments a t  OLA were 

20 061. On average students enrol in approximately 1 .2  courses per 

session. Of the 20 061 course enrolments, 7 375 (37%) were i n  

University courses, 8 787 (44%) were in CTV courses and 3 899 ( 1  9%) were 

in ABE courses. During the March, 1988 session, the t o t a l  course 

enrolments were 3 323. Of those, 1 066 (32%) were in University 



courses, 1 456 (44%) were in CTV courses and 801 (24%) were in ABE 

courses ( O L A ,  l988b). 

The  student population during 1987/88 was composed of 40% males and 

60% females. Forty percent lived in the Lower Mainland, 11% in the 

Victoria area, 48% spread throughout the rest of the province, and 1% 

out-of-province. Eight percent were under 20 years old, 43% were aged 

21-30, 33% were aged 31-40, 12% were aged 41-50 and 4% were aged over 50 

( O L A y  l988b) m 

Sampling Procedures 

This study employs a mu1 t iple  triangulation strategy, combining d a t a  

triangulation and between-methods triangulation (Denzi n ,  1 970, 

pp. 301-310; Mathison, 1988, pp. 13-14]. Data were collected from three 

sources--two groups of-students and one group of tutors. Two methods 

were used: telephone interviews with the tutors and one group of 

students, and questionnaires with the other group of students. 

Students 

Computer print-outs were obtained from OLA of students who had 

enrolled in courses t h a t  officially started in March, 1988. OLA 

students may register and commence work on a course a t  any time 



throughout  t h e  year  but ,  f o r  a d m i n i s t r a t i v e  purposes, t h e y  a re  scheduled 

i n t o  t h e  nex t  o f f i c i a l  course s t a r t  dates--January 1, March 1, May 1, 

Ju ly  1, September 1, and November 1. Separate p r i n t - o u t s  were ob ta ined 

f o r  s tudents t a k i n g  ( i  U n i v e r s i t y  courses; ( i  i ) CTV courses and ( i i i  ) 

ABE courses. The p r i n t - o u t s  l i s t e d  students by s tudent  number, s t a r t i n g  

w i t h  t h e  lowest  numbers; thus, t h e  students who had been t a k i n g  courses 

w i t h  t h e  OLA f o r  t h e  l onges t  t ime  were a t  t h e  t o p  o f  t h e  l i s t .  

I de le ted  f rom each p r i n t - o u t  t h e  names of s tudents who ( i  ) d i d  n o t  

l i v e  i n  B.C.; ( i i )  were known t o  me; ( i i i )  were e n r o l l e d  i n  'courses t h a t  

i nc luded  face- to- face i n t e r a c t i o n  w i t h  t h e i r  t u t o r s ;  and ( i v )  were 

e n r o l l e d  i n  more than one course so t h a t  t h e  names o f  i n d i v i d u a l  
* 

s tudents o n l y  appeared once. 

Systematic sampling (Borg & Ga l l ,  1983, p. 248) was used, w i t h  t h e  

s t a r t i n g  number being randomly chosen. P a i r s  of s tudent  names were 

se lec ted  i n  case t h e  student  chosen was unable o r  u n w i l l i n g  t o  

p a r t i c i p a t e  i n  t h e  i n t e r v i e w .  Fu r the r  systemat ic  sampling was used t o  

determine those students who would be asked t o  p a r t i c i p a t e  i n  t h e  

i n te rv iew ,  and those who would be mai led  quest ionnaires.  D e t a i l s  o f  t h e  

sampling procedures f o r  s tudents a re  prov ided i n  Table 1. 



Table 1 

Sampl ing Procedures - Students 

Uni versi ty CTV ABE 

Total number of students 
1 i sted on pri nt-outs, 
a f t e r  deletions 830 1 251 563 

Sample required 5 2 5 2 52 

Names se1 ected 15th & 16th 24th & 25th 10th & 11th 

S ta r t i  ng number 11 11 6 

......................................................................... 

Sample Obtained 5 2 

Sample required for  interviews 1 2  

.Names selected 

Starting number 

Note. The remaining 40 names were used for  the student questionnaires 
data source. 

Tutors 

Lists of University tu tors ,  CTV tu tors ,  and ABE tu tors ,  who had been 

employed for  four or more years a t  OLA,  were obtained. The l i s t s  were 

in tu tor  number order; thus, the tu tors  who had been employed the 

longest were a t  the top of the l i s t .  I deleted from the l i s t s  the names 

of tu tors  who were known t o  me. 



Systematic sampling was used t o  s e l e c t  t u t o r s  f rom each group 

(Borg & Ga l l ,  1983, p. 248), w i t h  the  . s t a r t i n g  number being randomly 

chosen,. P a i r s  o f  t u t o r s  were se lec ted  i n  case t h e  t u t o r  chosen was 

unable o r  u n w i l l i n g  t o  p a r t i c i p a t e  i n  t h e  i n t e r v i e w .  D e t a i l s  of t h e  

sampling procedures f o r  t u t o r s  a re  prov ided i n  Table 2. 

Table 2 

Sampling Procedures - Tutors  

Univers i ty  CTV ABE 

Tota l  number o f  t u t o r s  on 
l i s t s ,  a f t e r  d e l e t i o n s  2 6  

Sample r e q u i r e d  

Names se lec ted  

S t a r t i  ng number 3 9 6  

Data Col lect ion Procedures 

The C r i t i c a l  I n c i d e n t  Technique ( F l  anagan, 1954; Wool sey, 1986) was 

used t o  o b t a i n  c r i t i c a l  i n c i d e n t s  f rom t h e  t h r e e  data  sources. C r i t i c a l  

i n c i d e n t s  were ob ta ined f rom t h e  t u t o r s  and one group of s tudents by 

means o f  te lephone in te rv iews .  A second group o f  s tudents prov ided 



c r i t i c a l  i n c i d e n t s  by means of a ques t ionna i re .  The da ta  c o l l e c t i o n  

process i s  o u t l i n e d  i n  Table 3. 

Table 3 

Data Col 1 e c t i  on Process 

Data Source 1 

Student 
Intervi ews 

Data Source 2 Data Source 3 

Tutor 
Interviews 

Student 
Questionnaires 

LETTER 
Appendix 1 

FIRST TELEPHONE CALL 
Appendix 2 

TELEPHONE INTERVIEW 
Appendix 3 . 

NO. OF INTERVIEWS 
U CTV ABE 

12 12 12 

To ta l  o f  36 

LETTER LETTER AND 
Appendix 4 QUESTIONNAIRE 

Appendix 7 

FIRST TELEPHONE CALL 
Appendix 5 

TELEPHONE INTERVIEW 
Appendix 6 

NO. OF INTERVIEWS 
U CTV ABE 
4 4 4 

To ta l  o f  12 

NO. MAILED 
U CTV ABE 
40 4 0 4 0 

FOLLOW UP LETTER 
Appendix 8 

RESPONSE 
U CTV ABE 
35 30 2 5 

(88%) (75%) (63%) 

To ta l  o f  90 (75%) 



Student Interviews 

A p i l o t  s tudy was conducted w i t h  t h r e e  students whose names were 

taken f rom t h e  computer p r i n t - o u t s ,  bu t  who had n o t  been se lec ted  f o r  

t h i s  study. The proposed standard format  f o r  s tudent  i n t e r v i e w s  was 

used, and no amendments were found necessary. Each i n t e r v i e w  was 

audi o-taped and va l  uabl e experience i n  telephone i n t e r v i e w i n g  was ga i  ned 

du r ing  t h e  p i l o t  study. A t  t h e  end o f  each i n te rv iew ,  I asked f o r  

feedback on t h e  i n t e r v i e w  i t s e l f .  Dur ing t h e  p i l o t  study, i t  became 

obvious t h a t  a s tudent  who was, f o r  example, c u r r e n t l y  e n r o l l e d  i n  a 

U n i v e r s i t y  course, may have p r e v i o u s l y  taken ABE o r  CTV courses. A t  t h e  

beginning o f  each i n t e r v i e w  I there fo re  asked students about p rev ious  

course enrolments. I f  they  had taken courses i n  more than one group 

( u n i v e r s i t y ,  CTV and ABE) I ensured t h a t  t h e  c r i t i c a l  i n c i d e n t s  repo r ted  

were recorded under t h e  app rop r ia te  group. 

The telephone was used so t h a t  s tudents throughout  t h e  prov ince 

cou ld  be in te rv iewed.  L e t t e r s  were sent  t o  each of t h e  students t h a t  

were se lec ted  t o  be in te rv iewed,  adv i s ing  them o f  t h e  research study and 

i n d i c a t i n g  t h a t  . I  would be te lephon ing  them t o  ask i f  they  would be 

w i l l i n g  t o  p a r t i c i p a t e  i n  t h e  study and t o  s e t  up a convenient t ime f o r  

t h e  telephone i n t e r v i e w  t o  take  p lace (see Appendix 1 ) . The standard 

fo rmat  o f  t h e  i n i t i a l  te lephone c a l l  i s  conta ined i n  Appendix 2. 



A t o t a l  o f  22 students ( n i n e  Un ive rs i t y ,  seven CTV and s i x  ABE 

s tudents )  dec l i ned  t o  be inverviewed. The most common reason c i t e d  was 

t h a t  they  had n o t  s t a r t e d  t h e  course and had n o t  formed a r e l a t i o n s h i p  

w i t h  t h e i r  t u t o r  (12 s tudents ) .  I attempted, unsuccess fu l l y ,  t o  c a l l  

t h r e e  students on t e n  d i f f e r e n t  occasions, two students were work ing 

away f rom home, two s a i d  they  were t o o  busy t o  p a r t i c i p a t e ,  two dec l i ned  

w i t h o u t  g i v i n g  a reason, and one had moved wit-hout l e a v i n g  a fo rward ing  

address. I n  these cases, a l e t t e r  was sent  t o  t h e  second student  of t h e  

p a i r  o f  names selected.  

I then conducted t h e  i n t e r v i e w  a t  t h e  arranged t ime.  The standard 

format  o f  t h e  i n t e r v i e w  i s  conta ined i n  Appendix 3.' I n te rv iews  were 

audiotaped and I made shorthand notes du r ing  t h e  i n t e r v i e w .  The tape 

record ings  were very  use fu l  i n  t r a n s c r i b i n g  t h e  i n t e r v i e w s  because they  

captured t h e  tone of vo i ce  and i n f l e c t i o n s  t h a t  gave meaning t o  t h e  

statements made by students.  The shorthand notes were e s s e n t i a l  f o r  t h e  

few moments when aud io tap ing  was i n t e r r u p t e d  because o f  changing tapes, 

and a l s o  i n  cases where t h e  i n t e r v i e w e e ' s  vo i ce  was very  s o f t  and d i d n ' t  

r eco rd  we1 1. 

C r i t i c a l  i n c i d e n t s  were w r i t t e n  up on cards us ing  bo th  t h e  

audiotapes and t h e  notes. 



Tutor Interviews 

Due t o  t ime  r e s t r a i n t s ,  a  l i m i t e d  p i l o t  s tudy was conducted w i t h  

one t u t o r ,  us ing  t h e  proposed standard format  f o r  t u t o r  i n t e r v i e w s .  

There was no evidence t h a t  any amendments t o  t h e  i n t e r v i e w  format were 

necessary. 

I n te rv iews  were conducted by te lephone f 01 1  owi ng s imi  1  a r  procedures 

t o  those descr ibed f o r  t h e  student  i n te rv iews .  

A t o t a l  o f  f o u r  t u t o r s  dec l i ned  t o  be i n te rv iewed  (a1 1  f rom t h e  

U n i v e r s i t y  group).  One t u t o r  was l e a v i n g  on h o l i d a y  t h e  nex t  day, one 

was out-of-town, one was i n  t h e  middle o f  renova t i ng  h i s  OLA o f f i c e  a t  

home, and one was t o o  busy. A l e t t e r  was t h e r e f o r e  sent  t o  t h e  second 

t u t o r  o f  t h e  p a i r  o f  names selected.  

The l e t t e r  o f  i n t r o d u c t i o n ,  t h e  standard format  o f  t h e  i n i t i a l  

telephone c a l l  and t h e  standard format  o f  t h e  i n t e r v i e w  a re  conta ined i n  

Appendices 4, 5 and 6. 

Student Questi onnai res 

From the  te lephone i n t e r v i e w s  i t  was apparent t h a t ,  w h i l s t  some 

students who had n o t  s t a r t e d  t h e i r  courses had t a l k e d  t o  t h e i r  t u t o r  on 

t h e  telephone and, depending on t h e  circumstances, were ab le  t o  r e p o r t  



e i t h e r  f a c i l i t a t i n g  o r  h i n d e r i n g  c r i t i c a l  i nc iden ts ,  

44 

t h e  m a j o r i t y  of 

s tudents who dec l i ned  t o  be i n te rv iewed  d i d  so because they  had n o t  

es tab l i shed  a r e 1  a t i  onship w i t h  t h e i r  t u t o r .  To avo id  mai 1 i n g  

quest ionna i res  t o  s tudents who, i t  was bel ieved,  were u n l i k e l y  t o  be 

ab le  t o  respond, a f u r t h e r  s tep  was taken i n  t h e  sampling process f o r  

t h e  student  ques t ionna i res .  I used t h e  OLA's computer system t o  ensure 

t h a t  t h e  students who had been se lec ted  f o r  t h e  quest ionna i res  had 

submit ted two o r  more assignments. I f  t h e  se lec ted  student  d i d  n o t  meet 
/-- 

t h i s  requirement, t h e  second name of t h e  se lec ted  p a i r  o f  s tudents was 

then checked. If t h i s  s tudent  had n o t  completed t h e  r e q u i r e d  

assignments, then t h e  name of t h e  student  t h a t  preceded t h e  student  

o r i g i n a l  1y se lec ted  was used. Th i s  p a t t e r n  was f o l l o w e d  u n t i l  t h e  name 

o f  a s tudent  who had completed two o r  more assignments was selected.  I 

a l s o  took  t h i s  o p p o r t u n i t y  t o  cheek t h e  m a i l i n g  addresses o f  s tudents on 

t h e  computer, as these records  were more up- to-date than t h e  computer 

p r i n t - o u t  sheets t h a t  I had obta ined several  weeks e a r l i e r .  

C r i t i c a l  i n c i d e n t s  were obta ined f rom t h e  quest ionna i res  by asking 

students t o  answer t h e  two quest ions, "What has your  t u t o r  s a i d  o r  done 

which has been s i g n i f i c a n t l y  he lp fu l  and encouraging t o  you i n  ach iev ing  

what you wanted t o  i n  t h e  course?" and "What has your  t u t o r  s a i d  o r  done 

which has been s i g n i f i c a n t l y  unhe lp fu l  and d iscourag ing  t o  you i n  

ach iev ing  what you wanted t o  i r t  t h e  course?" I n  add i t i on ,  a number o f  

o the r  quest ions were asked i n  order  t o  be ab le  t o  c l a r i f y  s tudents '  

responses t o  t h e  two main quest ions. The quest ions were w r i t t e n  i n  a 



check-quest ion form, w i t h  an o p p o r t u n i t y  p rov ided f o r  s tudents t o  

e x p l a i n  t h e  reasons f o r  t h e i r  responses. 
' 

A p i l o t  s tudy was conducted w i t h  two students. I e x t r a c t e d  f rom t h e  

p r i n t - o u t s  names of s tudents who had no t  been se lec ted  fo r  t h i s  s tudy 

and who were l i v i n g  i n  my neighbourhood. I telephoned them t o  ask t h e i r  

ass is tance i n  t h e  p i l o t  study. I v i s i t e d  bo th  o f  t h e  students and 

requested them t o  complete t h e  quest ionna i re .  Several minor amendments 

were made t o  t h e  ques t i onna i re  as a  r e s u l t  o f  t h e  p i l o t  study. 

The cover sheets c o n t a i n i n g  i n s t r u c t i o n s  were c o l  our coded f o r  easy 

i d e n t i f i c a t i o n  o f  t h e  t h r e e  groups o f  s tudents.  An i d e n t i f i c a t i o n  

number was p laced on t h e  i n s t r u c t i o n  sheet t o  a s s i s t  w i t h  fo l low-up 

procedures. Some students t o r e  o f f  t h e  i n s t r u c t i o n  page be fo re  

r e t u r n i n g  t h e  ques t i onna i re  b u t  i n  a1 1 cases, except one, i t  was 

p o s s i b l e  t o  i d e n t i f y  t h e  student .  A copy o f  t h e  quest ionna i re ,  

i n c l u d i n g  t h e  cover ing  l e t t e r  and t h e  i n s t r u c t i o n  sheet, i s  conta ined i n  

Appendix 7, and t h e  fo l low-up l e t t e r  can be found i n  Appendix 8. 

Twenty-fi ve quest ionna i res  f rom each group were r e q u i r e d  so 40 

quest ionna i res  were mai led  t o  each group. Deta i  1  s  o f  t h e  response r a t e s  

are  shown i n  Table 4. 



Table 4 

Response Rates f o r  Student Ques t i onna i res  

Univers i ty  CTV ABE Total 
(N = 40) (N = 40) (N  = 40) (N = 120) 

N % N % N % N % 
- - -- 

Quest ionna i res  

I n i  t i  a1 response 31 78 26 65 25 63 82 68 

No response 9 22 1 4 ~  35 1 5 ~  37 38 32 

F o l l  ow-up L e t t e r s  

Fol low-up l e t t e r s  sen t  9 13 14 36 

Response t o  fo l low-up 4 44 4 31 ob 0 8 22 

- 
I o t a l  Response 35 88 30 75 25 63 90 75 

a One ques t i onna i re  r e t u r n e d  by Post O f f i c e  - s tudent  had moved. 
S tuden t ' s  mother wro te  t o  say t h a t  her daughter was teach ing  i n  

Japan, and she had forwarded t h e  ques t i onna i re  t o  her .  

I n  a l l  t h r e e  groups, t h e  o r i g i n a l  t a r g e t  o f  25 ques t ionna i res  f rom 

each group was met o r  exceeded. According t o  Babbie (1  983, p. 226) a 

response r a t e  o f  50% i s  adequate, 60% i s  good and 70% i s  ve ry  good. The 

response r a t e s  ob ta ined ranged from 63% t o  88% and p rov ide  a good 

i n d i c a t i o n  t o  OLA t h a t  t h e i r  s tudents,  p a r t i c u l a r l y  t h e  U n i v e r s i t y  and 

CTV students,  a re  a w i l l i n g  source o f  research  data. 



I e d i t e d  t h e  quest ionna i res  and made notes o f  t h e  i tems e d i t e d  on 

t h r e e  b lank quest ionnaires--one f o r  each group. The i tems t h a t  needed 

ed i  t i  ng i n c l  uded quest ions t h a t  t h e  student  answered but,  accord i  ng t o  

t h e  i n s t r u c t i o n s ,  should have been s'kipped, and responses t o  quest ions 

t h a t  con t rad i c ted  t h e  i nformat i  on they  prov ided i n t h e  " space a1 1 ocated 

f o r  comments f o r  t h a t  p a r t i c u l a r  quest ion.  I t a b u l a t e d  t h e  r e s u l t s  o f  

t h e  quest ionnaires,  and these are  conta ined i n  Appendix 9. The 

students ' responses t o  t h e  two main research quest ions (quest ions 32 and 

33) were w r i t t e n  up on cards as " c r i t i c a l  i n c i d e n t s . "  

Procedures for Categorizing Critical Incidents - 

A l l  t h e  c r i t i c a l  i n c i d e n t s  were w r i t t e n  up on colour-coded index  

cards t o  i d e n t i f y  t h e  group, t h e  data source, and whether t h e  i n c i d e n t  

was f a c i l i t a t i n g  o r  h inder ing .  I gave each student  and t u t o r  an 

i den t i  f i c a t i  on number. (The Uni v e r s i  t y  students t h a t  were i n t e r v i  ewed 

were numbered SU1 through SU12. The U n i v e r s i t y  t u t o r s  were numbered TU1 

through TU4. The U n i v e r s i t y  s tudents t h a t  were sent  ques t ionna i res  were 

numbered QU1 through QU40. This  same system was fo l l owed  f o r  t h e  CTV 

group--SCTVl through SCTV12, TCTVl through TCTV4 and QCTVl through 

QCTV40 respect ive ly - -and t h e  ABE group--SABEl through SABE12, TABEl 

through TABE4 and QABEl through QABE4O r e s p e c t i v e l y ) .  These 

i d e n t i f i c a t i o n  numbers were w r i t t e n  on each ca rd  so t h a t  t h e  source of 

t h e  c r i t i c a l  i n c i d e n t  cou ld  be e a s i l y  i d e n t i f i e d .  



The t h r e e  main steps i n v o l v e d  i n  t h e  ana lys i s  phase o f  t h e  c r i t i c a l  

i n c i d e n t  technique (Flanagan, 1954; Wool sey, 1986) a re  t h e  s e l e c t i o n  of 

a  general frame o f  reference,  t h e  fo rmula t ion  o f  t h e  ca tegor ies ,  and t h e  

de terminat ion  o f  t h e  most app rop r ia te  l e v e l  o f  g e n e r a l i t y  o r  

s p e c i f i c i t y .  

Frame o f  Reference 

"There are  count less  ways i n  which a  g iven s e t  o f  i n c i d e n t s  can be 

c l a s s i f i e d "  (Flanagan, 1954, p. 344). The frame o f  re fe rence i s  

se lec ted  based on t h e  in tended use of t h e  r e s u l t s .  The aim o f  t h i s  

s tudy  i s  t o  p rov ide  in fo rmat ion  t o  OLA admin i s t ra to rs  and t u t o r s .  As 

such, t h e  frame of reference chosen i s  in tended t o  be s t ra igh t fo rward ,  

so t h a t  i t  enhances communication. It i s  a l so  aimed a t  being easy f o r  

admin i s t ra to rs  and t u t o r s  t o  r e l a t e  t o  and, i n  t h e  case o f  t u t o r s ,  t o  

i d e n t i f y  w i t h .  The frame of reference chosen prov ides  ca tegor ies  t h a t  

enable admin i s t ra to rs  and t u t o r s  t o  understand t h e  events.  t h a t  occur 

when students and t u t o r s  a re  i n t e r a c t i n g  and t o  form an understanding o f  

how c e r t a i n  t u t o r  ac t i ons - -o r  i n a c t i  v i  t i e s - - a r e  f a c i  1  i t a t i n g  o r  

h inde r ing  t o  s tudents.  

Some of t h e  a l t e r n a t i v e  frames of re fe rences t h a t  cou ld  p o s s i b l y  

have been se lec ted  f o r  a  s tudy of t h i s  na tu re  cou ld  have r e s u l t e d  i n  t h e  

i d e n t i f i c a t i o n  of t h e  c h a r a c t e r i s t i c s  o f  t u t o r s  and/or students, t h e  

development o f  a  s tudy  s k i l l s  manual f o r  students, t h e  s p e c i f i c a t i o n  o f  



a  job  d e s c r i p t i o n  fo r  t u t o r s ,  o r  t h e  development o f  a  t u t o r  t r a i n i n g  

program. 

Formulation of the Categories 

As Woolsey (1986) p o i n t s  out, " f o rmu la t i on  o f  t h e  ca tego r ies  i s  

done i n d u c t i v e l y ,  by s o r t i n g  t h e  i n c i d e n t s  i n t o  c l u s t e r s  t h a t  seem t o  

group toge the r "  (p. 249). The f o r m u l a t i o n  o f  ca tego r ies  f o r  t h i s  s tudy 

was p a r t i c u l a r l y  d i f f i c u l t  because c r i t i c a l  i n c i d e n t s  were ob ta ined f rom 

t h r e e  data  sources t h a t  were i n e v i t a b l y  r e p o r t e d  somewhat d i  ss imi  1 a r l y .  

I so r ted  the  i n c i d e n t  cards from each source separa te ly .  A f te r  many 

attempts t o  c l a s s i f y  t h e  c r i t i c a l  i nc iden ts ,  a  bas ic  c a t e g o r i z a t i o n  

system was formed fo r  each data  source. The t h r e e  c a t e g o r i z a t i o n  

systems were then reviewed and r e v i s e d  many t imes u n t i l  one 

c a t e g o r i z a t i o n  system was formul ated t h a t  encompassed a1 1  t h e  c r i t i c a l  

i n c i d e n t s  f rom each data  source. 

Level of Generality 

The t h i r d  s tep  i n  t h e  process i s  t o  determine t h e  most app rop r ia te  

l e v e l  o f  s p e c i f i c i t y  o r  g e n e r a l i t y  t o  use i n  r e p o r t i n g  t h e  data. The 

o r i g i n a l  c a t e g o r i z a t i o n  system d i v i d e d  c r i t i c a l  i n c i d e n t s  i n t o  e i g h t  

ca tegor ies ,  w i t h  some ca tego r ies  be ing  d i v i d e d  i n t o  a  number o f  

subcategories. There was a  t o t a l  o f  22 categories/subcategories. 

Although Flanagan (1954) suggested t h a t  t h e r e  should be t h e  same number 



of i n c i d e n t s  i n  each category, more r e c e n t l y  Wool sey ( 1  986) be1 ieves  

t h a t  " f o r c i n g  t h e  da ta  i n t o  s u p e r f i c i a l l y  ' equa l '  ca tego r ies  would . . . 
( d i s t o r t )  them i n  other ,  more s i g n i f i c a n t  ways" (p. 250). Th i s  would 

c e r t a i n l y  be t h e  case i n  t h i s  study, p a r t i c u l a r l y  as c o l l e c t i n g  da ta  

f rom t h r e e  sources i n e v i t a b l y  r e s u l t e d  i n  some categ0r.i es and 

subcategories having i n c i d e n t s  repo r ted  by o n l y  one o r  two groups. 

Independent R a t i  ng Process 

A f t e r  t h e  o r i g i n a l  c a t e g o r i z a t i o n  system was formulated, t h e  

c r i t i c a l  i n c i d e n t s  were again reviewed f rom t h e  data sources t o  ensure 

completeness and accuracy. Two independent r a t e r s  were then asked t o  

ca tego r i ze  a sample o f  t h e  c r i t i c a l  i n c i d e n t s  t o  check t h e  r e l i a b i l i t y  

o f  t h e  system. A s t r a t i f i e d  sampling procedure (Borg & Ga l l ,  

pp. 248-249) was used t o  ensure t h a t  c r i t i c a l  i n c i d e n t s  f rom each 

category and subcategory would be chosen. The system used f o r  t h e  

independent r a t i n g  process i s  i l l u s t r a t e d  i n  Table 5. By t h i s  system, 

42 c r i t i c a l  i n c i d e n t s  (10% o f  t o t a l  ) were ca tegor ized by t h e  independent 

r a t e r s .  



Table 5 

S t r a t i f i e d  Sampling System used f o r  Independent Rat ing  Process 

Total Number of Critical Incidents Number of Critical Incidents 
i n Category/Subcategory Randomly Sampled for 

Independent Rating 

Less than 15 
15 - 25 
26 - 50 
More than 50 

The r e s u l t s  o f  t h e  independent r a t i n g  a re  p rov ided  i n  Table 6. 

Table 6 

Resu l ts  of Independent Rat ing  o f  Ca tego r i za t i on  System 

Raters Concurrence Concurrence 
of Categories of Subcategori es 

% % 

Myse l f  and Independent Rater  A 9 3 86 

Myse l f  and Independent Rater  B 9 3 9 0 

Independent Raters A and B 

Myse l f  and Independent 
Raters A and B 



The r e s u l t s  o f  t h e  independent r a t i n g  process exceed t h e  acceptable 

r a t e  suggested by Andersson and N i  l s son  ( c i t e d  i n  Woolsey, 1986, p. 250) 

o f  75% t o  85% f o r  c o r r e c t l y  c l a s s i f y i n g  ca tego r ies  and 60% t o  70% f o r  

c o r r e c t l y  c l  a s s i f y i  ng subcategor ies.  Fo l  1  owi ng a  d i  scuss i  on o f  t h e  

c a t e g o r i z a t i o n  system w i t h  t h e  r a t e r s  a f t e r  t h e  r a t i n g  process had been 

completed, minor amendments were made t o  i t . S t i l l  f u r t h e r  re f inements  

were made t o  t h e  c a t e g o r i z a t i o n  sysem a t  t h e  t ime  o f  w r i t i n g  t h e  t h e s i s ,  

i n order  t o  enhance communication. The ca tego r ies  and subcategor ies 

were co l l apsed  i n t o  ca tegor ies ,  and t h e  phraseology o f  t h e  ca tegory  

headings was amended i n  o rder  t h a t  each heading was meaningful  i n  

i t s e l f .  The f i n a l  c a t e g o r i z a t i o n  system, as shown i n  Table 7, has been 

organized i n t o  t h r e e  areas: i n i t i a l  con tac t ;  feedback on assignments 

and te lephone i n t e r a c t i o n .  

Each ca tegory  represents  one f a c t o r  i n  t h e  s t u d e n t / t u t o r  

r e l a t i o n s h i p  t h a t  s tudents  and t u t o r s  pe rce i ve  t o  be impor tan t  f o r  

s tudent  success i n  open l e a r n i n g  courses. 

C r i t i c a l  Incident Techniaue 

M i l e s  and Huberman (1984) suggest t h a t  one problem w i t h  qua1 i t i a t i v e  

research i s  t h a t  researchers  t end  no t  t o  share t h e i r  experiences w i t h  

reduc ing  and ana l ys ing  t h e i r  data. It i s  t h e r e f o r e  d i f f i c u l t  f o r  o the r  

researchers t o  f o l l o w  t h e  exac t  procedures used and t o  judge t h e  m e r i t s  



Table 7 

Ca tego r i za t i on  System f o r  t h e  C r i t i c a l  I n c i d e n t s  

A. I N I T I A L  CONTACT 
1. L e t t e r s  o f  i n t r o d u c t i o n  
2 .  I n i t i a l  telephone conversat ions 

B. FEEDBACK ON ASSIGNMENTS 
3. P r a i s i n g / c r i t i c a l  comments on assignments 
4. Q u a l i t y  o f  feedback on assignments 
5. Turnaround t ime  f o r  assignments 
6. Marks f o r  assignments 
7. L e g i b i l i t y  o f  feedback on assignments 
8. Tutors  g i v e  s tudents  t h e  o p p o r t u n i t y  t o  resubmit  assignments 
9. Tu to rs '  responses t o  notes submit ted by students w i t h  

assignments 
10. Tutors p rov ide  feedback on assignments by telephone 

TELEPHONE INTERACTION 
11. Tutors  ' avai 1 abi  1 i ty  d u r i  ng o f f  i c e  hours 
12. Tu to rs '  a v a i l a b i l i t y  du r ing  o u t - o f - o f f i c e  hours 
13. Tu to rs '  te lephone manners and communication s k i l l s  
14. Fol  1 ow-up te lephone c a l l  s  
75. Tu to rs '  responses t o  quest ions concerning course content  du r ing  

telephone conversat ions 
16. Depth o f  telephone d iscuss ion  concerning course content  
17.' Tutors ' pe rs i s tence  i n  ensur ing s tudents '  understanding of 

course content  du r ing  telephone conversat ions 
18. Telephone conversa t ions  concerning study s k i l l s  
19. Telephone conversat ions concerning assignment schedules 
20. Telephone conversa t ions  concerning examinat ions 
21. Tutors o f f e r  encouragement t o  s tudents t o  cont inue course 
22. Telephone conversat ions concerning non-course-re lated mat te rs  

o f  t h e  research. Although John Flanagan and L o r e t t e  Woolsey have 

prov ided i n v a l u a b l e  i n f o r m a t i o n  on t h e  procedures f o r  us ing  t h e  c r i t i c a l  

i n c i d e n t  technique, t h e  m a j o r i t y  o f  research r e p o r t s  do n o t  i n c l u d e  

d e s c r i p t i o n s  o f  t h e  p o s i t i v e  and negat ive  aspects of t h i s  research 



methodology. For t h i s  reason I am p r o v i d i n g  a  d e t a i l e d  d e s c r i p t i o n  o f  

some o f  t h e  experiences gained w i t h  us ing  t h e  c r i t i c a l  i n c i d e n t  

technique i n  t h i s  study. 

I n  desc r ib ing  t h e  c a t e g o r i z a t i o n  procedures, Andersson and Ni 1  sson 

(1964) po in ted  ou t  t h a t  t h e  e s s e n t i a l  p o i n t  i n  c l a s s i f y i n g  c r i t i c a l  

i n c i d e n t s  i s  t h a t  t h e  ca tegory  system chosen should be an obvious one. 

Th is  seems t o  be t h e  case f o r  t h e  f i n a l  c a t e g o r i z a t i o n  system chosen i n  

t h i s  study, and i t s  simp1 i c i  t y  be1 i e s  t h e  time-consuming process t h a t  

took  p lace i n  f o r m u l a t i n g  t h e  system. Th is  appears t o  be a  normal and 

necessary aspect of us ing  t h e  c r i t i c a l  i n c i d e n t  technique (Travers, 

1964, p. 268; Woolsey, 1986, p. 248.) 

t h a t  

100 

c  omp 

were 

case. 

A general r u i e  o f  thumb i n  us ing  t h e  C r i t i c a l  I n c i d e n t  Technique i s  

t o  c o l  1  e c t  i n c i d e n t s  u n t i  1  redundancy appears. F l  anagan (1 954) suggests 

depending on t h e  complex i ty  of t h e  data, i t  may r e q u i r e  as few as 

i n c i d e n t s  o r  several  thousands. It was apparent towards t h e  

l e t i o n  o f  t h e  student  i n t e r v i e w s  t h a t  t h e  i n c i d e n t s  being c o l l e c t e d  

was n o t  necessa r i l y  t h e  

ionna i res ,  b u t  when t h e  

i t  becomes apparent t h a t  

doub t fu l  t h a t  i f  more 

quest ionna i res  were d ispatched and more t u t o r s  were in te rv iewed,  any new 

s imi  1  a r  t o  those a l ready  repor ted .  This  

i n  t h e  t u t o r  i n t e r v i e w s  o r  t h e  quest 

c a t e g o r i z a t i o n  system i s  reviewed as a  whole, 

redundancy has probably occurred. It i s  

ca tego r ies  would be formed. 



A problem i d e n t i f i e d  by Borg and Ga l l  (1983, pp. 509-511) i n  us ing  

t h e  c r i t i c a l  i n c i d e n t  techn ique i s  t h a t  of o b t a i n i n g  c r i t i c a l  i n c i d e n t s  

t h a t  a re  t r u l y  c r i t i c a l .  Th i s  was indeed a  f a c t o r  i n  t h i s  study. I n  

c o l l e c t i n g  c r i t i c a l  i n c i d e n t s  f rom students, i t  was apparent t h a t  what 

was an impor tan t  f a c t o r  t o  one s tudent  was unimportant  t o  another.  I 

was o b l i g e d  t o  make s u b j e c t i v e  dec i s i ons  about how c r i t i c a l  t h e  c r i t i c a l  

i n c i d e n t s  were t o  i n d i v i d u a l  s tudents.  I omi t t ed  severa l  c r i t i c a l  

i n c i d e n t s  r e p o r t e d  by s tudents  because I f e l t  t h a t  t h e r e  were n o t  r e a l l y  

impor tan t  t o  t h e  s tudents.  These c r i t i c a l  i n c i d e n t s  were u s u a l l y  

r e p o r t e d  towards t h e  end of t h e  te lephone i n t e r v i e w s  when students were 

perhaps endeavouri ng t o  t h i  nk of f u r t h e r  c r i  t i c a l  i n c i  dents t o  r e p o r t ,  

r a t h e r  than ones t h a t  came e a s i l y  t o  mind. - 

I n  t h e  case o f  t h e  t u t o r  i n te rv iews ,  t h e  m a j o r i t y  of t u t o r s  s a i d  

t h a t  i t  was ve ry  d i f f i c u l t  f o r  them t o  know whether t h e i r  ac t i ons  were 

r e a l l y  h e l p f u l  o r  h i n d e r i n g  t o  s tudents,  except  i n  t h e  cases when 

s tudents  t o l d  them, e i t h e r  a t  t h e  t ime  o r  l a t e r .  One t u t o r  p rov ided an 

i l l u s t r a t i o n  o f  t h i s  problem by d e s c r i b i n g  a  case where she f e l t  she had 

r e a l l y  helped a  s tudent  w i t h  an assignment problem d u r i n g  a  te lephone 

conversat ion,  and had been ab le  t o  mo t i va te  him. However, t h e  t u t o r  had 

no i d e a  o f  how long  t h e  s tudent  would con t i nue  t o  f e e l  mo t i va ted  once he 

r e t u r n e d  t o  h i s  s tud ies .  S i m i l a r l y ,  i f  s tudents  never s t a r t  t h e i r  

courses, t u t o r s  do n o t  know if t h e y  have. s a i d  something t o  d iscourage 

t h e  s tudents  d u r i n g  t h e  i n i  t i  a1 te lephone conversat ions,  o r  whether 

t h e r e  a re  f a c t o r s  i n  t h e  s tuden ts '  personal l i v e s  t h a t  have prevented 



them f rom studying.  Therefore, t h e  c r i t i c a l  i n c i d e n t s  repo r ted  by 

t u t o r s  were, i n  some cases, t u t o r s '  percept ions  o f  occasions when they  

f a c i l i t a t e d  o r  h indered students.  I n  o the r  cases, t h e  t u t o r  was ab le  t o  

r e p o r t  c r i t i c a l  i n c i d e n t s  t h a t  they  knew--because o f  feedback f rom t h e  

students invo lved- -  had been c r i t i c a l  t o  students. 

F1 anagan s t resses  t h a t  t h e  d e f i n i t i o n  o f  " s i g n i f i c a n c e "  i n  terms o f  

t h e  c r i t i c a l  i n c i d e n t s  r e p o r t e d  depends on t h e  na tu re  o f  t h e  a c t i v i t y  

being studied.  It i s  obv ious l y  more d i f f i c u l t  t o  determine t h e  

s i g n i f i c a n c e  o f  c r i t i c a l  i n c i d e n t s  i n  a  s u b j e c t i v e  study o f  t h i s  na ture  

than i n  one t h a t  examines behaviour i n  o rder  t o  i d e n t i f y ,  f o r  example, 

j ob  s p e c i f i c a t i o n s  . Nevertheless, i t  i s  be1 i eved t h a t  t h e  g rea t  

m a j o r i t y  o f  c r i t i c a l  i n c i d e n t s  repo r ted  i n  t h i s  s tudy were c r i t i c a l - - t o  

a  g rea te r  o r  l e s s e r  e x t e n t - - t o  t h e  i n d i v i d u a l s  concerned. 

An impor tan t  p o i n t  r a i s e d  by Hardin (1955) i s  t h a t ,  because c r i t i c a l  

i n c i d e n t s  are  based on r e p o r t s  of what a c t u a l l y  took  place, i t  i s  

impor tan t  f o r  r e l i a b i l i t y  t h a t  these are  obta ined as soon a f t e r  t h e i r  

occurrence as poss ib le .  I n  t h i s  study, s tudents were i n te rv iewed  and 

mai 1  ed quest ionna i res  d u r i  ng, approximately,  t h e i r  f o u r t h  month o f  

study. Courses are  in tended t o  be completed w i t h i n  f o u r  months, b u t  

s tudents are  a l lowed up t o  s i x  months t o  f i n i s h  them. Very few o f  t he  

students i n te rv iewed  had completed t h e i r  courses and w r i t t e n  t h e  

examinations. As such, s tudents were being asked t o  r e p o r t  c r i t i c a l  

i n c i d e n t s  on t h e  r e l a t i o n s h i p  t h a t  t hey  were c u r r e n t l y  engaged i n  w i t h  



t h e i r  t u t o r s .  Students who had taken more than one OLA course repo r ted  

c r i t i c a l  i n c i d e n t s  concern ing- re1  a t i o n s h i p s  w i t h  prev ious t u t o r s .  There 

may have been a problem w i t h  r e c a l l  f o r  these p a r t i c u l a r  c r i t i c a l  

i n c i d e n t s  a1 though, i n  t h e  g rea t  m a j o r i t y  of cases, s tudents seemed t o  

very  c l e a r  about t h e  f a c t s  of t h e  i n c i d e n t s .  The problem of r e c a l l  was 

obv ious ly  more d i f f i c u l t  f o r  t u t o r s  who had t u t o r e d  a g rea t  many 

students over t h e  years. I n  many cases, t u t o r s  p rov ided examples o f  

experiences w i t h  t h e  students they  were c u r r e n t l y  tutoring. I n  

p r o v i d i n g  c r i t i c a l  i n c i d e n t s  concerning students who had taken courses 

several  years ago, t u t o r s  were u s u a l l y  ab le  t o  p rov ide  s u f f i c i e n t  

i nformat ion  regard ing  t h e  p a r t i c u l a r  s i t u a t i o n ,  a1 though. they  cou ld  n o t  

always remember s p e c i f i c  d e t a i l s  concerning, f o r  example, t h e  outcome o f  

t h e  inc ident- -whether  s tudents had dropped out  o r  success fu l l y  completed 

t h e  course and passed t h e  examinat ion. 

Although t h e  frequencies of i n c i d e n t s  c o l l e c t e d  f o r  each category by 

source group i s  p rov ided i n  Chapter 4 and c o l l e c t i v e l y  i n  Appendix 10, 

. t he  reader i s  caut ioned aga ins t  a t tach ing  speci a1 s i g n i f i c a n c e  t o  

f requencies.  F i r s t l y ,  i n  some ca tegor ies  t h e  frequency o f  c r i t i c a l  

i n c i d e n t s  repo r ted  was low and i t  i s  thus d i f f i c u l t  t o  make v a l i d  

comparisons between data  sources, and a l s o  between groups. Secondly, 

t h e  data were obta ined from t h r e e  sources and i t  was apparent a t  t h e  

design stage of t h i s  s tudy t h a t  frequencies of i n c i d e n t s  obta ined f rom 

each source may be d i s s i m i  1 ar .  For l o g i s t i c a l  reasons, i t  was necessary 

t h a t  t h e  quest ionna i res  would ask students t o  focus on one course and 



t h e i r  r e l a t i o n s h i p s  w i t h  those p a r t i c u l a r  t u t o r s .  General l y  speaking, 

many students who were i n t e r v i e w e d  and who had taken o n l y  one o r  two 

courses c i t e d  r e l a t i v e l y  fewer i n c i d e n t s  than s tudents  who had taken a  

number o f  courses. The c r i t e r i o n  used i n  making t h e  random s e l e c t i o n  o f  

t u t o r s  was t h a t  t hey  must have had four  o r  more years  exper ience as 

t u t o r s  a t  OLA, as i t  was f e l t  t h a t  t hey  would have a  r i c h e r  exper ience 

t o  draw on. However, i n  r e t r o s p e c t ,  i t  was found t h a t  i n  some cases,  

t hey  perhaps had t o o  much experience. I n  a  few cases, t h e  t u t o r s  were 

unable t o  g i v e  d e t a i l e d  d e s c r i p t i o n s  of s p e c i f i c  c r i t i c a l  i n c i d e n t s  

r e l a t i n g  t o  i n d i v i d u a l  s tudents.  For  example, a  number o f  t u t o r s  s a i d  

i n  t h e  i n t e r v i e w s  t h a t  t h e y  had rece i ved  many notes from s tudents  over 

t h e  years  t hank ing  them f o r  t h e i r  he lp  i n  comple t ing  t h e  course because 

of, sa.Y, t h e  t u t o r ' s  d e t a i l e d  feedback on assignments. Th is  was w r i t t e n  

up as a  general  statement and was counted as one c r i t i c a l  i n c i d e n t .  I n  

o t h e r  cases, some t u t o r s  p rdv ided severa l  examples o f  how a  c e r t a i n  

t u t o r i n g  s t r a t e g y  had been h e l p f u l  t o  i n d i v i d u a l  s tudents.  For  t h e  

purpose o f  consis tency,  these examples were combined and w r i t t e n  up as 

one c r i t i c a l  i n c i d e n t .  . Th i s  problem has been experienced i n  severa l  

s t u d i e s  us ing  t h e  c r i t i c a l  i n c i d e n t  technique (Rimon, 1979, p. 407; 

Thomas, 1974, p. 12) .  

I found t h a t ,  i n  p r a c t i c e ,  e s t a b l i s h i n g  t h e  c a t e g o r i z a t i o n  system 

was i n  f a c t  a  two-step procedure. F i r s t  o f  a l l ,  t h e  c r i t i c a l  i n c i d e n t s  

were i n d u c t i v e l y  s o r t e d  i n t o  c l u s t e r s  t h a t  e v e n t u a l l y  formed t h e  

ca tego r ies .  Once t h e  c a t e g o r i z a t i o n  system was es tab l i shed,  a  second 



s tep  was necessary i n  o rder  t o  ensure t h a t  t h e  c r i t i c a l  i n c i d e n t s  had 

been ca tegor ized app rop r ia te l y .  ~l though t h e  m a j o r i  ty  o f  c r i t i c a l  

i n c i d e n t s  f e l l  e a s i l y  w i t h i n  t h e  l i m i t s  o f  t h e  es tab l i shed  ca tegor ies ,  

some d i f f i c u l t y  was encountered i n  t h i s  second s tep  i n  cases where 

c r i t i c a l  i n c i d e n t s  cou ld  f i t  i n t o  two o r  more ca tegor ies .  Gibbs and 

Durbr idge (1976, p. 96) reso l ved  t h e  problem by p l a c i n g  c r i t i c a l  

i n c i d e n t s  i n t o  more than one category, b u t  I f e l t  t h a t  t h i s  s o l u t i o n  

does n o t  do j u s t i c e  t o  t h e  p r i n c i p l e s  o f  t h e  c r i t i c a l  i n c i d e n t  

technique. Pa r t  o f  t h e  problem encountered i s  l i k e l y  t o  be i nhe ren t  i n  

qua1 i t a t i  ve s tud ies  of t h i  s  nature.  A f te r  t h e  te lephone i n t e r v i  ews were 

conducted w i t h  s tudents and t u t o r s ,  t h e  c r i t i c a l  i n c i d e n t s  were w r i t t e n  

up on cards f rom t h e  audiotapes and shorthand notes. The s o r t i n g  o f  t h e  

c r i t i c a l  i n c i d e n t s  i n t o  ca tego r ies  was c a r r i e d  o u t  several  months l a t e r ,  

by which t ime  t h e  o r i g i n a l  emphasis p laced on var ious  aspects o f  t h e  

statements conta ined w i t h i n  t h e  c r i t i c a l  i n c i d e n t s  by t h e  i n d i v i d u a l  

in te rv iewees was f o r g o t t e n .  I found t h a t  w r i t t e n  statements cou ld  o f ten  

be i n t e r p r e t e d  i n  several  d i f f e r e n t  ways. Dur ing t h e  second s tep  o f  t h e  

c a t e g o r i z a t i o n  procedure, I 1  i stened t o  t h e  audiotapes again and found 

t h a t  t h e  o r i g i n a l  emphasis of some o f  t h e  c r i t i c a l  i n c i d e n t s  repo r ted  by 

t h e  in te rv iewees had been l o s t  i n  t h e  w r i t t e n  statements. I n  most cases 

l i s t e n i n g  t o  t h e  audiotapes enabled me t o  fit t h e  c r i t i c a l  i n c i d e n t s  

i n t o  t h e  app rop r ia te  ca tegor ies .  For t h i s  reason, t h e  audiotapes were 

l i s t e n e d  t o  several  t imes du r ing  t h e  ana lys i s  stage, and a l s o  a t  t h e  

t ime  o f  w r i t i n g  t h e  t h e s i s ,  i n  an endeavour t o  ensure accuracy and 

completeness. 



This communication problem has t h e  p o t e n t i a l  o f  be ing  more p reva len t  

when o b t a i n i n g  c r i t i c a l  i n c i d e n t s  f rom quest ionnaires,  where t h e r e  i s  

s o l e  re1  i ance on i n t e r p r e t i n g  w r i t t e n  statements. Again, t h e  m a j o r i t y  

o f  c r i t i c a l  i n c i d e n t s  were q u i t e  easy t o  ca tegor ize .  I n  cases where t h e  

meaning o f  c r i t i c a l  i n c i d e n t s  cou ld  have been i n t e r p r e t e d  i n  several  

ways, i t  was o f t e n  p o s s i b l e  t o  o b t a i n  c lues  f rom t h e  responses students 

made t o  t h e  o the r  quest ions i n  t h e  quest ionna i re .  For example, a  

s tudent  may have r e p o r t e d  a  c r i t i c a l  i n c i d e n t  as "The t u t o r  was very  

h e l p f u l  i n  answering my quest ions." That statement does no t  convey 

whether t h e  student  asked t h e  quest ions du r ing  a  telephone conversa t ion  

o r  by w r i t i n g  a  no te  on t h e  Tutor  Marked Assignment (TMA) form. The 

s t u d e n t ' s  response t o  t h e  o the r  quest ions i n  t h e  ques t i onna i re  o f t e n  

c l a r i f i e d  t h e  c r i t i c a l  i n c i d e n t . '  I n  t h i s  example, i t  was perhaps found 

t h a t  t h e  student  had never t a l k e d  t o  t h e  t u t o r  on t h e  phone b u t  had 

i n d i c a t e d  i n  response t o  quest ions 12 and 13 t h a t  t h e  t u t o r  prov ided 

thorough answers t o  t h e  quest ions asked on t h e  TMA. 

Students were asked t o  p rov ide  c r i t i c a l  i n c i d e n t s  o f  experiences 

t h a t ,  i n  t h e i r  percept ion ,  e i t h e r  f a c i l i t a t e d  o r  h indered them i n  

ach iev ing  t h e i r  personal course goals. Tutors were asked t o  p rov ide  

c r i t i c a l  i n c i d e n t s  o f  occasions when, i n  t h e i r  percept ion,  they  e i t h e r  

f a c i  1 i t a t e d  o r  h i  ndered students ' i n  t h e i r  achievement o f  t h e i r  personal 

course goals. Eighteen o f  t h e  twenty two ca tegor ies  inc luded both  

f a c i l i t a t i n g  and h i n d e r i n g  c r i t i c a l  i nc iden ts .  I n  many cases, t h e  

h inde r ing  c r i t i c a l  i n c i d e n t s  c i t e d  by students and t u t o r s  a re  t h e  m i r r o r  



image o f  t h e  f a c i l i t a t i n g  c r i t i c a l  i n c i d e n t s .  For example, one student  

r e p o r t e d  t h a t  r e c e i v i n g  an i n i t i a l  telephone c a l l  from t h e i r  t u t o r  was 

h e l p f u l .  Th is  was recorded as a f a c i l i t a t i n g  c r i t i c a l  i n c i d e n t .  Another 

s tudent  repo r ted  t h a t  n o t  hear ing  from t h e  t u t o r  a t  t h e  beginning o f  t h e  

course was d iscouraging.  Th is  i s  recorded as a  h i n d e r i n g  c r i t i c a l  

i n c i d e n t .  I n  both instances,  t h e  students are  v o i c i n g  t h e  same 

o p i n i o n - - i n i t i a l  te lephone c a l l s  a re  h e l p f u l .  I n  r e p o r t i n g  t h e  r e s u l t s  

f o r  each category i n  Chapter 4, a statement i s  made as t o  whether t h e  

h inde r ing  c r i t i c a l  i n c i d e n t s  are i n  f a c t  m i r r o r  images o f  t h e  

f a c i l i t a t i n g  c r i t i c a l  i n c i d e n t s  o r  whether they  r e l a t e  t o  o the r  

unhe lp fu l  o r  d iscourag ing  experiences. 



CHAPTER 4 

RESULTS 

This chapter  i s  d i v i d e d  i n t o  two main sect ions.  The f i r s t  sec t i on  

answers t h e  main research  quest ion  r e l a t i n g  t o  t h e  i d e n t i f i c a t i o n  of 

f a c i  1  i t a t i n g  and h i n d e r i n g  fac to rs  i n  t h e  s t u d e n t h u t o r  re1  a t i onsh ips .  

I n  t h i s  sec t ion ,  t h e  m u l t i p l e  t r i a n g u l a t i o n  s t r a t e g y  used i n  t h i s  study 

i s  expla ined and t h e  procedures t h a t  were c a r r i e d  ou t  t o  make . t h e  

tri angul a t i o n  deci  s i  ons a re  described. An overview o f  t h e  t r i a n g u l a t i o n  - 
dec is ions  f o r  each o f  t h e  ca tego r ies  i s  produced i n  t a b l e  form. The 

r e s u l t s  r e l a t i n g  t o  each category are  then prov ided.  These r e s u l t s  

i n c l u d e  a  d e s c r i p t i o n  o f  each category, excerp ts  f rom c r i t i c a l  

i nc iden ts ,  a  t a b l e  i 1  l u s t r a t i n g  t h e  frequency o f  c r i t i c a l  i n c i d e n t s  

repor ted,  t h e  tri angul a t i  on deci  s i  on, and a  d i  scussi  on o f  t h e  f i n d i n g s .  

The second s e c t i o n  of t h i s  chapter '  r e l a t e s  t o  t h e  secondary quest ion  

posed i n  t h i s  research study, comparing t h e  d i f f e r e n c e s  i n  t h e  

i d e n t i f i e d  f a c t o r s  f o r  s tudents en ro l  l e d  i n  ( i  ) U n i v e r s i t y  courses, ( i i  ) 

CTV courses, and ( i  i i ) ABE courses, and t h e i r  t u t o r s .  



Faci 1 i t a t i  ng and Hindering Factors i n  'Student/Tutor Re1 a t i  onshi ps 

The c r i t i c a l  i n c i d e n t  technique ( F l  anagan, 1954; Wool sey, 1986) was 

used t o  c o l l e c t  data, i n  t h e  fo rm o f  c r i t i c a l  i nc iden ts ,  from t h e  t h r e e  

data  sources (two groups o f  s tudents and one group o f  t u t o r s ) .  The 

l e n g t h  o f  t he  student  i n t e r v i e w s  v a r i e d  f rom 5  minutes t o  90 minutes. 
/_- - 

The number o f  c r i  t i  c a l  i n c i  dents repo r ted  by i nd i  v i  dual s tudents ranged 

f rom one t o  twenty- three,  w i t h  a  mean o f  5.3. The t u t o r  i n te rv iews  

averaged approximate ly  75 ,minutes i n  length .  The number o f  c r i t i c a l  

i n c i d e n t s  repo r ted  by i n d i v i d u a l  t u t o r s  ranged from f o u r  t o  t h i r t e e n ,  

w i t h  a  mean of 9.2. The m a j o r i t y  o f  s tudents p r o v i d i n g  c r i t i c a l  

i n c i d e n t s  by means of ques t ionna i res  repo r ted  one c r i t i c a l  i n c i d e n t  and 

t h e  h ighes t  number of c r i t i c a l  i n c i d e n t s  repo r ted  by i n d i v i d u a l  s tudents 

was three,  w i t h  a  mean o f  1.2. 

The t o t a l  number of c r i t i c a l  i n c i d e n t s  r e p o r t e d  was 406. O f  these, 

295 were f a c i l i t a t i n g  and 111 were h inder ing .  D e t a i l s  o f  t h e  t o t a l s  by 

da ta  source and group are  prov ided i n  Appendix 10. These c r i t i c a l  

i n c i d e n t s  were so r ted  i n t o  groups o f  common meaning and t h e  f i n a l  

c a t e g o r i z a t i o n  system c o n s i s t s  o f  22 ca tegor ies .  Each category 

descr ibes one f a c t o r  t h a t  i s  perceived by t h e  da ta  sources t o  be 

impor tan t  f o r  s tudent  success i n  open l e a r n i n g  courses. The m u l t i p l e  

t r i a n g u l a t i o n  s t r a t e g y  shows t h e  re1  a t i  ve importance o f  t h e  i d e n t i f i e d  

f a c t o r s  t o  each o f  t h e  t h r e e  data  sources. 



T r i  angul a t i  on 

This  s tudy employs a mu1 t i  p l  e  t r i a n g u l a t i o n  s t ra tegy ,  combining da ta  

t r i a n g u l a t i o n  and between-methods t r i a n g u l a t i o n  (Denzin, 1970, 

pp. 301-310; Mathison, 1988, pp. 13-14). Data was c o l l e c t e d  f rom t h r e e  

sources--two groups o f  s tudents  and one group o f  t u t o r s .  Two methods 

were used: te lephone i n t e r v i e w s  w i t h  t h e  t u t o r s  and one group o f  

students, and ques t i onna i res  w i t h  t h e  second group o f  s tudents.  

Whi 1 s t  Mathi  son ' s  ( 1988) concept i  on has been adopted f o r  maki ng 

tri angul a t i  on dec i  s i  ons, t h e  te rm i  no1 ogy has been amended t o  s u i t  t h e  

requi rements o f  t h i s  p a r t i c u l a r  study. I n  making t h e  t r i a n g u l a t i o n  

dec is ion ,  I considered two aspects ( i )  t h e  frequency o f  c r i t i c a l  

i n c i d e n t s  repor ted ;  and ( i i )  t h e  con ten t  o f  t h e  c r i t i c a l  i n c i d e n t s .  The 

f o l l o w i n g  terms are  used t o  desc r i be  t h e  f o u r  t r i a n g u l a t i o n  dec i s i ons  i n  

t h i s  s tudy:  

"Convergent" when c r i t i c a l  i n c i d e n t s  a re  r e p o r t e d  by a l l  t h r e e  da ta  

sources, and t h e  frequency and con ten t  tend  t o  be 

s im i  1 ar ;  

"Analogous" when c r i t i c a l  i n c i d e n t s  a re  r e p o r t e d  by a l l  t h r e e  da ta  

sources, t h e  conten t  tends t o  be s i m i l a r  bu t  t h e  

f requency i s d i  s s i  m i  1  ar ;  

"D ivergent "  when c r i t i c a l  i n c i d e n t s  a re  r e p o r t e d  by a l l  t h r e e  da ta  

sources b u t  t h e  conten t  o f  t h e  c r i t i c a l  i n c i d e n t s  



r e p o r t e d  by one data  source tends t o  d isagree w i t h  t h e  

content  o f  t h e  c r i t i c a l  i n c i d e n t s  r e p o r t e d  by t h e  o ther  

two data  sources; 

" Inconc lus ive"  when c r i t i c a l  i n c i d e n t s  are  repo r ted  by o n l y  one o r  two 

data  sources. 

Table 8 se ts  ou t  t h e  t r i a n g u l a t i o n  decision-making process as i t  

p e r t a i n s  t o  t h i s  study. 

Table 8 

T r i  angul a t i  on Deci s i  on-Maki ng Process 

Number of Frequency of 
Data Sources Critical Content of 
Report i ng Incidents Critical Triangulation 
Critical Reported by Incidents Decision 

Incidents each Data sourcea 

3 S i  m i  1  a r  S i  m i  1  a r  Convergent 

3 D i  ss imi  1  a r  S i m i  1  a r  Analogous 

S i  m i  1  a r  o r  Opposing Divergent  
D i  ss imi  1  a r  

Less than 3 Inconc l  u s i  ve 

a The frequency o f  c r i t i c a l  i n c i d e n t s  i s  considered t o  be d i s s i m i l a r  if 
one data source r e p o r t s  10% o r  l e s s  o f  t h e  t o t a l  c r i t i c a l  i n c i d e n t s  i n  
t h a t  category. 



Categories 

The format  used i n  r e p o r t i n g  t h e  r e s u l t s  i s  as f o l l o w s :  

1. A d e s c r i p t i o n  o f  t h e  ca tegory  i s  prov ided.  

2 .  Excerpts from c r i t i c a l  i n c i d e n t s  i 1  l u s t r a t i n g  t h e  category are  

presented. Bear ing i n  mind t h a t  t h i s  i s  an exp lo ra to ry  study, a  

s u f f i c i e n t  number o f  excerp ts  f rom c r i t i c a l  i n c i d e n t s  i s  g iven t o  

p rov ide  a  r i c h  d e s c r i p t i o n  o f  t h e  in fo rmat ion  c o l l e c t e d  f rom each data  

source (s tudent  i n te rv iews ,  t u t o r  i n te rv iews .  and student  ques t i  onnai r e s )  

and from each group (Univers 

i n c i  dents have been r e p o r t e d  

avo id  r e p e t i t i o n .  

i ty ,  CTV and ABE). Excerpts f rom c r i t i c a l  

, r a t h e r  than f u l l  c i t a t i o n s ,  i n  order  t o  

3. A t a b l e  i s  presented i l l u s t r a t i n g  t h e  frequency o f  c r i t i c a l  

i n c i d e n t s  obta ined f rom each data  source (s tudent  i n te rv iews ,  t u t o r  

i n t e r v i  ews and student  ques t i  onnai r e s  ) , broken down i n t o  groups 

(Un ive rs i t y ,  CTV and ABE), and d i v i d e d  i n t o  f a c i l i t a t i n g  (F)  and 

h inde r ing  ( H )  c r i t i c a l  i n c i d e n t s .  

4. The t r i a n g u l a t i o n  dec i s ion  i s  s ta ted .  A comment i s  a l so  made on t h e  

content  o f  t h e  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  t o  e x p l a i n  whether they  are 

t h e  m i r r o r  image o f  t h e  f a c i l i t i n g  c r i t i c a l  i n c i d e n t s  o r  whether they  



r e f e r  t o  an unhe lp fu l  o r  d iscourag ing  exper ience r e l a t i n g  t o  t h i s  

f a c t o r .  

5. A d i scuss ion  of t h e  f i n d i n g s  i s  o f f e r e d  t h a t  i n c l u d e s  

recommendations on ways i n  which i t  would appear p o s s i b l e  f o r  t u t o r s  t o  

enhance t h e i r  r e l a t i o n s h i p s  w i t h  s tudents.  

Table 9 p rov ides  an overv iew o f  t h e  t r i a n g u l a t i o n  dec i s i ons  f o r  each 

o f  t h e  c a t e g o r i  es. 
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A. I n i t i a l  Contact 

F i r s t  impressions may be o f  paramount importance i n  s e t t i n g  t h e  tone 

o f  t h e  s t u d e n t k u t o r  r e l a t i o n s h i p .  There are  two forms o f  i n i t i a l  

con tac t  f rom t h e  t u t o r  t o  t h e  student- -a w r i t t e n  l e t t e r  and a  telephone 

c a l l .  Students are  a l s o  g iven t h e  o p p o r t u n i t y  t o  i n i t i a t e  communication 

w i t h  t h e  t u t o r  a t  t h e  beginning o f  t h e  course by complet ing a  vo lun ta ry  

s tudent  ques t i onna i re  t h a t  they  can send t o  t h e i r  t u t o r  i f  they  so wish. 

1. Let ters  o f  Introduction 

When t u t o r s  a re  h i red ,  OLA prov ides  them w i t h  a  sample o f  an 

i n t r o d u c t o r y  l e t t e r  and they  are  asked t o  prepare t h e i r  own l e t t e r .  OLA 

suggests t h a t  t u t o r s  should i n c l u d e  some personal in fo rmat ion  about 

themselves and p rov ide  d e t a i  1s about t h e i r  o f f i c e  hours. This  l e t t e r  i s  

then inc luded i n  each s t u d e n t ' s  package o f  course ma te r ia l s .  C r i t i c a l  

i n c i d e n t s  i n  t h i s  ca tegory  r e f e r  t o  how he lp fu l  o r  unhe lp fu l  t h e  t u t o r ' s  

personal l e t t e r  o f  i n t r o d u c t i o n  was t o  s tudents.  

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1  i t a t i n g  C r i t i c a l  I nc iden ts :  

U The t u t o r  i nc luded  some personal  i n f o r m a t i o n  about h imse l f  i n  t h e  
l e t t e r  o f  i n t r o d u c t i o n .  It was encouraging because i t  made me f e e l  
t h e  t u t o r  was a  person. 

U From the  l e t t e r  of i n t r o d u c t i o n ,  I was ab le  t o  ge t  a  p i c t u r e  o f  t h e  
tu to r - -wh ich  may o r  may n o t  have been co r rec t - -bu t  I had a  f e e l i n g  
o f  who I was t a l k i n g  t o .  She sounded f r i e n d l y ,  which made me f e e l  
more comfor tab le  a t  phoning her.  It broke t h e  b a r r i e r  o f  n o t  
wanting t o  c a l l  t h e  f i r s t  t ime. I f e l t  she would welcome my c a l l .  



U I n  t h e  l e t t e r  o f  i n t r o d u c t i o n ,  t h e  t u t o r  s a i d  I cou ld  c a l l  a t  any 
t ime. She s a i d  "If you are  having a  problem, t h a t ' s  t h e  t ime  t o  
c a l l  ." 

CTV I apprec ia ted  l e a r n i n g  f rom t h e  l e t t e r  o f  i n t r o d u c t i o n  t h a t  I cou ld  
c a l l  my t u t o r  a t  any t ime. Although I d i d n ' t  have t o  take  
advantage o f  it, i t  made me f e e l  very  secure knowing t h a t  I had 
somewhere t o  t u r n  i f  I had problems. 

ABE The t u t o r  sounded i n t e r e s t i  ng , we1 1  qua1 i f  i ed and we1 1  -rounded. I 
found i t  encouraging because he gave me t h e  impression t h a t  he 
would be t h e  s o r t  o f  person I would l i k e  t o  be f r i e n d s  w i th .  

Student I n te rv iews  - Hinder ing  C r i t i c a l  I n c i d e n t :  

U The t u t o r  gave no personal in fo rmat ion  about h i m s e l f  i n  t h e  l e t t e r  
o f  i n t r o d u c t i o n .  I d i d n ' t  know anyth ing about him u n t i l  I read a  
newspaper a r t i c l e  about him. I f e l t  awkward a t  phoning him as I had 
no i dea  who I was t a l k i n g  to--whether he was young o r  o ld ,  very  
profess ional  o r  non-professi onal , fri endly-and un f r i end l y .  He gave 
me t h e  impression t h a t  i t  was up t o  t h e  'student t o  phone him. He 
never d i d  phone me. 

Tutor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

U Many students thank me f o r  my l e t t e r  o f ' i n t r o d u c t i o n .  I f o l l o w  t h e  
standard format, b u t  I do g i v e  a  b i t  of i n f o r m a t i o n  about my 
background. 

Table 10 

Frequency o f  C r i t i c a l  I n c i d e n t s  - L e t t e r s  o f  I n t r o d u c t i o n  

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 
F  H F  H F  H F  H F + H  

Uni versi t y  5 1  1  0  1  0  7 1  8 

CTV 2 0  0  0 0  0  2 0  2 

ABE 

Data Source 
Totals 8 1  1  0  1  0 10 1  11 

Data Source 
Totals F  + H  9 1  1  = 11 



T r i  angul a t i  on Dec is ion  

Analogous: The contents  of t h e  c r i t i c a l  i n c i d e n t s  are  s i m i l a r ,  b u t  

t h e  t u t o r  i n t e r v i e w  and student  ques t ionna i re  da ta  sources r e p o r t e d  l e s s  

than 10% of t h e  t o t a l  number of c r i t i c a l  i n c i d e n t s  ob ta ined i n  t h i s  

category.  The one h i n d e r i n g  c r i t i c a l  i n c i d e n t  repo r ted  by a  student  

r e f e r s  t o  her t u t o r  n o t  i n c l u d i n g  any personal i n f o r m a t i o n  about h imse l f  

i n  t h e  l e t t e r  o f  i n t r o d u c t i o n .  

There were two i tems t h a t  were c o n s i s t e n t l y  r e f e r r e d  t o  i n  t h e  

c r i t i c a l  i n c i d e n t s  r e p o r t e d  i n  t h i s  category. F i r s t l y ,  s tudents 

appreci ated r e c e i  v i  ng some personal in fo rmat ion  about t h e i r  t u t o r .  One 

o f  t h e  problems inhe ren t  i n  communicating by telephone i s  t h e  l ack  of 

knowledge o f  t h e  phys i ca l  appearance of t h e  person a t  t h e  o ther  end o f  

t h e  telephone. Short  (1974) suggests t h a t ,  t o  overcome t h i s  problem, a  

photograph .of t h e  t u t o r  should be i nc luded  w i t h  t h e  l e t t e r  o f  

i n t r o d u c t i o n .  From a  p r a c t i c a l  p o i n t  o f  view, t h i s  s o l u t i o n  may be 

d i f f i c u l t  and c o s t l y  t o  admin is te r .  Secondly, s tudents appreciated 

being encouraged t o  telephone t h e i r  t u t o r s .  Th is  f a c t o r  was mentioned 

i n  several  of t h e  ca tego r ies  ( " I n i  t i  a1 telephone conversat ions,  " 

" Q u a l i t y  o f  feedback on assignments," and "Tutor  prov ides feedback on 

assignments by telephone. " It i s  apparent t h a t ,  w h i l s t  some students 

are  aggressive i n  i n i t i a t i n g  telephone c a l l s  t o  t h e i r  t u t o r s ,  many 



students are r e l u c t a n t  t o  c a l l  perhaps because they  do n o t  want t o  

bother  t h e i r  t u t o r  o r  would p re fe r  t o  s t r u g g l e  on t h e i r  own. Tutors  

p r o v i d i n g  encouragement t o  s tudents t o  phone them may he lp  s tudents  t o  

overcome t h i  s  b a r r i e r .  

One student  who was i n t e r v i e w e d  i n  t h i s  s tudy expressed concern t h a t  

t h e  l e t t e r  o f  i n t r o d u c t i o n  was j u s t  one of a  number of i tems t h a t  were 

sent  t o  her  a t  t h e  beginning of t h e  course as a  computer p r i n t - o u t .  The 

student  i n d i c a t e d  t h a t  t h e  l e t t e r  was easy t o  over look,  and t h e  f a c t  

t h a t  i t  was p r i n t e d  on a  computer p r i n t - o u t  r a t h e r  than on a  s i n g l e  , 

sheet of .  l e t t e r h e a d  paper de t rac ted  from i t s  p o t e n t i a l  impact as a  

personal l e t t e r  f rom t h e  t u t o r .  (Th is  was n o t  recorded as a  c r i t i c a l  

i n c i d e n t  as t h i s  aspect o f  t h e  l e t t e r s  of i n t r o d u c t i o n  was considered t o  

be an a d m i n i s t r a t i v e  ma t te r  and n o t  d i r e c t l y  r e l a t e d  t o  t h e  

s t u d e n t / t u t o r  r e 1  a t i  onshi p. ) 

2. I n i  ti a1 Telephone Conversations 

One o f  t h e  t u t o r ' s  r e s p o n s i b i l i t i e s  i s  t o  make i n i t i a l  telephone 

c a l l s  t o  s tudents as soon as poss ib le  a f t e r  t h e  student  l i s t s  are 

rece i ved  f rom OLA ( 1 9 8 8 ~ ~  p. 7). The i n i t i a l  telephone conversa t ion  i s  

in tended t o  enable t u t o r s  t o  e s t a b l i s h  a  r e l a t i o n s h i p  w i t h  s tudents and 

t o  encourage them t o  s t a r t  work on t h e i r  course. C r i t i c a l  i n c i d e n t s  i n  

t h i s  category r e f e r  t o  how h e l p f u l  o r  unhe lp fu l  i n i t i a l  telephone c a l l s  



were and a l s o  descr ibe  occasions when t h e  telephone c a l l s  were n o t  made. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1 i t a t i  ng C r i t i c a l  I nc iden ts :  

U The t u t o r  c a l  l e d  and s a i d  " I  am . When would be t h e  eas ies t  
t ime  f o r  me t o  phone you?" I f e l t h e  was i n t e r e s t e d  i n  me, and 
doing more than j u s t  marking papers. 

U The t u t o r  c a l l e d  me be fo re  I even go t  my package o f  m a t e r i a l s  and 
welcomed me t o  t h e  course. 

CTV The t u t o r  c a l l e d  and i n t roduced  h imse l f  and l e t  me know who he was. 
It broke t h e  i ce ,  and es tab l i shed  a good r e l a t i o n s h i p .  It p u t  me 
a t  ease and made me f e e l  comfor tab le  about phoning him. I d i d n ' t  
f e e l  I was c a l l i n g  a t o t a l  s t ranger .  

CTV I haven ' t  had t ime  t o  s t a r t  t h e  course b u t  t h e  t u t o r  has c a l l e d  
several  t imes. I haven ' t  been a t  home t o  ge t  t h e  c a l l s  b u t  I 
apprec ia te  her  phoning. 

CTV The t u t o r  asked me what my expecta t ions  were. He gave me a b r i e f  
o u t l i n e  o f  what I would be doing, and t o l d  me what he expected o f  
me. 

ABE The t u t o r  took  t h e  i n i t i a t i v e  t o  phone me which I found 
encouraging. Me p u t  me a t  ease r i g h t  a t  t h e  beginning. He 
encouraged me t o  phone him any t ime  I have a problem. 

ABE When my t u t o r  phoned he was very  open and I f e l t  comfor tab le  w i t h  
him. He s a i d  t h a t  he enjoyed o l d e r  people as students because they  
have a l o t  o f  l i f e  experience. It d i d n ' t  ma t te r  t o  him t h a t  I o n l y  
had a Grade 10 educat ion and hadn ' t  been t o  school f o r  50 years.  

Student I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t s  : 

U I s t a r t e d  t h e  course a few weeks e a r l y  and when I d i d n ' t  hear f rom 
my t u t o r  I phoned her.  It would have been very  h e l p f u l  t o  me as a 
new student  t o  OLA i f  t h e  t u t o r  had contacted me f i r s t .  She d i d  
say she was about t o  c a l l  me and I had beat  her t o  it, b u t  
never theless i t  would have been more encouraging i f  she had c a l l e d  
me f i r s t .  

CTV When t h e  t u t o r  phoned a t  t h e  beginning o f  t h e  course, a1 1 she d i d  
was g i v e  me a l i s t  o f  i n s t r u c t i o n s ,  e.g. "photocopy t h i s ,  do t h i s . "  
I was very  confused. I wrote i t  a1 1 down b u t  I d i d n ' t  understand 
what she was t a l k i n g  about. It wasn ' t  a t  t h e  r i g h t  t ime. She 
d i d n ' t  g i v e  me any encouragement. 

ABE I d i d n ' t  hear f rom my t u t o r .  I phoned OLA and complained. The 
person said:  "Don ' t  t ake  i t  so badly; phone him up." I did,  
a l though I t h i n k  t h e  t u t o r  should take  t h e  i n i t i a t i v e .  I was 
discouraged as I t h i n k  t h e  t u t o r  should take  some i n t e r e s t  i n  me. 



U 

U 

U 

CTV 

CTV 

ABE 

Tutor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

Student Quest ionna i res  - Faci  1  i t a t i  ng C r i t i c a l  I n c i d e n t s :  

I make approximate ly  f o u r  attempts t o  c a l l  t h e  student  a t  t h e  
beginning o f  t h e  course, c a l l  i n g  a t  d i f f e r e n t  t imes o f  t h e  day and 
on d i f f e r e n t  days o f  t h e  week. If I r e c e i v e  t h e  f i r s t  assignment 
from a  student  who I haven ' t  been ab le  t o  reach on t h e  phone, I 
make a  no te  on t h e  TMA t h a t  I have been unsuccessful  i n  f i n d i n g  
them a t  home and ask them t o  c a l l  me. A t  l e a s t  t hey  know I have 
t r i e d .  
I try  t o  make t h e  i n i t i a l  telephone c a l l  as soon as p o s s i b l e  a f t e r  
I r e c e i v e  t h e  l i s t .  I t r y  n o t  t o  make t o o  many i n t r o d u c t o r y  c a l l s  
a t  one t ime  as I f i n d  I ' m  n o t  as e f f e c t i v e  towards t h e  end o f  t h e  
evening. I reach a  p o i n t  where I know I ' m  n o t  going t o  be as 
p o s i t i v e  as I would 1  i key  and I d o n ' t  want t o  dampen t h e  student  ' s  
ardour . 
Dur ing t h e  i n i t i a l  phone c a l l  I make a  p o i n t  o f  be ing  f r i e n d l y  i n  
my manner and tone o f  vo ice.  
I make 1  ong i n t r o d u c t o r y  c a l l  s--approximately 45 m i  nutes. I t a l  k  
about a l l  s o r t s  o f  t h i n g s  such as s tuden ts '  goals, m o t i v a t i o n  and 
commitment, as w e l l  as t h e i r  f a m i l y  and work s i t u a t i o n .  I discuss 
t h e  program as a  whole--not j u s t  t h e  s p e c i f i c  course they  are  
e n r o l l e d  i n .  I try  t o  develop a  good rappor t .  I f  I d o n ' t  make t h e  
i n t r o d u c t o r y  c a l l ,  t h e r e ' s  n o t  t h e  same f e e l i n g  of commitment. We 
s t a r t  o f f  on t h e  wrong f o o t .  
When I f i r s t  became a  t u t o r  my i n i t i a l  telephone c a l l s  were very  
s h o r t  and I used closed-ended quest ions.  Now I ' m  much more 
con f i den t  and re laxed.  I ' m  ab le  t o  draw ou t  t h e  students, and they  
seem t o  be much more comfortable now. I t h i n k  they  f e e l  t h a t  I ' m  
r e c e p t i v e  t o  them c a l l i n g  me. 
The i n t r o d u c t o r y  c a l l  produces p o s i t i v e  r e s u l t s .  One student  
commented: "I have r e g i s t e r e d  f o r  t h i s  course be fo re  b u t  I d i d n ' t  
ge t  a  c a l l  f rom t h e  t u t o r .  Now t h a t  you have c a l l e d  me I f e e l  more 
anxious t o  g e t  going. " 

U Tutor  c a l l e d  me and welcomed me t o  t h e  course. He i n d i c a t e d  t h a t ,  
because o f  my prev ious  course complet ions, I s h o u l d n ' t  have any 
problems w i t h  t h e  course. 

ABE Tutor  c a l l e d  and encouraged me t o  phone i f  I need assis tance.  

Student Quest ionna i res  - Hinder ing  C r i t i c a l  I n c i d e n t s  : 

U Tutors should c a l l  a t  l e a s t  once i n  a  course. 
ABE My t u t o r  c a l l e d ,  b u t  I was n o t  home a t  t h e  t ime.  I f e e l  t h a t  t h i s  

l a c k  of personal c o n t a c t  has discouraged me. I n  p rev ious  courses 
when t h e  t u t o r  phoned me, I f e l t  l i k e  I was con tac t i ng  a  person 
when I mai led  assignments. 



Table 11 

Frequency o f  C r i t i c a l  I n c i d e n t s  - I n i t i a l  Telephone Conversat ions 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F H  F H  F H  F H  F + H  

Univers i ty  2 1  4 0 1 1  7 2  . 9  

CTV 3 2  2 0 1  0  6 2  8 

ABE 

Data Source 
Total s 7 4 7 0  3  2  17 6 23 

Data Source 
Totals F + H  11 

T r i  anaul a t i  on Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

da ta  sources. A1 1 h i n d e r i n g  c r i t i c a l  i n c i d e n t s ,  except one, r e 1  a ted  t o  

t h e  i n i t i a l  te lephone C a l l  n o t  be ing  made. One s tudent  r e p o r t e d  a  

nega t i ve  exper ience concern ing t h e  i n i t i a l  te lephone conversa t ion .  

D iscuss ion  

The t u t o r ' s  te lephone manner and communication s k i  11 s  (see 

ca tegory  13) a re  obvi  ous l y  of paramount importance d u r i  ng t h e  i n i  ti a1 

te lephone c a l l  as i t  i s  d u r i n g  t h i s  conversa t ion  t h a t  t h e  t u t o r  i s  most 



ab le  t o  i n f l u e n c e  t h e  r e 1  a t i o n s h i p  t h a t  i s  es tab l i shed  between student  

and t u t o r .  

C r i t i c a l  i n c i d e n t s  i n d i c a t e d  t h a t  s tudents appreciated:  

- t h e  t u t o r  showing some i n t e r e s t  i n  them 

- being encouraged t o  te lephone t h e  t u t o r  

- exchangi ng persona1 i n f  ormat i  on w i t h  t u t o r  

- being p u t  a t  ease 

- d iscuss ing  t h e  course as a whole. 

6. Feedback on Assignments 

Students a re  r e q u i r e d  t o  complete a number o f  assignments and submit 

them t o  t h e i r  t u t o r s .  Assignments are ma i l ed  d i r e c t l y  t o  t h e  t u t o r ,  

together  w i t h  a t h r e e - p a r t  Tu tor  Marked Assignment (TMA) form 

(Appendix 11).  The t u t o r  prov ides feedback on t h e  assignment and awards 

i t  a mark. As w e l l  as w r i t i n g  comments on t h e  s t u d e n t ' s  assignment, t h e  

t u t o r  i s  r e q u i r e d  t o  summarize t h e  comments on t h e  TMA. The t u t o r  

completes and s igns t h e  TMA, r e t a i n s  one copy and forwards t h e  

assignment and two copies of t h e  TMA t o  OLA. Tutors are r e q u i r e d  t o  

complete t h i s  process w i t h i n  72 hours o f  r e c e i p t  o f  t h e  assignment. A t  

OLA, t h e  marks f o r  t h e  assignment a re  logged i n t o  t h e  computer, one copy 

of t h e  TMA i s  r e t a i n e d  a t  t h e  r e g i s t r y ,  and t h e  marked assignment and 

t h e  top  copy o f  t h e  TMA i s  then mai led  back t o  t h e  student .  



3. Prai  s i  ng/Cri t i c a l  Comments on Assignments 

I n  t h i s  ca tegory  c r i t i c a l  i n c i d e n t s  r e l a t e  t o  t h e  p o s i t i v e  o r  

negat ive  comments t h a t  t u t o r s  made on assignments t h a t  e i t h e r  encouraged 

o r  discouraged students.  C r i t i c a l  i n c i d e n t s  descr ibe  occasions when 

t u t o r s  p ra i sed  t h e  s tuden ts '  work and when remarks were made by t u t o r s  

t h a t  were perce ived by s tudents  t o  be negat ive  and c r i t i c a l .  

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1 i t a t i n g  C r i t - i c a l  I nc iden ts :  

U The t u t o r ' s  comments were very  p o s i t i v e ,  e.g. "An e x c e l l e n t  
beginning." It made me very  keen and e x c i t e d  t o  do u n i t  2 .  It 
r e a l  l y  he1 ped. 

U The t u t o r  always s t a r t s  her  feedback w i t h  a p o s i t i v e  comment, which 
I r e a l l y  need, e.g. "Good work. You are  doing r e a l l y  w e l l . "  I 
fee l  t h a t  she cares.  

C i V  When I rece ived  a grade of 85% o r  h igher ,  t h e  t u t o r  stamped my 
assignment w i t h  va r ious  slogans (e.g. a s t a r  and t h e  word 
" e x c e l l e n t "  o r  a h e a r t  and t h e  word "outstanding."  When you opened 
t h e  envelope you knew immediately if you had done w e l l  on t h e  
assignment. It made me f e e l  g rea t .  I need st rokes.  

CTV The t u t o r  wro te  encouraging words on assignments, e.g. "Good work," 
o r  "Hope your  exam went w e l l . "  It made me fee l  t h a t  she was 
i n t e r e s t e d  i n  me and wanted t o  he lp  me. I F e l t  she cared t h a t  I 
d i d  w e l l .  

ABE The t u t o r ' s  comments on assignments were very  encouraging, e.g. 
"Don ' t  worry, nex t  t ime  you w i  11 do be t te r , "  "very  good," e t c .  

ABE I was doing q u i t e  w e l l  i n  t h e  course and t h e  t u t o r  wrote on t h e  TMA 
t h a t  whenever she sees something f rom me i n  t h e  m a i l  she knows i t  
w i  11 be a good assignment. 

Student I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

U The t u t o r  d i d n ' t  g i v e  any p r a i s e  on t h e  assignments and , j us t  wrote:  
"You should have done t h i s  . . .." I f e l t  b las6  and t h a t  t h e r e  was 
no-one out  t h e r e  who r e a l l y  cared how I was doing. 

CTV The t u t o r  d i d n ' t  g i v e  me any feedback. She d i d n ' t  say any th ing  t o  
encourage me o r  b u i l d  up my conf idence. There were no personal 
remarks. 



CTV The t u t o r ' s  comments were c r i t i c a l  and d iscouraging.  The comments 
had a sharp tone and her  manner was condescending. This  rubbed me 
up t h e  wrong way. I f e l t  t h a t  if I had met her  I wouldn ' t  have 
1 i ked her.  

Tu tor  I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  ~ n c i d e n t s :  

ABE I g i v e  l o t s  of p o s i t i v e  re in fo rcement  on TMAs. 
ABE Pra ise  o f  s p e c i f i c  e f f o r t s  always makes a student  f ee l  good because 

i t  l e t s  them know t h a t  you have n o t i c e d  them and i t  b u i l d s  up t h e i r  
conf idence. ABE students are  insecure.  They have f a l l e n  ou t  o f  
t h e  educat ional  system and have b i g  holes i n  t h e i r  egos. They have 
many i n s e c u r i t i e s  and they  l a c k  confidence. If I can i n s t i  1 some 
conf idence i n  them, then  I am th ree -qua r te rs  o f  t h e  way there .  This  
i s  p a r t i c u l a r l y  t r u e  f o r  women students, because they  have had more 
problems g e t t i n g  jobs o r  have been i n  low-paying jobs, e t c .  They 
tend t o  l ack  any f a i t h  i n  t h e i r  se l f -worth.  They s t a r t  ou t  very  
t e n t a t i v e l y  i n  t h e  f i r s t  assignment b u t  they  g r a d u a l l y  ga in  
conf idence and begin t o  d iscover  t h a t  they  can p u t  ideas on paper 
t h a t  a re  considered s e r i o u s l y  and a re  worth d iscussing.  I never 
l e t  t h e  f i r s t  assignment go by w i t h o u t  p r a i s i n g  i t .  I look  f o r  
any th ing  --even a s i n g l e  sentence--to p ra i se .  

ABE p r a i s e  i s  very  impor tan t .  It of ten r e s u l t s  i n  comments f rom 
students, such as " t h a t ' s  r e a l l y  encouraging," " t h a t  makes me want 
t o  cont inue w i t h  t h e  course," " I ' m  so g l a d  t o  hear t ha t , "  " I t ' s  
n i c e  t o  know I 'm do ing  we1 1," o r  "I 'm doing much b e t t e r  than I d i d  
a t  h igh  school.  " Pra ise  i s  p a r t i c u l a r l y  apprec ia ted  by people who 
d i d n ' t  do we1 1 and weren' t -  mot iva ted  i n  h igh  schno! . They are t h e  
ones who b e n e f i t  from t h e  p ra i se .  They say "I j u s t  d i d n ' t  do t h a t  
w e l l  i n  h igh  school and i t ' s  so n i c e  t o  be g e t t i n g  b e t t e r  marks." 
They make t h e  comparison between t h e i r  h igh  school experiences and 
t h e  open l e a r n i n g  s i t u a t i o n .  

Tu tor  I n te rv iews  - Hinder ing  C r i t i c a l  I n c i d e n t s  

CTV When I f i r s t  s t a r t e d  t u t o r i n g ,  one student  made t h e  same e r r o r  i n  
t h r e e  subsequent assignments even though I po in ted  out  t h e  e r r o r .  
On t h e  t h i r d  assignment I wrote: "As I mentioned t o  you t w i c e  
p rev ious l y ,  you are  doing t h i s  i n c o r r e c t l y . "  I d i d n ' t  hear f rom 
t h e  student .  Even tua l l y  I c a l l e d  and she s a i d  "I must be r e a l l y  
s t u p i d  t o  keep making t h e  same mistake." From t h a t  experience I 
have learned t o  couch my comments i n  very  n i c e  p o l i t e  language. The 
i n t e r p r e t a t i o n  of w r i t t e n  communication i s  so d i f f e r e n t  than a 
face-to-face i n t e r a c t i o n  when you a re  saying something w i t h  a smi le  
on your  face. 

ABE A student  submit ted an essay which wasn ' t  on t h e  r e q u i r e d  sub jec t  
mat te r .  I f e l t  she had done t h e  essay f o r  another course, had i t  
marked and then adapted i t  s l i g h t l y  f o r  t h i s  course. I made a 
comment on t h e  TMA t o  t h a t  e f fec t  as we are  r e q u i r e d  t o  j u s t i f y  t h e  
marks g iven.  I d i d n ' t  t h i n k  I was very  c r i t i c a l ,  b u t  she d id .  Her 
main c r i t i c i s m  o f  me was t h a t  I had inc luded  t h e  comment on t h e  TMA 



which was a  permanent r e c o r d  i n  t h e  OLA r e g i s t r y .  Th i s  bothered 
her.  She d i d n ' t  deny t h a t  i t  wasn ' t  an o r i g i n a l  essay. 

Student Quest ionna i res  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U A l l  c r i t i c i s m  i s  very  cons t ruc t i ve - -eve ry th ing  i s  phrased as a  
p o s i t i v e  i n s t e a d  of a  negat ive.  

CTV When I rece i ved  an encouraging comment on one assignment, i t  gave 
me t h e  added boost I needed t o  ge t  through t h e  nex t  assignment. 

ABE On t h e  f i r s t  assignment t h e  t u t o r  wrote " I  am conf ident  you w i l l  do 
we1 1  i n ,  t h i s  course" and he always puts  something l i k e  "Overa l l ,  
very  good content ,  o r  "Keep up t h e  impressive work." 

Table 12 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
P ra i  s i  ng/Cr i  t i c a l  Comments on Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F  H F H F H F  H F + H  

Univers i ty  4 1 0 0 w 2 0 7 7 8 

CTV 7 2 0  1  9 1  16 4  20 

ABE 7 0  3  1  10 1  20 2 22 - - 
Data Source 
Totals 18 3  3  2 22 2 43 7 50 

Data Source 
Totals F + H 2  1  5 2 4 = 50 

T r i a n g u l a t i o n  Dec is ion  

Analogous : Simi 1 a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by a1 1  th ree  

data  sources, b u t  t u t o r s  repo r ted  10% of t h e  t o t a l  number o f  k r i t i c a l  

i n c i d e n t s  i n  t h i s  category. Two students repo r ted  h inde r ing  c r i t i c a l  



i n c i d e n t s  r e f e r r i n g  t o  p r a i s e  n o t  being g iven by t h e  t u t o r s .  Three 

students and two t u t o r s  r e p o r t e d  c r i t i c a l  i n c i d e n t s  r e f e r r i n g  t o  

comments being perce ived by t h e  student  as c r i t i c a l  and negat ive.  

Di scussi on 

Th is  category had t h e  second h ighes t  number o f  c r i t i c a l  i n c i d e n t s  

repo r ted  i n  it, which i n d i c a t e s  t h a t  t u t o r s  p r a i s i n g  s tuden ts '  work i s  a 

very  impor tan t  f a c t o r  i n  t h e  s t u d e n t h u t o r  re1  a t i onsh ip .  The importance 

o f  t h e  m o t i v a t i o n a l  aspects o f  t h e  t u t o r ' s  work i s  we1 1 documented 

(Baath & Wangdahl, 1976). B a r t e l s  repo r ted  t h a t  bo th  graduates and 

drop-outs a t  t h e  F e r n U n i v e r s i t a t  were d i s s a t i s f e d  by t h e  f a c t  t h a t  very  

r a r e l y  d i d  s tudents r e c e i v e  p r a i s e  f o r  an assignment i n  which they  had 

done p a r t i c u l a r l y  w e l l  (1985, p. 44). However, some c a u t i o n  may be 

warranted, especi a1 l y  a t  t h e  u n i v e r s i t y  1 eve1 . Cole, Coats and Lente l  1 

suggest t h a t  Open U n i v e r s i t y  s tudents want "encouragement and 

reassurance about t h e i r  own abi  1 i ty, b u t  ba l  anced w i t h  honesty" ( 1986, 

p. 16) .  MacKenzie suggested t h a t  p r a i s i n g  comments such as "we1 1 done" 

and "keep i t  up" were "d i f fuse  benevolence," and "such cheery 

exho r ta t i ons  made me c r i n g e  as a f a t a l l y  condescending form o f  j o l l y i n g  

The importance o f  t u t o r s  n o t  f l a t t e r i n g  students, 

i v e r s i t y  l e v e l ,  i s  worthy o f  note. Indeed, i n  t h e  

conducted i n  t h i s  study, one U n i v e r s i t y  s tudent  

i n d i c a t e d  t h a t  she found t h e  p r a i s i n g  comments made on her assignments 

t o  be c l i c h e .  

a1 ong " 

p a r t i c u  

student  

(1974, p. 48). 

l a r l y  a t  t h e  un 

quest ionna i res  



While t u t o r s  may need t o  be wary of being t o o  pro fuse i n  t h e i r  

p r a i s i n g  comments, t h i s  s tudy i n d i c a t e d  t h a t  t h e  g r e a t  m a j o r i t y  of 

s tudents appreciated, and a re  encouraged by, p r a i s i n g  comments. It i s  

poss ib le  t h a t ,  if t u t o r s  were ab le  t o  form an op in ion  o f  t h e  s t u d e n t ' s  

s e l f  concept d u r i n g  t h e  i n i t i a l  telephone conversat ion,  they  may be ab le  

t o  get  a  f e e l i n g  o f  how much p r a i s e  and encouragement i n d i v i d u a l  

s tudents r e q u i r e .  

4. Q u a l i t y  o f  Feedback on Assignments 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  how thorough o r  

inadequate t h e  t u t o r ' s  feedback on assignments was and how h e l p f u l  o r  

unhe lp fu l  i t  was t o  t h e  student .  

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1  i t a t i n g  C r i t i c a l  I nc iden ts :  

U 

U 

U 

CTV 

The t u t o r ' s  comments on my essay assignments were d i r e c t  and t o  t h e  
p o i n t .  The t u t o r  t o l d  me how I cou ld  improve my essay. I was ab le  
t o  understand e x a c t l y  what was requ i red .  Th is  helped me w i t h  my 
next  assignments. 
The t u t o r  wro te  down t h e  r i g h t  answer and then went through a l l  t h e  
steps. 
I appreciated g e t t i n g  one o r  two paragraphs of genera l i zed comments 
about what a re  t h e  s t reng ths  and weaknesses o f  t h e  paper and my 
w r i t i n g  s t y l e .  The t u t o r  gave me more i n f o r m a t i o n  about something 
by saying: "Yes, b u t  d i d  you l ook  a t  t h i s . "  The t u t o r  a l so  t r i e d  
t o  expand on what I ' ve  sa id .  Extensive comments l e t  me know t h a t  
t h e  t u t o r  has r e a l l y  read t h e  assignment. Comments are f a r  more 
use fu l  than a  h igher  grade. 
The t u t o r  sends "model answers" t o  assignments which are very  
he1 p f u l  . These i n c l  ude a d d i t i o n a l  i nformat i  on and i n d i c a t e  where 
i n f o r m a t i o n  i s  l o c a t e d  i n  t e x t  and course m a t e r i a l s  r e l a t i n g  t o  



areas where I ' m  having problems. The "model answers" a l s o  t e l l  me 
where I can f i n d  f u r t h e r  research. 

CTV The t u t o r  exp la ined where I ' d  gone wrong and suggested ways t o  
improve i t. I l e a r n  by my mistakes. 

ABE The t u t o r  numbered each paragraph of my essay and would then r e f e r  
t o  each paragraph by number on t h e  TMA. He would w r i t e ,  f o r  
example, "You cou ld  have supported t h i s  i dea  w i t h  more d e t a i l s , "  
"Th is  paragraph i s  a l i t t l e  weak." He p o i n t e d  ou t  punc tuat ion  
e r r o r s .  

ABE The t u t o r  wro te  a l ong  exp lana t i on  of one quest ion  I got  wrong--he 
wrote i t  ou t  on t h e  back of t h e  sheet. 

Student I n te rv iews  - Hinder ing  C r i t i c a l  I nc iden ts :  

U The t u t o r  d i d n ' t  make any comments on my second assignment, whereas 
she had made l o t s  on my f i r s t  assignment. It took  a l ong  t ime  t o  
ge t  t h e  second assignment back. I had t h e  f e e l i n g  t h a t  she had g o t  
behind and then whipped through t h e  assignments and d i d n ' t  have 
t ime  t o  mark them. 

U The t u t o r ' s  comments are  l i m i t e d  t o  a few t i p s  and a grade. This  
i s  d i s s a t i s f y i n g  even if 1 ge t  a good mark. I would p r e f e r  a "B" 
w i t h  l o t s  of comments than an "A"  w i t h  no comments. 

U I n  e a r l i e r  assignments t h e  t u t o r  encouraged me t o  e d i t o r i a l i z e  and 
add d i f f e r e n t  p o i n t s  of view i n  my ana lys is .  So, i n  a l a t e r  
assignment, I in t roduced  a l a t e r a l  way o f  l o o k i n g  a t  something b u t  
he t o t a l l y  r e j e c t e d  it, saying i t  was unfounded and c o u l d n ' t  be 
proved. 

U The t u t o r  used a computer f o r  marking assignments. He would w r i t e  
numbers on t h e  essay and then on t h e  TMA he would w r i t e  t h e  number 
and p r i n t  ou t  t h e  b o i l e r p l a t e s  from h i s  computer. He used a 
s p e c i f i c  p a t t e r n  f o r  marking. I had t h e  f e e l i n g  t h a t  he wrote much 
t h e  same f o r  each student .  It was n o t  personal ized.  

ABE I ' m  t a k i n g  t h e  course because I want t o  improve my Engl ish,  n o t  f o r  
c r e d i t .  I would have p re fe r red  her t o  p o i n t  ou t  my e r r o r s  so t h a t  
I can l e a r n  f rom them. If I ' m  no t  sure how t o  do something I 
sometimes do i t  one way j u s t  t o  f i n d  ou t  whether i t ' s  r i g h t  o r  
wrong--I t ake  t h a t  r i s k - - b u t  she doesn ' t  comment on i t  so I s t i l l  
d o n ' t  know i f  i t ' s  c o r r e c t  o r  no t .  

ABE Tutor  t o l d  me t h e  answer was wrong and gave me t h e  r i g h t  answer, 
b u t  d i d n ' t  show me how t o  g e t  t h e  r i g h t  answer. I went over and - 
over t h e  quest ion  b u t 1  kept  g e t t i n g  t h e  same answer. I should 
have phoned t h e  t u t o r  t o  f i n d  ou t .  I ' m  t o o  "chicken" t o  phone, and 
I d o n ' t  know how he would e x p l a i n  a math problem over t h e  phone. 

Tutor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U I r e f e r  t o  t h e  t e x t  t o  show students grammatical and sentence 
s t r u c t u r e  problems. I p o i n t  ou t  t h e  s t rengths  and weaknesses, and 
how t o  improve t h e  grade, s t y l e  and content .  

U I n  t h i s  upper l e v e l  course, t h e  f i r s t  assignment does n o t  have 
marks t h a t  count  toward t h e  course. I make very  ex tens ive  comments 



on t h i s  assignment as I t h i n k  i t  i s  o n l y  f a i r  t o  p o i n t  ou t  i f  I 
t h i n k  t h e r e  i s  a se r ious  problem i n  t h e  s t u d e n t ' s  a b i l i t y  t o  
complete t h e  course, e s p e c i a l l y  as t h e r e  a re  no p r e - r e q u i s i t e s  and 
o n l y  approximate ly  1 o u t  o f  15 students complete t h i s  course per  
year .  I o f t e n  f a i l  t h e  f i r s t  assignment. I express my f rankes t  
opin ion.  If t h e  students a re  con f i den t  enough, t hey  can take  my 
d e t a i l e d  comments and use them i n  t h e  nex t  assignments. I w r i t e  on 
t h e  assignments "You are  c l e a r l y  i n t e r e s t e d  i n  t h i s  sub jec t  b u t  
u n f o r t u n a t e l y  you r  work doesn ' t  meet t h e  standards r e q u i r e d  by t h e  
course." I then g i v e  d e t a i l e d  exp lanat ions  o f  what t h e  standards 
are  and why t h e  assignment doesn ' t  meet them. 

CTV I t ry  and he lp  s tudents r e l a t e  t h e  course m a t e r i a l s  t o  t h e i r  work 
experience by asking quest ions about whether a c e r t a i n  s i t u a t i o n  
has occurred i n  t h e i r  workplace and, i f  so, how d i d  they  view it. 
One student  was a r e c e p t i o n i s t  i n  a smal l  o f f i c e  and her desk was 
i n  a p o s i t i o n  so t h a t  she heard a number o f  communications between f 

superv isors  and s t a f f .  I asked her i n  t h e  feedback on t h e  
assignment i f  she had ever experienced a c e r t a i n  s i t u a t i o n  and what 
she would do i f  she was t h e  superv isor .  She found my quest ions t o  
be p a r t i c u l a r l y  r e l e v a n t .  She r e p l i e d :  " I s n ' t  i t  i n t e r e s t i n g  t h a t  
you mentioned these sub jec ts  because they  have c rea ted f r i c t i o n  i n  
our o f f i c e . "  

CTV I w r i t e  a cons iderab le  amount, i n  f a i r  d e t a i l ,  i n  making comments 
on assignments. The s t u d e n t ' s  age, sex, educat ion, and work 
experience have a g r e a t  impact on t h e i r  s tud ies  i n  courses r e l a t e d  
t o  management and superv is ion .  I f  t h e  student  i s  17 o r  18, I have 
t o  e x p l a i n  many, many r e l a t i o n s h i p s  and s i t u a t i o n s  t h a t  I d o n ' t  
have t o  do w i t h  a more mature person. Older s tudents can see more 
i n  t h e  course m a t e r i a l s  and I can make t h e  course more meaningful  
t o  them. 

CTV I have prepared a s e t  of comment sheets, one f o r  each o f  t h e  s i x  
assignments, t h a t  p rov ides  supplementary i n f o r m a t i o n  t o  t h e  u n i t .  I 
i n c l u d e  p o s i t i v e  comments about aspects o f  t h e  assignments t h a t  
s tudents have done w e l l  i n ,  and c o r r e c t i v e  statements. I a l s o  
e x p l a i n  where t o  f i n d  f u r t h e r  re fe rences i n  t h e  course m a t e r i a l s  o r  
t e x t  and where t o  f i n d  a d d i t i o n a l  exerc ises,  e t c .  I update these 
one page (double-s ided)  comment sheets r e g u l a r l y ,  and send them t o  
s tudents i n  a d d i t i o n  t o  my ex tens ive  feedback on each i n d i v i d u a l  
assignment. Students f i n d  them r e a l l y  use fu l  f o r  checking t o  see 
how they  d i d  i n  comparison t o  o the r  s tudents and f o r  rev iew p r i o r  
t o  t h e  examinat ion. 

ABE I make a conscious e f f o r t  t o  gear my comments t o  t h e  s tuden t ' s  
read ing  l e v e l .  I choose my vocabul a r y  c a r e f u l l y .  I use a w r i t i n g  
s t y l e  t h a t  i s  r e l e v a n t ,  w i t h o u t  t a l k i n g  down t o  students. I 
in t roduce  te rmino logy  and use i t  i n  con tex t  so t h a t  s tudents w i l l  
be ab le  t o  d e f i n e  i t .  

Tutor  I n te rv iews  - ,Hindering C r i t i c a l  I n c i d e n t s :  

'U A student  was having d i f f i c u l t y  w i t h  t h e  course. She worked hard 
and was cur ious ,  and we t a l k e d  a l o t  on t h e  phone, bu t  I thought  



she would b e n e f i t  f rom a more bas ic  course. I suggested t h i s  on 
t h e  TMA i n  t h e  midd le  of t h e  course. She completed t h e  course and 
then wrote a l e t t e r  o f  p r o t e s t  t o  OLA blaming me f o r  many th ings .  I 
w i l l  never again suggest t o  s tudents t h a t  they  should take  a 
d i f f e r e n t  course. 

CTV I f  I know no th ing  about t h e  student  (age, sex, educat ion and work 
experience),  w i t h  t h e  bes t  o f  i n t e n t i o n s ,  I may w r i t e  something t o  
t h e  student  t h a t  they  f i n d  unclear ,  i r r e l e v a n t ,  d i sconce r t i ng  o r  
d iscouraging.  I f  I d o n ' t  r e c e i v e  t h e  vo lun ta ry  ques t i onna i re  f rom 
t h e  student,  I have t o  go on my read ing  of t h e  person, based on 
what they  have submitted. For example, a mature, educated woman 
student  t o l d  me she d i d n ' t  apprec ia te  me under1 i n i n g  p a r t s  o f  her 
assignment i n  r e d  i n k  and making comments i n  t h e  margin r e l a t i v e  t o  
t h e  p a r t s  t h a t  I had under l ined.  She d i d n ' t  t h i n k  I had a r i g h t  
t o  do t h a t .  She s a i d  she knew what she wrote and i f  I d i d n ' t  l i k e  
it, then we cou ld  disagree. I was doing t h i s  w i t h  t h e  bes t  of 
i n t e n t i o n s  because I thought  t h i s  would be h e l p f u l  t o  her.  

Student Quest ionna i res  - Fac i  1 i t a t i  ng C r i t i c a l  I nc iden ts :  

U Very thorough - she shows me o ther  ways o f  a r r i v i n g  a t  an answer. 
CTV He lp fu l  i n  understanding t h e  course and quest ions t h a t  I got  wrong. 
ABE She helped me s t rengthen my essays. 

Student Quest ionna i res  - H inder ing  C r i t i c a l  I nc iden ts :  

U On t h e  f i r s t  essay, t h e  t u t o r  s a i d  " too  many quotes" and on t h e  
l a s t  ,one he s a i d  "no t  enough." It was a l i t t l e  confus ing.  

CTV There have been t imes t h a t  I have made several  mistakes. He pu ts  
crosses everywhere i n s t e a d  of showing me t h e  c o r r e c t  way. 

CTV The t u t o r ' s  marking o f t e n  seems t o o  "p i cky "  t o  me and i t  
discourages me f rom l o o k i n g  f u r t h e r  than key' phrases i n  lessons f o r  
i n f o r m a t i o n  because i t  seems t h a t  he wishes t o  read o n l y  one 
response and perhaps i t  i s  impor tan t  t o  him t h a t  t h e  response i s  
what he expects--noth ing new o r  even var ied .  

ABE Even though t h e  c r i t i c i s m s  he lp  me, I ' d  p re fer  if they were more 
concerned w i t h  con ten t  and i n t e r p r e t a t f  on o f  t h e  1 i t e r a t u r e  r a t h e r  
than t h e  ac tua l  s t r u c t u r e  o f  t h e  essay; 
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Table 13 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Q u a l i t y  o f  Feedback on.Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 
F  H  F H  F H F  H  F + H  

University 8  4  2  1  11 3  21 8  29 

CTV 5  0  4  1  3 2  12 3  15 

ABE 

Data Source 
Total s 2  0  6  8  2  16 6  44 14 58 

Data Source 
Totals F + H ,26 10 2  2  = 58 

T r i  anqul a t i  on Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by a1 1  t h r e e  

data  sources. S i x  s tudents c i t e d  h inde r ing  c r i t i c a l  i n c i d e n t s  r e f e r r i n g  

t o  t h e  t u t o r  n o t  p r o v i d i n g  s u f f i c i e n t  feedback. S i x  s tudents and two 

t u t o r s  c i t e d  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  re1  a t i n g  t o  occasions when t h e  

t u t o r  confused t h e  student  o r  t h e  student  was d i s s a t i s f i e d  w i t h  t h e  

feedback . 



B i  scussi on 

The h ighes t  number o f  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  i n  t h i s  

category.  C r i t i c a l  i n c i d e n t s  suggested t h a t  s tudents were a p p r e c i a t i v e  

o f  t u t o r s :  

- e x p l a i n i n g  why i tems were wrong and how t o  c o r r e c t  o r  improve them 

- making re ferences t o  t h e  t e x t  and course ma te r ia l s ,  as w e l l  as t o  

r e 1  a ted  mater i  a1 s  if appropr i  a t e  

- p r o v i d i n g  pre-produced comment sheets o r  model answers, i n  a d d i t i o n  t o  

r e g u l a r  feedback on t h e  TMAs and comments on t h e  assignments 

- gear ing  comments t o  t h e  s tuden t ' s  l e v e l  

- encouraging s tudents  t o  phone. 

C r i t i c a l  i n c i d e n t s  a l s o  i n d i c a t e d  t h a t  t u t o r s  who use computers f o r  

producing comments on TMAs should ensure t h a t  feedback i s  personal ized,  

f o r  example, by us ing  t h e  s t u d e n t ' s  name, and making reference t o  

p a r t i  c u l  a r  aspects o f  t h e  i n d i v i d u a l  s tudent  ' s  work. 

The p r o v i s i o n  o f  app rop r ia te  feedback on assignments was an 

impor tan t  f a c t o r  t o  s tudents.  Tu tors  who a re  ab le  t o  determine t h e  

amount o f  feedback r e q u i r e d  by i n d i v i d u a l  s tudents du r ing  t h e  i n i  t i  a1 

telephone conversa t ion  a re  i n  a  b e t t e r  p o s i t i o n  t o  f u l f i l l  t h e  needs of 

t h e i r  s tudents.  Tutors cou ld  do t h i s  by d i  scussi ng students ' prev ious 

experiences w i t h  open l e a r n i n g  courses, and a t tempt ing  t o  asce r ta in  



t h e i r  expecta t ions  and preferences w i t h  respect  t o  t h e  q u a n t i t y  and 

q u a l i t y  o f  feedback they  would p r e f e r  on t h e i r  assignments (Baath & 

Wangdahl, 1976, p. 16).  It would be more d i f f i c u l t ,  b u t  n o t  impossib le,  

t o  d iscuss t h i s  sub jec t  w i t h  s tudents who have had no prev ious  

experience w i t h  open 1  earn ing  courses. With c a r e f u l  d iscussion,  t u t o r s  

may be able t o  a s c e r t a i n  t h e  most app rop r ia te  feedback f o r  t h e  

i n d i v i d u a l  s tudent .  Tu tors  cou ld  a1 so ask students, du r ing  f o l  1  ow-up 

telephone conversa t i  ons, whether they  are  f i  nd i  ng t h e  feedback on 

assignments t o  be h e l p f u l ,  and i n  what ways t h e  t u t o r  cou ld  b e t t e r  

support t h e  s tudents  i n  t h i s  respect .  

5. Turnaround Time for Assignments 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  t h e  b e n e f i t s  t o  t h e  

student  o f  a  prompt turnaround t ime, and a l so  t o  t h e  problems t h a t  arose 

when assignments were delayed. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

CTV The t u t o r  marked every assignment t h e  day he rece i ved  i t  and OLA ' 

ma i led  i t  back t o  me t h e  nex t  day, so t h e  t u t o r  must hand d e l i v e r  
assignments t o  OLA. 

CTV The t u t o r  phoned t o  apologise t h a t  she was behind i n  marking 
assignments because o f  f a m i l y  problems. It made me r e a l i z e  she was 
human too.  

' Student I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t s  : 

U I would w a i t  u n t i  1  t h e  very  l a s t  minute t o  hand d e l i v e r  my 
assignments t o  my t u t o r  i n  Vancouver. No ma t te r  how long I waited, 



my previous assignment d idn ' t  get back until  my next one was 
submitted. I handed in the f i r s t  assignment ear ly,  then I did the  
second assignment and waited r ight  until  the deadline t o  hand i t  
in .  Three days l a t e r ,  the f i r s t  assignment came back. In his  
feedback, the tu tor  said "In the second assignment, I would l i k e  
you t o  look a t  these points and include t h i s  and tha t . "  B u t  i t  was 
too l a t e .  That happened with every assignment. 

CTV The turnaround time i s  4, 5 or 6 weeks. I therefore wasn't able t o  
correct mistakes from previous assignments and I compounded the  
mi stakes. 

Tutor Interviews - Faci 1 i t a t ing  Cri t ical  Incident: 

CTV I t r y  t o  mark assignments the same day I receive them or the day 
a f t e r .  

Tutor Interviews - Hindering Cri t ical  Incident: 

U Too long a time lag in sending assignments back i s  unhelpful t o  
students. They have told me tha t  i t  makes them feel uncertain. 

Student ~ u e s . t i  onnai res  - Faci 1 i t a t i  ng Cri t ical  Incident: 

ABE ~ l l  assignments were quickly returned so tha t  I had them a l l  
avai 1 able for  my examination studies.  

Table 14 

Frequency of Cri t ical  Incidents - Turnaround time for  Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F H F H F H F H F + H  

Uni versi t y  0  2 0  1 0  0  0 3  3  

CTV 2 1 1 0  0  0  3  1 4 

ABE 0  0  0  0 1 0  -- 1 0  1 - 
Data Source 
Tot a1 s 2 3  1 1 1 0  4 4  8 

Data Source 
Totals F + H 5 2 1 - 8 - 



T r i a n g u l a t i o n  Dec is ion  

Convergent: S i m i  1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1 t h r e e  

data  sources. The f o u r  h i  nde r i  ng c r i t i c a l  i n c i  dents descr i  be t h e  

problems experienced by s tudents  when t h e r e  was a  slow turnaround t ime.  

The r a t i o  of 4:4 f a c i l i t a t i n g  t o  h inde r ing  c r i t i c a l  i n c i d e n t s  i n  t h i s  

category prov ides an i n d i c a t i o n  t h a t  a prompt turnaround t ime  may be 

appreciated by students as o f t e n  as a  slow turnaround t ime  may cause 

p rob l  ems f o r  s tudents.  

Discussion 

It would appear t h a t  OLA may have b e n e f i t e d  f rom s tud ies  t h a t  were 

conducted i n  t h e  e a r l y  1970s t h a t  demonstrated t h a t  a  f a s t  turnaround 

t ime  fo r  assignments i s  an impor tan t  f a c t o r  f o r  s tudents (Baath, 1984, 

p.35).  OLA r e q u i r e s  t u t o r s  t o  mark and forward s tuden ts '  assignments 

w i t h i n  72 hours o f  r e c e i v i n g  them f rom students.  The c u r r e n t  procedures 

r e s u l t  i n  assignments passing through t h e  Canada Post O f f i c e  mai 1  system 

t h r e e  t imes ( s tuden t  t o  t u t o r ;  t u t o r  t o  OLA; OLA t o  s tuden t ) .  Obviously 

t u t o r s  have no i n f l u e n c e  on t h e  e f f i c i e n c y  o f  t h e  ma i l  system, b u t  t h e  

r e s u l t s  o f  t h i s  s tudy e i t h e r  boost one's  conf idence i n  Canada Post, o r  

i n d i c a t e  s tudents '  acceptance of longer  turnaround t imes. Other s tud ies  

conducted a t  OLA showed t h a t  t h e  turnaround t ime  i s  g e n e r a l l y  very  

prompt. Durward and Durward (1983) repo r ted  t h a t  51% o f  s tudents 

rece ived t h e i r  assignments back w i t h i n  one week o f  mai 1 i ng them and 34% 

rece i ved  t h e i r  assignments back w i t h i n  two weeks. O f  t h e  500 students 



in terv iewed,  89% r e p o r t e d  being s a t i s f i e d  w i t h  t h e  turnaround t ime  f o r  

t h e i r  assignments. A separate study o f  '202 OLA students, conducted by 

Barker e t  a l .  (1986, p. 251, repo r ted  t h e  average tu rnaround t ime t o  be 

13 days. 

A computer communications network i s  being i ntroduced a t  OLA t h a t  

has t h e  p o t e n t i  a1 o f ,  enab l i ng  t u t o r s  t o  p rov ide  immediate feedback by 

computer t o  s tudents.  U n t i  1 t h i s  network i s  es tab l  i shed, t u t o r s  cou ld  

min imize t h e  e f f e c t  o f  a slow turnaround t ime  by te lephon ing  students 

w i t h  feedback on assignments, p a r t i c u l a r l y  i n  cases where t u t o r s  have 

i nc luded  i n s t r u c t i o n s  o r  suggest ions t h a t  have a bear ing  on '  t h e  nex t  

assignment o r  when t u t o r s  have been unable t o  mark assignments w i t h i n  

t h e  r e q u i r e d  72 hours because o f  sickness or o t h e r  d i f f i c u ! t i e s .  

6. Marks f o r  Assignments 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  how encouraged o r  

discouraged students f e l t  about t h e  marks awarded f o r  t h e i r  assignments. 

Also i nc luded  i n  t h i s  category are  c r i t i c a l  i n c i d e n t s  desc r ib ing  t h e  

problems t h a t  arose connected w i t h  assignment marks. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

CTV Get t i ng  h igh  marks i s  encouraging. The t u t o r  d i d  no t  deduct many 
marks f o r  e r r o r s .  



Student ~ n t e r v i e w s  - Hinder ing  C r i t i c a l  I nc iden ts :  

U The t u t o r  deducted f i v e  marks f o r  what appeared t o  be a very  minor 
p o i n t .  I was asked t o  f i l l  i n  a l l  t h e  b lanks and t o  t i c k  a l l  t h e  
i tems t h a t  app l i ed  t o  me. I t i c k e d  a l l  t h e  i tems t h a t  app l i ed  t o  
me, b u t  l e f t  t h e  o the r  spaces blank. I was discouraged when she 
deducted 5 ( o u t  o f  20) marks f o r  something so minor--  j u s t  because I 
d i d n ' t  t i c k  something i n  every column. I hate  t o  t h i n k  I r e l y  so 
much on my marks, b u t  I g o t  very  cheesed o f f  w i t h  t h e  course and I 
haven ' t  submit ted any th ing  f o r  two months. 

U I was d isappo in ted  w i t h  t h e  marks I rece ived  on my second 
assignment. I d i d n ' t  p u t  any e f f o r t  i n t o  t h e  f i r s t  assignment and 
go t  95%. I p u t  a l o t  o f  e f f o r t  i n t o  t h e  second assignment and go t  
81%. I r e a l i z e d  I would have t o  pu t  even more e f f o r t  i n t o  t h e  
course. I have been u n w i l l i n g  t o  do t h a t ,  a l though I hope t o  s t a r t  
t h e  course again now. 

U I r e a l i z e d  t h a t  t h e  t u t o r  was no t  going t o  f a i l  me b u t  I was 
obv ious ly  n o t  going t o  score t o p  marks, because i f  my w r i t i n g  ideas 
d i d n ' t  conform t o  h i s  pre-conceived ideas about t h e  s t o r y  then i t  
wou ldn ' t  be accepted as a good p iece o f  w r i t i n g .  

CTV Par t  way through a course t h e  t u t o r  dropped ou t  and I was assigned 
a replacement. The f i r s t  t u t o r  marked me low on t h e  f i r s t  t h r e e  
assignments (68%, 60% and 70%) and' I was very  discouraged and had 
g iven up work ing r e a l l y  hard. My second t u t o r  marked me h igher  on 
t h e  four th,  f i f t h  and s i x t h  assignments (78%, 86% and 85%). Ge t t i ng  
h igher  marks r e a l l y  made me work hard. However, I was discouraged 
and confused by t h e  d i f f e r e n t  marking s t y l e s  and wondered which 
t u t o r  was marking me " c o r r e c t l y "  and whose assessment- I should 
be1 i eve. 

CTV When I rece ived  an assignment back t h a t  had a lower mark than I 
expected (deserved o r  undeserved) I f e l t  negat ive  towards my work, 
and took a break f o r  a couple o f  days. 

ABE I n  one of my f i r s t  courses, one o f  t h e  quest ions was bad ly  worded. 
It was wor th  5% o r  10% o f  t h e  marks. Based on my own understanding 
o f  t h e  quest ion,  I had done i t  c o r r e c t l y .  I phoned t h e  t u t o r  and 
complained as, a t  t h a t  t ime, I thought  5 o r  10 marks might  be 
c r u c i a l  t o  my f i n a l  r e s u l t .  The t u t o r  was argumentat ive and 
defensive. Even tua l l y  I phoned an admin i s t ra to r  a t  OLA and a f t e r  a 
number of phone c a l l s  and a l e t t e r ,  t h e  mark was changed. It was a 
f r u s t r a t i n g  experience. 

Tutor  I n te rv iews  - Faci  1 i t a t i  ng C r i t i c a l  I nc iden ts :  

U When I f i r s t  became a t u t o r  I had a student  who s t a r t e d  ou t  very  
poo r l y .  A t  t h a t  t ime  I marked much harder than I do now, and t h e  
student  g o t  a very  poor mark fo r  h i s  f i r s t  assignment. I t u t o r e d  
him f o r  f o u r  courses and he improved and became an "A"  s tudent .  I 
t h i n k  t h e  i n i t i a l  hard marking was very  m o t i v a t i n g  t o  him, as he 
wanted t o  do w e l l .  He was i n  t h e  Armed Services, and was upgrading 
h imse l f .  He s t a r t e d  w i t h  ABE courses and then moved t o  U n i v e r s i t y  
courses. I t h i n k  he f e l t  I was i n t e r e s t e d  inahim as a student .  



ABE Students are  discouraged by bad marks, so I tend  t o  mark h ighe r  
j u s t  t o  keep them i n  t h e  course and t o  make them f e e l  good. 
Students cons ider  70% t o  be a  f a i l u r e .  

ABE I tend t o  mark q u i t e  high, as l ong  as i t s  r e a l i s t i c .  I g i v e  
students t h e  b e n e f i t  of t h e  doubt. 

Tu tor  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

ABE I have had a  few ins tances  over t h e  years o f  s tudents who f e l t  t hey  
deserved a  b e t t e r  grade. I n  those few cases, I was accused of 
having personal p r e j u d i c e  o r  problems t h a t  have caused me t o  lower 
t h e  grade on t h a t  basis ,  i ns tead  o f  g i v i n g  t h e  grade t h a t  t h e  work 
mer i ted.  Th is  has happened t h r e e  o r  f o u r  t imes i n  e i g h t  years, b u t  
h a s n ' t  occured f o r  a  l ong  t ime  now. One student  wrote l ong  nas ty  
l e t t e r s  saying t h a t  I d i d n ' t  know what I was doing, and t h a t  I had 
a  grudge aga ins t  him. H is  l e t t e r s  were q u i t e  i r r a t i o n a l .  

Student Quest ionna i res  - Faci  1  i t a t i  ng C r i t i c a l  I n c i d e n t s :  

U The t u t o r  has g iven me good marks on my assignments. That i s  what 
r e a l l y  mat te rs  t o  me. 

CTV This  t u t o r  g i ves  me a  percentage mark and a  grade on each 
assignment. I n  p rev ious  courses I was g iven t h e  percentage o n l y  
and had t o  f i g u r e  ou t  t h e  grade. 

Student Quest ionna i res  - Hinder ing  C r i t i c a l  I n c i d e n t :  

U A breakdown o f  marks rece i ved  would be he1 p f u l  . 



Table 15 

Frequency o f  C r i t i c a l  I n c i d e n t s  - Marks f o r  Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 
F H F H F  H F H F + H  

University 

CTV 1 2  0  0 2 0 3 2  5  

ABE 

Data Source 
Totals 1 6 4 1 6 2  11 9 20 

Data Source 
Totals F  + H 7 5 8 = 20 

T r i  angul a t i  on Deci s i  on 

Convergent: Simi 1  a r  c r i t i c a l  i n c i  dents were r e p o r t e d  by a1 1  t h r e e  

da ta  sources. S i x  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  r e f e r r e d  t o  s tudents  

be ing  discouraged by what t hey  perce ived  t o  be lower marks than t h e y  

deserved. Three h i n d e r i n g  c r i t i c a l  i n c i d e n t s  r e f e r r e d  t o  a d m i n i s t r a t i v e  

problems encountered by s tudents  connected w i t h  marks. 

D i  scuss i  on 

Resu l ts  o f  t h i s  s tudy  showed t h a t  marks a re  a  f a i r l y  impor tan t  

f a c t o r  f o r  s tudents.  C r i t i c a l  i n c i d e n t s  i n d i c a t e d  t h a t  s tudents expect  



t o  r e c e i v e  h i g h  marks (80% - 100%) and marks o f  70% o r  l e s s  a re  

considered by students t o  be a " f a i l u r e " .  

I n  t h e  B r i n d l e y  (1987) study, o n l y  f a c i l i t a t i n g  c r i t i c a l  i n c i d e n t s  

were repo r ted  i n  t h e  "Marks Received" Category, a l though i t  was 

i ndica ted  t h a t  Athabasca counsel l o r s  have rece i ved  compl a i  n t s  f rom 

students about t h e  nega t i ve  impact o f  low marks on pers is tence.  

Tutors are  encouraged t o  develop systemat ic  g rad ing  systems and 

d iscuss them w i t h  t h e i r  sen io r  t u t o r s  and o the r  t u t o r s  i n  t h e  same 

- sub jec t  area (OLA, 1988c, p. 14).  E s t a b l i s h i n g  an app rop r ia te  system i s  

o f t e n  d i f f i c u l t .  The dilemma-appears t o  be whether t o  mark h igher  f o r  

m o t i v a t i o n a l  reasons o r  t o  mark f o r  excel lence.  The prC!b!em w i t h  

awarding h igher  marks than deserved i n  order  t o  encourage students i s  

t h a t  i t  may b a c k f i r e  i f  students are g iven a f a l s e  impression o f  t h e i r  

know1 edge of t h e  sub jec t  mat te r  and they  do n o t  do as we1 1 as expected 

i n  t h e i r  f i n a l  examinat ion. It i s  apparent t h a t  s tudents g e n e r a l l y  have 

h igh  expecta t ions  of t h e  marks they  fee l  they  should rece ive .  Perhaps 

t h e  problem cou ld  be somewhat m i t i g a t e d  i f  t u t o r s  p rov ided a d e t a i l e d  

exp lanat ion  o f  t h e  mark awarded. S tore  and Armstrong (1981 ) suggest 

t h a t  t h e  student  should be prov ided w i t h  t h e  d e t a i l s  o f  t h e  d i s t r i b u t i o n  

o f  marks across a l l  s tudents i n  t h e  course. Th is  suggest ion may be 

d i f f i c u l t  f o r  t u t o r s  t o  adminis ter ,  b u t  i t  may be poss ib le  t o  g i v e  t h e  

student  some i n f o r m a t i o n  about how h i s  work compares w i t h  those o f  o the r  

students. S tore  and Armstrong a l so  suggest t h e  use o f  c h e c k l i s t s  



(p. 153) t o  i n d i c a t e  t o  s tudents t h e  exact  c r i t e r i a  t h a t  t h e  t u t o r  i s  

us ing  t o  mark t h e  assignments. 

7. Leg ib i l i ty  o f  Feedback on Assignments 

C r i t i c a l  i n c i d e n t s  i n  t h i s  ca tegory  r e f e r  t o  t h e  d i f f i c u l t y  s tudents 

had i n  understanding t h e i r  t u t o r ' s  handwr i t ing .  

E x c e r ~ t s  from C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

U I f i n d  i t  d i f f i c u l t  t o  read my t u t o r ' s  handwr i t ing .  He has bad 
handwr i t ing .  When I have been ab le  t o  decipher  it, i t  makes a  l o t  
o f  sense. I wrote  him a  no te  t o  say t h a t  I take  t h e  t r o u b l e  t o  
t ype  my assignments and I f e l t  he cou ld  a t  l e a s t  he lp  ou t  by 
w r i t i n g  c l e a r l y .  H i s  handwr i t i ng  improved u n t i l  t h e  l a s t  
assignment when he used a b l u n t  f e l t  pen which was r e a l l y  hard t o  
read. 

CTV The t u t o r ' s  w r i t i n g  i s  i l l e g i b l e .  I t  i s  a  d i f f i c u l t  course and i t  
i s  impor tan t  t o  know where I ' m  going wrong. I i n t e n d  t o  phone and 
t e l l  him about it, and ask him t o  p r i n t .  

Student Quest ionna i res  - H inder ing  C r i t i c a l  I n c i d e n t :  

U His w r i t i n g  cou ld  d e f i n i t e l y  improve. 



Table 16 

Frequency o f  C r i t i c a l  I n c i d e n t s  - L e g i b i l i t y  o f  Feedback on Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F  H F  H F H F  H F + H  

University 0  1  0  0  0  1  0 2  2 

CTV 0  1  0  0  0  0  0  1  1  

ABE 

Data Source 
Totals 0  2  0  0  0  1  0 3  3  

Data Source 
Totals F + H 2  0  1 - - 3  

T r i a n g u l a t i o n  Dec is ion  

Inconc lus ive :  As expected, no t u t o r s  repo r ted  c r i t i c a l  i n c i d e n t s  

concerning t h e i r  poor handwr i t ing .  Only h i n d e r i n g  c r i t i c a l  i n c i d e n t s  

were repo r ted  i n  t h i s  category.  

D i  scussi on 

This category con ta ins  t h e  lowest  number o f  c r i t i c 3 1  i nc iden ts ,  and 

i 11 eg i  b l  e  handwri ti ng woul d  the re fo re  appear t o  be o f  m i  nor  importance 

t o  students. However, f o r  t h e  smal l  percentage o f  s tudents who d i d  

experience t h i s  problem, i t  was very  d iscourag ing  n o t  t o  be ab le  t o  read 



t h e  t u t o r ' s  feedback. The importance o f  t u t o r s  p r o v i d i n g  c l e a r l y  

w r i t t e n  feedback on ass i  gnments i s  obvious. Tutors w i t h  poor 

handwr i t ing  should cons ider  p r i n t i n g  o r  use a t y p e w r i t e r  o r  computer. 

8. Tutors g ive  Students.the Opportunity t o  Resubmit Assignments 

I n  t h i s  category, c r i t i c a l  i n c i d e n t s  r e f e r  t o  occasions when 

students had submit ted assignments t h a t  c l e a r l y  d i d  n o t  meet t h e  

necessary standards and t u t o r s  p rov ided an o p p o r t u n i t y  f o r  s tudents t o  

resubmit  t h e  assignments. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

CTV When I submit ted an assignment which was "o f f -base"  t h e  t u t o r  
re tu rned  i t  and said,  "If you wou ldn ' t  mind redo ing  t h i s  
assignment, I w i l l  mark i t  again," This  encouraged me t o  take  more 
care  w i t h  f u t u r e  assignments, t o  make sure I was "on-base." I 
thought  i t  was very  n i c e  of her  t o  g i v e  me a second t r y .  

Tu tor  I n te rv iews  - Faci 1 i t a t i n g  C r i t i c a l  I n c i d e n t :  

CTV I f  a s tudent  has obv ious ly  f a i l e d  an assignment, I phone t h e  
student  and o f f e r  t o  r e t u r n  i t  unmarked f o r  r e w r i t i n g  and 
resubmission. I f  they  choose t o  re-do i t, I send i t  back t o  them 
unmarked. I suggest t o  them t h a t  when they  ge t  t h e  assignment back 
they  phone me and we w i l l  go through i t  step-by-step. . 

Tutor  I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

ABE A student  complete ly  misunderstood an assignment. It was worth no 
marks. I wrote and s a i d  she had complete ly  misunderstood t h e  
na ture  of t h e  assignment so I ' m  n o t  going t o  grade i t .  I asked her  
t o  phone so we cou ld  d iscuss i t  and I cou ld  make sure she knew what 
was requ i red .  It was very  c l e a r l y  expressed. A few weeks l a t e r  
she phoned. She was very  upset. She had w r i t t e n  t h e  exam t h i n k i n g  
t h a t  she had r u i n e d  her chances i n  t h e  course because o f  t h e  



assignment. I f e l t  very  bad ly  about it. I had been very  e x p l i c i t  
i n  t h e  l e t t e r ,  b u t  she had misunderstood my message. I should have 
phoned her, b u t  I was marking her assignment l a t e  a t  n i g h t .  She 
d i d  r e w r i t e  t h e  assignment and d i d  much b e t t e r .  

ABE When I r e c e i v e  assignments and' t h i n k  t h a t  s tudents have 
p l a g i a r i z e d ,  I phone (as we1 1  as w r i t e  a  no te  on t h e  TMAs) and t e l l  
them t h a t  I would l i k e  an essay of t h e i r  own--not something they  
have copied, and I ask them t o  resubmit  t h e  assignments. I e x p l a i n  
t h a t  they  are  n o t  go ing  t o  l e a r n  how t o  w r i t e  an essay unless they  
w r i t e  t h e i r  own m a t e r i a l .  I d o n ' t  hear again f rom most o f  them. 

Table 17 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Tutors g i v e  Students t h e  Oppor tun i ty  t o  Resubmit Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total  s 

F H F H F  H F  H F + H  

Univers i ty  0  0  0  0  0  0  0 0  0  

CTV 1  0  1  0  0  0  2 0  2  

ABE 0  0  0  2  0  0  0 2  2  - 
Data Source 
Total s 1  0  1  2  0  0  2 2  4 

Data Source 
Totals F + H 1  3 0  - - 4 

T r i a n g u l a t i o n  Dec is ion  

Inconc lus ive :  D i  ss imi  1  a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by two 

data  sources. Tu tors  repo r ted  two h inde r ing  c r i t i c a l  i n c i d e n t s  

r e f e r r i n g  t o  problems t h a t  arose when they  r e t u r n e d  assignments f o r  

s tudents t o  resubmit .  



Di scussi on 

It appears f rom t h e  smal l  number of c r i t i c a l  i n c i d e n t s  r e p o r t e d  t h a t  

t h i s  i s  no t  an impor tan t  f a c t o r  f o r  students. Tu tors  te lephon ing  

students f i r s t  t o  d iscuss t h e  assignment and asking them if they  would 

l i k e  t o  have t h e  o p p o r t u n i t y  t o  resubmit  t h e  assignment would probably 

be h e l p f u l  t o  some students.  The phone c a l l  may prepare students and 

reduce t h e  negat ive  impact of having " f a i l e d "  which may be t h e  r e a c t i o n  

i f  students 

9. Tutors' 

r e c e i v e  t h e  ass i  gnment back w i t h o u t  any warni ng . 

Responses t o  Notes Submitted by Students wi th  Assignments 

On t h e  TMA form a  box i s  p rov ided f o r  s tudents t o  w r i t e  comments o r  

ask quest ions. C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  t h e  t u t o r ' s  

responsiveness t o  t h e  comments and/or quest ions students asked on t h e  

TMAs o r  i n  separate notes t h a t  they  submit ted w i t h  t h e  assignments. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s  

U I wrote a  no te  t o  my t u t o r  on t h e  TMA asking how I was doing i n  
comparison w i t h  o the r  students. H is  comments, t o  t h e  e f f e c t  t h a t  
t h i s  was a  p a r t i c u l a r l y  d i f f i c u l t  s e c t i o n  and most s tudents were 
exper ienc ing  t h e  same d i f f i c u l t i e s ,  were a  r e a l  boost f o r  me. 

ABE I asked t h e  t u t o r  quest ions on t h e  TMA and she exp la ined t h e  
answers r e a l l y  w e l l .  She was c l e a r  and gave l o t s  o f  d e t a i l .  

Student I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t s  

U I asked my t u t o r  a  quest ion  on t h e  TMA about t h e  format o f  my 
answer bu t  she d i d n ' t  respond. As t h i s  i s  t h e  f i r s t  course I have 
taken I had no i dea  what was expected. I was very  confused. 



U I n  one of t h e  assignments,. there were 50 m u l t i p l e  cho ice  quest ions.  
I was r e q u i r e d  t o  do t h e  f i r s t  40 f o r  t h e  assignment. A f t e r  
complet ing t h e  whole 50, I wrote a  no te  t o  t h e  t u t o r  i n  b o l d  
handwr i t ing  saying:  "Recognizing t h a t  t h i s  i s  n o t  p a r t  o f  t h e  
grade, would you mind w r i t i n g  a  no te  i n d i c a t i n g  whether o r  n o t  I 
have answered these quest ions c o r r e c t l y  f o r  my own in fo rma t ion . "  
The note  was t o t a l l y  ignored.  

CTV The t u t o r  d i d n ' t  answer t h e  quest ion  I asked on t h e  TMA--at l e a s t  
n o t  t o  my s a t i s f a c t i o n .  

Table 18 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Tu to rs '  Responses t o  Notes Submitted by Students With Assignments 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 
F H  F H  F H  F H  F + H  

University 1 4' 0 0 0 0 1 4  5 

CTV 0 2 0 0 0 0 0 2  2 

Data Source 
Total s 3 6 0 0 0 0 3 6  9 

Data Source 
Totals F + H  9 0 

Tr ianau l  a t i o n  Decis ion:  

Inconc lus ive :  S i m i l a r  c r i t i c a l  i n c i d e n t s  were rece ived f rom one 

data  source--the s tudent  i n te rv iews .  F i v e  o f  t h e  c r i t i c a l  h i  nde r i  ng 

i n c i d e n t s  repo r ted  t h a t  t u t o r s  had n o t  responded t o  t h e  s tuden ts '  notes, 

and one r e f e r r e d  t o  t h e  student  being d i s s a t i s f i e d  w i t h  t h e  t u t o r ' s  

response. 



D i  scussi  on: 

Admin i s t ra to rs  a t  OLA apparent ly  apprec ia te  t h e  importance o f  

two-way communication ,between students and t u t o r s  as a space i s  p rov ided 

on t h e  TMA f o r  t h e  s tudents  t o  make comments o r  ask quest ions about t h e  

assignment o r  o the r  mat te rs .  However, f o r  t h e  communication t o  be 

e f f e c t i v e  i t  i s  e s s e n t i a l  t h a t  i t  i s  two-way. C r i t i c a l  i n c i d e n t s  

repo r ted  by students who were i n te rv iewed  i n d i c a t e  t h a t  t u t o r s  

acknowledging s tuden ts '  comments and answering t h e i r  quest ions enhances 

communication. Students who do n o t  r e c e i v e  a response t o  t h e i r  

communications are  u n l i k e l y  t o  make comments o r  ask quest ions on 

subsequent TMAs. 

t h i  ss category, wh 

t h e  importance o f  

No c r i t i c a l  i n c i d e n t s  were rece ived f rom t u t o r s  i n  

i c h  i s  perhaps an i n d i c a t i o n  t h a t  they  are  unaware o f  

t h i s  f a c t o r  t o  some students.  

10. Tutors Provide Feedback on Assignments by Telephone 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  occasions when t u t o r s  

telephoned students t o  p rov ide  feedback on s p e c i f i c  assignments. Some 

t u t o r s  found i t  d i f f i c u l t  t o  d iscuss assignments w i t h  s tudents i f  t h e  

students d i d  n o t  have t h e  assignments i n  f r o n t  of them. Tutors  overcame 

t h i s  problem by r e t u r n i n g  t h e  assignments and making a request  on t h e  

TMA f o r  s tudents t o  phone once they  rece i ved  t h e  assignments back. Thus, 

c r i t i c a l  i n c i d e n t s  i n  t h i s  category a l s o  r e f e r  t o  occasions when t u t o r s  

urged students t o  phone them a f t e r  r e c e i v i n g  t h e  assignment back. 



Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  I nc iden ts :  

CTV The t u t o r  would w r i t e  i n  her  comments on assignments, " I ' v e  made a 
few suggest ions on your  work. If you have any quest ions about it, 
please d o n ' t  h e s i t a t e  t o  c a l l  me." 

CTV The t u t o r  d i d n ' t  t h i n k  I q u i t e  understood an i tem. He asked me t o  
phone when I g o t  t h e  assignment back t o  d iscuss i t  w i t h  him. 

ABE The t u t o r  telephoned a f t e r  I rece ived  t h e  f i r s t  assignment back. He 
s a i d  he had enjoyed my assignment and t h a t  I had done a good job. 
He t o l d  me where I cou ld  have improved; areas where I d i d n ' t  go 
i n t o  enough d e t a i  1 . It gave me conf idence because I knew what I 
had t o  do t h e  nex t  t ime.  I was t h r i l l e d  " r i g h t  ou t  o f  my t r e e "  
t h a t  he phoned. I thought  i t  was r e a l l y  neat.  

~ t u i e n t  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

U The t u t o r  suggested on t h e  TMA t h a t  I c a l l  him and d iscuss a 
problem I was having w i t h  foo tno tes .  When I d i d  c a l l  him, he was 
unresponsive and d i d n ' t  want t o  t a l k  o r  d i d n ' t  have anyth ing t o  
say. There were l o t s  o f  l ong  pauses i n  t h e  conversat ion.  On l a t e r  
assignments he s t i l l  asked me t o  c a l l  him i f  I had problems. I 
wondered whether t h i s  was a genuine o f f e r  o r  a " b o i l e r p l a t e "  which 
h i s  computer p r i n t e d  on a l l  assignments. 

Tu tor  I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  I nc iden ts :  

U I always phone students i n  t h e  sen ior  l e v e l  course i f  they  have 
done a super f i r s t  assignment. 

U Students l i k e  t o  be ab le  t o  phone and get  t h e i r  marks immediately, 
e s p e c i a l l y  i f  they  are  working on a t i g h t  schedule. They w i l l  
phone me a few days a f t e r  t hey  have sent  i n  t h e i r  assignment. I 
a lso  g i v e  students feedback on t h e  phone. I g i v e  them as much 
i n f o r m a t i o n  as p o s s i b l e  as then they  f e e l  t hey  have more c o n t r o l ,  
which i s  more m o t i v a t i n g  t o  them. 

CTV Students are  asked t o  keep copies o f  t h e i r  assignments b u t  I f i n d  
they  d o n ' t .  I f  students are having problems, I w r i t e  ex tens ive  
comments and ask them t o  c a l l  me a f t e r  they  have rece ived t h e  
assignment back. T r y i n g  t o  phone them when I have t h e  work i n  
f r o n t  o f  me b u t  they  don ' t ,  j u s t  doesn ' t  work. 

CTV Occasional ly ,  I have had r e a l l y  good students who have missed t h e  
p o i n t  on t h e i r  assignments. A f t e r  I mai l  t he  assignment back, I 
send them a personal l e t t e r  on notepaper saying "I r e a l i z e  t h a t  you 
are probably f e e l i n g  a l i t t l e  down about t he  assignment. Please 
phone me. I ' d  r e a l l y  l i k e  t o  t a l k  t o  you about it." I t h i n k  t h e  
no te  makes students r e a l i z e  t h a t  I do care, and t h a t  I ' m  n o t  j u s t  a 
vo i ce  on t h e  telephone. It u s u a l l y  prompts them t o  phone. 



CTV I f r e q u e n t l y  t ake  t h e  i n i t i a t i v e  t o  phone a s tudent  a f t e r  having 
rece i ved  and marked an assignment p a r t i c u l a r l y  when I a n t i c i p a t e  
t h a t  they  are  having a g rea t  deal o f  d i f f i c u l t y ,  t hey  a re  w a f f l i n g  
around t h e  sub jec t  n o t  having grasped it, o r  they  a re  sounding 
discouraged. Timing i s  impor tan t  and I w i l l  c a l l  even i f  i t ' s  n o t  
my o f f i c e  evening. I say something l i k e  " I ' m  j u s t  phoning you t h i s  
evening because I have a f e e l i n g  from your  l a s t  assignment t h a t  you 
are  having some d i f f i c u l t y  focussing on t h e  sub jec t .  I am j u s t  
wondering i f  I can o f f e r  some ass is tance t o  you." I f  s tudents  a re  
confused, I want t o  ca tch  them before they  g e t  t o o  f a r  i n  t h e i r  
s tud ies .  Students have responded very  w e l l  t o  these te lephone 
c a l l s .  Many students have s a i d  t h a t  t hey  a re  g l a d  t h a t  I c a l l e d  
because they  d i d n ' t  see t h e  p a r t i c u l a r  p o i n t  before.  

Table 19 

Frequency o f  C r i t i c a l  I nc iden ts -  
Tutors Provide Feedback on Assignments by Telephone 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total  s 

F H F H  F  H F H F + H  

Univers i ty  0  1 3 0  0  0  ' 3  1 4 

CTV 3 0  4 0  0  0  7 0  7  

ABE 

Data Source 
Total s 5 1 7  0 . 0  0 12 1 13 

Data Source 
Totals F + H 6 7  

T r i a n q u l a t i o n  Dec is ion  

Inconcl  u s i  ve: Simi 1 a r  c r i t i c a l  i n c i d e n t s  were rece i ved  f rom two 

data  sources on ly .  The one h inde r ing  c r i t i c a l  i n c i d e n t  r e f e r r e d  t o  an 

occasion when t h e  t u t o r  urged t h e  student  t o  telephone him about an 



assignment b u t  was subsequently unresponsive when t h e  student  d i d  

telephone. 

Discussion 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category i n d i c a t e  t h a t  s tudents  

appreciated r e c e i v i n g  feedback on s p e c i f i c  assignments by telephone, and 

be ing  encouraged t o  te lephone t h e i r  t u t o r s  about t h e  assignments a f t e r  

t hey  rece ived them back i n  t h e  m a i l .  S tore  and Armstrong (1981) suggest 

t h a t  when feedback on assigments i s  p rov ided by telephone t h e  t u t o r s  

have an oppor tun i t y  t o  comment a t  g rea te r  l e n g t h  than i s  u s u a l l y  

p o s s i b l e  w i t h i n  t h e  c o n s t r a i n t s  o f  w r i t t e n  communication and t u t o r s  and 

students are ab le  t o .  n e g o t i a t e  meaning (D. 154). Scales (1  984) be1 i eves  

t h a t  t h e  negat ive  impact o f  comments on a poor assignment can be 

minimized i f  t u t o r s  phone students before mai 1 i n g  t h e  assignments 

C. Telephone Interaction 

The OLA prov ides  t u t o r s  w i t h  telephones i n  t h e i r  homes and students 

can make c o l l e c t  c a l l s  f r e e  of charge. 



11. Tutors ' avai 1 abi 1 i ty During O f f  ice Hours 

Tutors are r e q u i r e d  t o  e s t a b l i s h  o f f i c e  hours when t h e  t u t o r  i s  

a v a i l a b l e  f o r  te lephone c o n s u l t a t i o n .  General ly  speaking, t u t o r s  s e t  up 

o f f i c e  hours on two evenings o f  t h e  week f o r  two hour per iods.  C r i t i c a l  

i n c i d e n t s  r e l a t e  t o  t h e  d i f f i c u l t y  o r  ease o f  reach ing  t u t o r s  du r ing  

o f f i c e  hours. 

E x c e r ~ t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

U My t u t o r ' s  o f f i c e  hours were 6:OO-8:00 p.m. on Mondays and 
Tuesdays. A t  t h e  beginning o f  t h e  course I t r i e d  t o  c a l l  him. From 
7:OO-7:45 p.m. h i s  l i n e  was busy and then I c a l l e d  several  t imes 
from 7:45 p.m. b u t  t h e r e  was no answer. I found i t  very  
f r u s t r a t i n g  because h i s  o f f i c e  hours d i d n ' t  co inc ide  w i t h  my 
schedule so i t  was d i f f i c u l t  f o r  me t o  arrange t o  c a l l  him. 

CTV It was o f t e n  d i f f i c u l t  t o  reach t h e  t u t o r  du r ing  o f f i c e  hours as 
t h e  l i n e  was busy. I would have t o  phone t h r e e  o r  f o u r  t imes. 

ABE I have c a l l e d  t h e  t u t o r  du r ing  o f f i ce  hours b u t  she has no t  
answered t h e  phone. This  has meant t h a t  I ' v e  had t o  w a i t  u n t i l  t h e  
nex t  o f f i c e  hours t o  c a l l  again. 

ABE About 25% o f  t h e  t imes t h a t  I t r i e d  t o  reach my t u t o r  d u r i n g  o f f i c e  
hours I was unable t o  con tac t  her.  I found ou t  a f te rwards  t h a t  i t  
was because she was s i c k  o r  out-of-town. A t  t h e  t ime  I was q u i t e  
angry. I f e l t  discouraged and f r u s t r a t e d  because I t ry  t o  p lan  my 
own schedule i n  o rder  t o  t a l k  t o  her i n  o f f i c e  hours. It r e a l l y  
reduced my e f f i c i e n c y  and progress. I t ' s  t ime-wast ing. I j u s t  
d i d n ' t  want t o  c a r r y  on w i t h  something e l s e  w h i l e  t h i s  o ther  
problem was hanging over my head. It of ten  made me s top  working 
f o r  t h a t  evening. 

Tu tor  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

U Occasional ly  I may n o t  be a t  home du r ing  my o f f i c e  hours, which i s  
unhe lp fu l  t o  s tudents.  If I ' m  n o t  a v a i l a b l e  I arrange f o r  someone 
t o  cover f o r  me. One summer, two years  ago, I was aw.ay f o r  a week. 
I had n o t i f i e d  OLA, b u t  t h e  students had n o t  been n o t i f i e d .  I know 
t h e r e  were many compl a i  n t s .  



Table 20 

Frequency of Cri t ical  Incidents - 
Tutors' Availabili ty During of f ice  hours 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 

F H F H F H F H F + H  

Univers i ty  0 3 0 1 0 0 0 4  4 

CTV 0 2 0 0 0 0 0 2  2 

ABE 

Data Source 
Total  s 0 9 0 1 0 0 0 10 10 

Data Source 
Totals F + H 9 1 

Trianqulation Decision 

Inconclusive: Cri t ical  incidents were not received from the student 

questionnaire data source. Only hindering c r i t i c a l  incidents were 

reported in t h i s  category, and a l l  of them refer  to  the d i f f i c u l t i e s  

.experienced by students when tu to r s  did not answer the i r  phones during 

of f ice  hours or when the l ine  was busy. 



Di scussion 

It appears t h a t  n o t  being ab le  t o  reach t u t o r s  du r ing  t h e  o f f i c e  

hours was a problem f o r  some students. Tu tors  cou ld  perhaps a s s i s t  

s tudents by e i t h e r  l e t t i n g  them know when they  are  going t o  be 

unava i lab le ,  a r rang ing  f o r  someone e l s e  t o  answer t h e  phone, o r  l e a v i n g  

a message on a te lephone answering machine. 

12. Tutors' Avai 1 abi 1 i  t y  During Out-of-Office Hours 

Some t u t o r s ,  p a r t i c u l a r l y  those who are  r e t i r e d  o r  are working a t  

home, i n v i t e  s t u d e ~ t s  t o  c a l l  them a t  any t ime. Some t u t o r s  suggest t o  

s tudents t h a t  t hey  1 eave messages on t h e i  r t e l  ephone answeri ng machi nes 

a t  any t ime  and t h e  t u t o r s  w i l l  r e t u r n  t h e  c a l l s  as soon as poss ib le .  

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Fac.i 1 i t a t i  ng c r i t i c a l  h c i d e n t s :  

U I have c a l l e d  i n  o u t - o f - o f f i c e  hours. I apologised f o r  c a l l  i ng .  
He said, "Tha t ' s  O.K. No problem." He helped me out .  

U The t u t o r  was always avai 1 ab le  except f o r  c e r t a i n  hours i n  t h e  day 
when she was w r i t i n g .  

CTV I c a l l e d  a t  t h e  weekend t o  ask about something about t h e  exam I was 
s tudy ing  f o r .  The t u t o r  was away, b u t  I l e f t  a message and he 
c a l l e d  me when he g o t  home. I f e l t  he r e a l l y  cared by being 
ava i l ab le .  I t ' s  hard t o  go on i f  you have unanswered quest ions and 
i t ' s  n i c e  t o  be ab le  t o  c a l l  if you r e a l l y  have t o .  

CTV The t u t o r  encouraged me t o  phone du r ing  ou t -o f -o f f i ce  hours which 
was very h e l p f u l  when I was stuck.  I cou ld  leave a message on the  
answeri ng machi ne. 

ABE It was h e l p f u l  t o  be ab le  t o  con tac t  t h e  t u t o r  i n  " o u t - o f - o f f i c e "  
hours. The t u t o r  had an answering machine, and she would c a l l  me 
when she could, u s u a l l y  t h e  same day o r  t h e  nex t  day. This  enabled 



me t o  progress more q u i c k l y  through t h e  course than I might  have 
otherwise. I was ab le  t o  reach an understanding more q u i c k l y  than 
i f  I had t o  w a i t  u n t i l  t h e  nex t  o f f i c e  hours. 

Student I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

U With my busy schedule, i t  was d i f f i c u l t  t o  telephone my t u t o r  
du r ing  o f f i c e  hours, which were i n  t h e  evening. I would have l i k e d  
t o  have been ab le  t o  t a l k  t o  my t u t o r  du r ing  t h e  day. 

CTV It was d iscourag ing  t o  be work ing on a course and t o  r u n  up aga ins t  
a problem and n o t  t o  be ab le  t o  d iscuss i t  w i t h  t h e  t u t o r  u n t i l  t h e  
nex t  scheduled o f f i c e  hours. He had an answering machine on h i s  
phone b u t  he wou ldn ' t  r e t u r n  t h e  c a l l  u n t i l  t h e  nex t  o f f i c e  hours 
so I j u s t  had t o  w a i t .  

Tu tor  I n te rv iews  - Faci  1 i t a t i  ng C r i t i c a l  I n c i d e n t s :  

U Due t o  my v a r i e d  commitments, I can never e s t a b l i s h  o f f i c e  hours 
t h a t  ho ld  f o r  more than a couple of months. I have an answering 
machine, which has been marvel lous--once I f i g u r e d  out  how t o  
rece i ve  c o l l e c t  c a l l s .  Students leave a message and t e l l  me when 
i t ' s  convenient f o r  me t o  c a l l  them back. 

U I f  students c a l l  i n  ou t -o f -o f f i ce  hours I answer t h e  phone. If i t  
i s  convenient,  I w i  11 t a l k  t o  t h e  student ;  o therwise I arrange t o  
phone back. 

CTV I am a t  home du r ing  t h e  day and i n v i t e  s tudents t o  phone a t  any 
t ime  i f  they  have a quest ion.  If I ' m  a t  home I . w i l l  answer t h e  
phone. If I 'm busy o r  out,  s tudents leave a message on t h e  
telephone answering machine and I g e t  back t o  them f a i r l y  q u i c k l y .  
One student  was very  r e l u c t a n t  t o  leave a message. She s a i d  she 
j u s t  c o u l d n ' t  t a l k  t o  a machine. One t ime  she was t r y i n g  t o  ge t  
through t o  me b u t  she wou ldn ' t  leave a message. When she f i n a l l y  
reached me, I said, "Look, you must leave a message. I cou ld  have 
spoken t o  you days ago. " She mi t once, and then she was f i ne. 
She thanked me f o r  h e l p i n g  her overcome her  s tumbl ing b lock.  She 
r e a l i z e d  what a l o t  of t ime  she had wasted. 

ABE A s tudent  c a l l e d  on Christmas Day. I answered t h e  phone. He had 
noth ing  e l s e  t o  do except work on h i s  course and he was s tuck  on 
something. 

Student Quest ionna i res  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

ABE She made me fee l  comfortable a t  c a l l i n g  her a t  any t ime, and she 
seemed g l a d  t o  he lp  me. 



Table 21 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
T u t o r s '  Avai 1  abi  1  i ty  Dur ing Ou t -o f -O f f i ce  Hours 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 

F H F H F H F H F + H  

. University 2  2  3  0  0  0  5 2  7 

CTV 2  5  3 0  0  0  /-- 5 5 10 

ABE 

Data Source 
Total s 5 . 7  8 0  3  0  16 7 23 

Data Source 
Totals F + H 12 8 

T r i a n g u l a t i o n  Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

da ta  sources. A1 1  h i  n d e r i  ng c r i  t i c a l  i n c i  dents desc r i  be t h e  p r o b l  ems 

and f r u s t r a t i o n s  s tudents  exper ienced i f  they  d i d  n o t  f e e l  t hey  c o u l d  

c a l l  t h e  t u t o r  i n  ou t -o f -o f f i ce  hours and thus  had t o  w a i t  u n t i l  t h e  

nex t  o f f i c e  hours t o  c o n t a c t  t h e  t u t o r .  



Di scussi on 

It i s  apparent t h a t  many t u t o r s  are w i l l i n g  t o  accept c a l l s  f rom 

students du r ing  o u t - o f - o f f i c e  hours. Quest ion  5 of t h e  ques t i onna i re  i n  

t h i s  s tudy i n d i c a t e d  t h a t  50% o f  OLA t u t o r s  i n v i t e  s tudents t o  c a l l  i n  

o u t - o f - o f f  i c e  hours. Hesel t o n  ' s s tudy conducted a t  OLI i n 1985 showed 

s i m i l a r  f i n d i n g s  i n  t h a t  40% o f  telephone c a l l s  i n i t i a t e d  by students 

were made i n  o u t - o f - o f f i c e  hours. It appears t h a t  a number o f  OLA 

t u t o r s  i n s t a l l  te lephone answering machines, a t  t h e i r  own expense, t o  

a l l ow  students t o  leave messages. Tutors  can then r e t u r n  t h e  c a l l  a t  

t h e i r  convenience. A1 1 owi ng telephone c a l l  s d u r i  ng o u t - o f - o f f  i ce hours 

depends on t u t o r s '  i n c l i n a t i o n s  as w e l l  as t h e  t ime  and resources 

a v a i l a b l e  t o  them. However, t h e  r e s u l t s  of t h i s  s tudy i n d i c a t e  t h a t  

t h i s  se rv i ce  i s  appreciated, o r  would be appreciated, by many students.  

13. Tutors' Telephone Manners and Comnunication S k i l l s  

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  occasions when var ious  

aspects o f  t h e  t u t o r ' s  manner and p e r s o n a l i t y  were s i g n i f i c a n t l y  

encouraging o r  d iscourag ing  t o  s tudents.  C r i t i c a l  i n c i d e n t s  a l so  r e f e r  

t o  communication b a r r i e r s  t h a t  were formed because of language, accent, 

o r  speed o f  speech problems. 



E x c e r ~ t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U 

CTV 

CTV 

ABE 

ABE 

The t u t o r  had t ime  f o r  me. He would t a l k  f o r  15-20 minutes. I 
d i d n ' t  fee l  rushed. He would ask m e ' i f  I had any o the r  quest ions.  
He t a l k e d  and exp la ined th ings .  He was very  re laxed.  If he had 
been abrupt  and j u s t  answered t h e  quest ions, I would have f e l t  
rushed. He gave such d e t a i l e d  answers t o  my quest ions.  
The t u t o r  was easy t o  t a l k  t o  and I f e l t  very  comfortable a t  
con tac t i ng  her.  
The t u t o r ' s  manner i s  very  r e l a x e d  on t h e  phone. I f e e l  
uncomfortable w i t h  t a l k i n g  long-d is tance because of t h e  expense, 
and t h i n k  t h a t  I should rush, b u t  my t u t o r  makes me f e e l  very  
re1  axed about i t  a1 1. 
The t u t o r  r e a l i z e d  t h a t  I was f e e l i n g  very  f r u s t r a t e d  w i t h  t h e  
e r r o r s  i n  t h e  course ma te r ia l s .  I f e l t  she r e a l l y  understood my 
f r u s t r a t i o n .  She was much more than a vo i ce  on t h e  phone. I f e l t  
c l o s e  t o  her.  I f e l t  comfor tab le  and cou ld  be f rank w i t h  her .  
I am German and as Eng l i sh  i s  n o t  my f i r s t  1  anguage I made a p o i n t  
of e x p l a i n i n g  toemy t u t o r  t h a t  she may have problems understanding 
me. My t u t o r  i s  Chinese b u t  her Eng l i sh  i s  very  good. I d i d n ' t  
have any problems understanding her.  She s a i d  she d i d n ' t  have a 
problem understanding me. I found t h i s  hard  t o  be l ieve ,  b u t  I was 
encouraged t o  know t h a t .  She t a l k s  very  s l o w l y  and t r i e s  t o  make 
i t  easy f o r  me. She i s  very  k ind .  

Student I n te rv iews  - H inder ing  C r i t i c a l .  I n c i d e n t s  : 

U 

CTV 

CTV 

ABE 

ABE 

The t u t o r  was ar rogant  and h i s  manner was hu r r i ed .  He obv ious ly  
wanted t o  ge t  o f f  t h e  phone. He even s a i d  t h a t  he had o the r  t h i n g s  
t o  do and o the r  people t o  c a l l .  He gave me t h e  impression t h a t  he 
d i d n ' t  have a l o t  o f  t ime  f o r  me and he made me f e e l  my quest ions 
were unnecessary. 
The t u t o r  had a f o r e i g n  accent which made conversat ions very  
awkward. He would e x p l a i n  something and I wou ldn ' t  know what he 
had said.  Sometimes I would ask him t o  repeat  it, and a t  o ther  
t imes I would j u s t  leave it. 
The t u t o r  rushed me on t h e  phone. H is  manner and t h e  way he rushed 
through t h e  answers gave me t h e  impression t h a t  he was busy and 
d i d n ' t  want t o  increase t h e  expense of long-d is tance c a l l s .  
My t u t o r  was so ene rge t i c  t h e  f i r s t  t ime I t a l k e d  t o  her on t h e  
phone and she t a l k e d  q u i t e  q u i c k l y  so I d i d n ' t  always understand 
what she sa id .  I was a b i t  overwhelmed by her  energy which made me 
f e e l  t o o  shy t o  c a l l  her.  I f e l t  I cou ld  communicate b e t t e r  w i t h  
her  i n  w r i t i n g  than on t h e  phone. 
The t u t o r  was k i n d  o f  o f f -hand on t h e  phone. He was d iscour teous.  
It was as though I was a minor i r r i t a t i o n  t h a t  had t o  be d e a l t  
w i t h .  He may have had a bad day. 



Tutor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U I f i n d  I can he lp  s tudents  over t h e  phone. The voice, r a t h e r  t han  
t h e  w r i t t e n  word, can make a di f fence. The spoken word i s  s a i d  ou t  
l o u d  and t h e  tone o f  vo i ce  can convey t h e  meaning. The body 
language i s  missing, b u t  t h e  tone o f  vo i ce  can somehow make t h e  
communication more meaningful. 

CTV Sometimes I ' m  j u s t  t o o  s t ressed and t o o  t i r e d  t o  t a l k  on t h e  phone. 
I know I won ' t  be h e l p f u l .  If i t ' s  n o t  an urgent  mat ter ,  I ask 
students if I can c a l l  back t h e  nex t  day. I make a no te  o f  t h e i r  
quest ions and then make a p o i n t  of c a l l i n g  them back. 

ABE A student  c a l l e d  and asked a , ve ry  obvious quest ion  about 
i n s t r u c t i o n s  f o r  c a r r y i n g  ou t  an assignment. She exp la ined i n  
g rea t  depth why she was n o t  sure what t h e  i n s t r u c t i o n s  meant. I 
was very  p a t i e n t  w i t h  her .  If I wasn ' t  p a t i e n t ,  I would probably 
l o s e  a l o t  o f  s tudents.  

Tu tor  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

ABE One student  was a ch ron i c  complainer.  She phoned t o  complain about 
t h e  textbook and t h e  assignments. I asked her what I cou ld  do t o  
help, b u t  she d i d n ' t  want me t o  he lp  her .  She j u s t  wanted t o  t e l l  
me t h a t  she wasn ' t  happy w i t h  t h e  course. .She d i d  O.K. on her  
assignments, b u t  always wanted t o  ge t  100% and t o  ge t  80% was a 
d i s a s t e r  t o  her.  I n  t h e  end she went t o  t h e  l o c a l  h igh  school and 
took  t h e  course. She c a l l e d  me t o  say she was happy t h e r e  and was 
t h e  top  student  i n  t h e  c lass .  My impression was t h a t  she was 
g e t t i n g  a l o t  of he lp  and encouragement f rom t h e  teacher. 1 
r e a l i z e d  af terwards t h a t  I should have accepted her f e e l i n g s .  She 
fe1 t she wasn' t  doing we1 1. I should have t o l d  her  t h a t  she wan I t  

doing as we1 1 as she cou ld  b u t  t h a t  w i t h  a l o t  o f  work she cou ld  
improve. When she s a i d  she was wor r i ed  about something, I 
s h o u l d n ' t  have s a i d  "Don ' t  worry",  as t h a t  was d iscourag ing  t o  t h i s  
s tudent .  I should have accepted her  fee l ings ,  whatever they  were. 

Student Quest ionna i res  - Faci  1 i t a t i n g  C r i t i c a l  I n c i d e n t s :  

CTV She was extremely p leasant  t o  converse w i th ,  and i n d i c a t e d  t h a t  she 
cared about how we1 1 I was doing i n  t h e  course. 

ABE I cannot say enough good t h i n g s  about my t u t o r .  She i s  very  
p o s i t i v e .  I have a bad a t t i t u d e  a t  t imes and say " i f  I f i n i s h "  and 
she always says "when you f i n i s h . "  This  l ady  s i n c e E l y  be l i eves  i n  
me and my ab i  1 i ti-more than mysel f .  

Student Quest ionna i res  - H inder ing  C r i t i c a l  I n c i d e n t s :  

U I c a l l e d  t h e  t u t o r  about a quest ion  I had on a lesson. H is  answer 
o r  tone almost i m p l i e d  t h a t  I was igno ran t .  How e l s e  cou ld  I f i n d  
ou t  i f  I d i d n ' t  ask. 

CTV Ta lk ing  and t r e a t i n g  you l i k e  you a l ready know t h e  m a t e r i a l  can 
sometimes be d iscouraging,  because you may f e e l  embarrassed t o  
admit you don ' t  know what t h e  t u t o r  i s  t a l k i n g  about. 

ABE She i s  f r i e n d l y  and easy t o  understand. 



Table 22 

Frequency of C r i t i c a l  I n c i d e n t s  - 
T u t o r s '  Telephone Manners and Communication S k i l l s  

Student Tutor Student 
Interviews Interviews Questionnaires Group Total  s 

F  H F  H  F  H F H  F + H  

Univers i ty  3  3  3  0 0  2  5 6  11 

CTV 4 2  1  0 1 '  1  6 3  9 

ABE 3 3  2  1  4 0 9 4 13 - - 
Data Source 
Total s 10 8  6 1  5 3  21 12 33 

Data Source 
Totals F + H  18 7 

T r i  angul a t i  on Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

da ta  sources. Seven h i  n d e r i  ng c r i t i c a l  i n c i d e n t s  r e p o r t e d  by s tudents  

r e l a t e  t o  nega t i ve  aspects o f  t h e  t u t o r ' s  manner, and f o u r  r e l a t e  t o  

communication problems i nvo l  v i  ng speed o f  speech and accents. The one 

h i n d e r i n g  c r i t i c a l  i n c i d e n t  r e p o r t e d  by t h e  t u t o r  descr ibes a  s i t u a t i o n  

where t h e  t u t o r  perce ived  t h a t  her l a c k  o f  empathy had been a  h indrance 

t o  t h e  s tudent .  



Di scussi on 

This category had t h e  t h i r d  h ighes t  number o f  c r i t i c a l  i n c i d e n t s  

repo r ted  i n  it, which i n d i c a t e s  t h a t  t u t o r s  having p leasant  telephone 

manners and e f f e c t i v e  communications s k i 1  1 s  i s  an impor tan t  f a c t o r  t o  

s tudents.  Durward and Durward's s tudy (1  983) supports t h i s  f i n d i n g  as 

83% of t h e  500 OLA s tudents  i n te rv iewed  were s a t i s f i e d  w i t h  t h e i r  

t u t o r ' s  telephone manner. 

The q u a l i t y  of te lephone conversat ions can be a f f e c t e d  by many 

ex te rna l  f a c t o r s  concerning t h e  personal 1 i ves o f  t h e  two i nd i  v i  dual s  

who are  i n t e r a c t i n g .  Two t u t o r s  i n te rv iewed  i n  t h i s  s tudy mentioned 

t h a t  they  t r y  t o  avo id  t a l k i n g  t o  s tudents i f  they  are  f e e l i n g  very  

t i r e d  o r  stressed, and arrange t o  c a l l  them back a t  a mu tua l l y  

convenient t ime. 

14. Fol 1 ow-Up Telephone Cal l  s 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  t h e  amount o f  telephone 

conversat ions t h a t  took  p l  ace between students and t u t o r s .  C r i t i c a l  

i n c i d e n t s  f e l l  a long t h e  continuum from frequent telephone i n t e r a c t i o n  

t o  no telephone con tac t  (which was h inde r ing  t o  s tudents who r e q u i r e d  i t  

b u t  was d e s i r a b l e  t o  those students who wished t o  have no c o n t a c t ) .  



E x c e r ~ t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

U The t u t o r  phoned a  couple o f  t imes t o  see how I was doing. Th is  i s  
h e l p f u l  because I know he has made t h e  e f f o r t  t o  t r y  and ge t  h o l d  
o f  me. 

Student I n te rv iews  - Hinder ing  C r i t i c a l  I nc iden ts :  

U I had no con tac t  w i t h  t h e  t u t o r  on t h e  phone. I d i d n ' t  have anyone 
t o  d iscuss t h e  course w i th .  I d i d n ' t  phone t h e  t u t o r  because I 
f e l t  i t  would have been d i f f i c u l t  t o  d iscuss t h e  sub jec t  mat te r  on 
t h e  phone and I d i d n ' t  t h i n k  t h a t  an in -depth  d iscuss ion  was t h e  
k i n d  o f  t h i n g  you phoned t h e  t u t o r  about. 

U I am having a  l o t  o f  d i f f i c u l t y  w i t h  t h e  course and r e a l l y  need 
some encouragement. I f  my t u t o r  had phoned and g iven me some 
encouragement i t  would have r e a l l y  helped. I have been prevented 
f rom work ing on my course because o f  my bad back and I have app l i ed  
f o r  an ex ten t i on .  I need t h e  c r e d i t s  so I w i l l  f i n i s h  t h e  course 
desp i te  t h e  t u t o r  b u t  i t  would have helped i f  she had phoned me. It 
would have shown t h a t  she cared. 

CTV I never t a l k e d  t o  my t u t o r  on t h e  phone. It would have been 
he lp fu l  i f  t h e  t u t o r  had c a l l e d  once o r  t w i c e  a  week, even f o r  
t h r e e  minutes, t o  ask "why haven ' t  you s t a r t e d  t h e  course?" o r  "Why 
haven ' t  you sent  i n  your  assignment." I f  t h e  t u t o r  was pounding me 
I would do b e t t e r .  I would l i v e  up t o  t h e  t u t o r ' s  expectat ions.  

ABE I r e c e n t l y  moved and was unable t o  submit any assignments f o r  a  
month. I was d isappo in ted  t h a t  my t u t o r  d i d n ' t  phone t o  see why I 
hadn ' t  submit ted any work. I wondered i f  she would have n o t i c e d  i f  
I had never submit ted another assignment and dropped out .  It would 
have been r e a l l y  encouraging i f  she had phoned and asked me how I 
was doing. 

ABE The t u t o r  has never phoned me back a f t e r  t h e  f i r s t  t ime  I c a l l e d  
him. I t h i n k  he should a t  l e a s t  phone t o  see how I ' m  g e t t i n g  
along. He's n o t  t a k i n g  any i n t e r e s t  i n  - me. 

Tutor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U The personal one-to-one re1  a t i  onshi p  i s  very va l  uabl e. Students 
o f t e n  make re fe rence  t o  t h e  f a c t  t h a t  they  l i k e  having a  
contact--someone t o  t a l k  t o .  Some students are  r e l u c t a n t  t o  c a l l  
me. I try  and he lp  them overcome t h i s  re luc tance  by c a l l i n g  them. 
Most s tudents say " I ' m  g l a d  you c a l l e d . "  This  , i s  an impor tan t  
f u n c t i o n  f o r  a  t u t o r .  

CTV It u s u a l l y  comes through du r ing  t h e  i n t r o d u c t o r y  c a l l  as t o  whether 
s tudents want a  l o t  of phone con tac t  o r  i f  they  p r e f e r  n o t  t o  have 
any. 



CTV Some students g e t  bogged down a f t e r  a  wh i l e .  I make a  phone c a l l  
t o  say "How are  you. I h e  been t h i n k i n g  o f  you," j u s t  so they  know 
someone i s  t he re .  I ask them if t h e r e  i s  any th ing  I can do t o  he lp  
them. I keep t h e  conversa t ion  sho r t .  I f  a f t e r  two fo l low-up c a l l s  
I d o n ' t  t h i n k  they  a re  going t o  cont inue,  I advise them t h a t ,  
unless they  a re  w i l l  i n g  t o  make a  ser ious  commitment, t h e r e  i s  no 
p o i n t  i n  pursu ing  t h e  course. I suggest t h a t  they  may l i k e  t o  
withdraw and take  t h e  course again some t ime  i n  t h e  f u t u r e .  I am 
r e a l l y  b l u n t .  Students e i t h e r  drop ou t  o r  s t a r t  doing something. 

ABE Some students c a l l  me t w i c e  a  week, w h i l s t  o thers  j u s t  d o n ' t  want 
t o  be bothered w i t h  phone c a l l s .  I p i c k  up on t h i s  and d o n ' t  c a l l  
them unless i t s  r e a l l y  necessary. 

ABE I make fo l l ow-up  c a l l s  i f  I haven ' t  rece i ved  any th ing  f o r  6-8 
weeks. I used t o  c a l l  a f t e r  4 weeks, b u t  I have found t h a t  s tudents 
have been unable t o  work because of v i s i t o r s  o r  s i c k  c h i l d r e n  and 
by t h e  t ime  they  p u l l  themselves together  a  month has passed. When 

' t h e r e  has been a  gap of 6-8 weeks--whatever t h e  reason--50% o f  t h e  
students w i l l  n o t  cont inue.  The o the r  50% w i l l  say something l i k e  
" I ' m  so g l a d  you phoned. I thought  I had l e f t  i t  t o o  long, b u t  i f  
I haven ' t  I woul d  1  i ke t o  g e t  back t o  my s tud ies .  " 

Tutor  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

U I made a fo l l ow-up  c a l l  t o  a  s tudent  who t o l d  me t h a t  he had 
en ro l  l e d  i n  a  d i s tance  educat ion course p r e c i s e l y  so t h a t  he cou ld  
have no human con tac t  a t  a l l .  

Student Quest ionna i res  - Faci  1  i t a t i n g  C r i t i c a l  I n c i d e n t :  ' 

ABE She has phoned me t w i c e  t o  ask how I was doing and i t  was good 
i n c e n t i v e  t o  ge t  t h e  work done. 

ABE I f e l t  t h a t  I cou ld  q u i t e  e a s i l y  have c a l l e d  him more o f t e n  f o r  
help, b u t  I chose t o  t r y  t h e  work on my own. 

Student Quest ionna i res  - H inder ing  C r i t i c a l  . I nc iden ts :  

U I would have answered Quest ion  31 (Do you f e e l  t h a t  your  t u t o r  
cares about how w e l l  you are  doing i n  t h e  course) "Yes, a  l o t "  i f  
t h e  t u t o r  had ever c a l l e d  me j u s t  t o  keep t rack .  The sense o f  
being alone and having t o  make a l l  e f f o r t s  t o  communicate myse l f  
cou ld  be de fea t i ng  when I was stuck.  

U He never c a l l e d  me back a f t e r  t h e  f i r s t  t ime.  
CTV I t h i n k  t h e  t u t o r  should c a l l  if she has n o t  heard f rom t h e  s tudent  

f o r  a  wh i le .  



Table 23 

Frequency o f  C r i t i c a l  I n c i d e n t s  - Fo l  1  ow-up Telephone C a l l  s 

Student Tutor Student 
Interviews Interviews Questi  onnai res  Group Total  s 

F H F H F H F H F + H  

Univers i ty  

CTV 0 2  2 0 1  1  3 3  6 

ABE 

Data Source 
Total s 2  6 6 1  4 4 12 11 23 

Data Source 
Totals F + H 8 7 8 = 23 

Tr ianau la t i .on  Dec is ion  

D i  vergent  : S i m i  1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by t h e  two 

s tudent  data sources, b u t  c r i t i c a l  i n c i d e n t s  r e p o r t e d  by t h e  t u t o r  da ta  

source tended t o  d isagree  w i t h  those rece i ved  by t h e  s tudents.  A l l  

h i n d e r i n g  c r i t i c a l  i n c i d e n t s  r e p o r t e d  by s tudents r e 1  a t e  t o  s tudents  

be ing  d i s s a t i s f i e d  because t h e r e  was no te lephone i n t e r a c t i o n  o r  because 

an i n s u f f i c i e n t  number o f  f o l l ow-up  c a l l s  were i n i t i a t e d  by t h e  t u t o r .  

The one h i n d e r i n g  c r i t i c a l  i n c i d e n t  r e p o r t e d  by t h e  t u t o r  r e l a t e d  t o  t h e  

f a c t  t h a t  she c a l l e d  a s tudent  who p r e f e r r e d  n o t  t o  have te lephone 

i n t e r a c t i o n .  



Discussion 

A l l  studen t s  r e p o r t i n g  c r i  t i c a l  i n c i d e n t s  i n  t h i s  ca tegory  i n d i c a t e d  

a d e s i r e  fo r  fo l low-up te lephone c a l l s .  Tutors, however, repo r ted  t h a t  

some students wanted te lephone con tac t  and o thers  p re fe r red  n o t  t o  have 

any. Durward and Durward's s tudy  (1983) repo r ted  t h a t  41% o f  U n i v e r s i t y  

s tudents would l i k e  t o  be c a l l e d  r e g u l a r l y  by t h e i r  t u t o r  as compared 

w i t h  36% of ABE s tudents  and 27% of CTV s tudents.  

It may be p o s s i b l e  f o r  t u t o r s  t o  e s t a b l i s h  s tuden ts '  perce ived needs 

w i t h  regard  t o  fo l l ow-up  telephone c a l l s ,  a t  t h e  beginning of t h e  course 

which may he lp  t u t o r s  t o  decide how f requen t l y  f o l l ow-up  telephone c a l l s  

should be made. The independent l e a r n e r  may i n d i c a t e  a preference f o r  

no telephone con tac t  whereas o the r  open 1 earn ing  students may b e n e f i t  

f rom r e g u l a r  con tac t .  An in formal  c o n t r a c t  cou ld  be es tab l i shed  between 

student  and t u t o r ,  t h a t  cou ld  be renego t ia ted  du r ing  t h e  course i f  

des i  red. 

OLA t u t o r s  a re  asked t o  e s t a b l i s h  a reasonable l e v e l  o f  telephone 

con tac t  (OLA, 1988c, p. 9) .  They are  requested t o  t r y  t o  con tac t  

s tudents a t  1 eas t  t h r e e  t imes du r ing  t h e  sessi  on--an i nt roduc to ry  c a l l ,  

a  mid-term c a l l  f o r  re in fo rcement  and mo t i va t i on ,  and a pre-examinat ion 

c a l l .  



Making a  g r e a t  number o f  f o l l ow-up  telephone c a l l s  can be d i f f i c u l t  

f o r  t u t o r s .  I n i t i a t i n g  c a l l s  du r ing  t h e i r  o f f i c e  hours may present  

problems f o r  s tudents t r y i n g  t o  reach t h e  t u t o r  and i t  may be 

inconven ien t  f o r  t u t o r s  t o  make telephone c a l l s  du r ing  o u t - o f - o f f i c e  

hours. Tutors may f i n d  t h a t  some o f  t h e  students who they  t h i n k  would 

b e n e f i t  f rom telephone con tac t  a re  hard t o  reach. Based on t h e  

p a r t - t i m e  nature  o f  t h e i r  con t rac ts ,  t u t o r s  must make a  personal 

dec i s ion  w i t h  rega rd  t o  how much t ime  and resources they  are  ab le  t o  

devote t o  fo l l ow-up  te lephone c a l l s .  

15. Tutors' Responses t o  Questions Concerning Course Content During 

Telephone Conversations 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  telephone i n t e r a c t i o n  

t h a t  was concerned w i t h  t u t o r s  answering s tuden ts '  quest ions and making 

expl  ana t i  ons. The c r i t i c a l  i n c i d e n t s  are  concerned w i t h  a  r e 1  a t i  v e l y  

one-way communication between students and t u t o r s ,  where t h e  t u t o r s  were 

t h e  p rov ide rs  o f  in fo rmat ion  and students were t h e  r e c i p i e n t s .  C r i t i c a l  

i n c i d e n t s  a l so  r e f e r  t o  occasions when t u t o r s  perce ived i t  was i n  t h e  

s tuden ts '  bes t  i n t e r e s t s  n o t  t o  answer t h e i r  quest ions,  and encouraged 

them t o  seek t h e i r  own answers. 



E x c e r ~ t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U The t u t o r  answered quest ions w e l l  when I phoned him. When I asked 
him a s p e c i f i c  quest ion,  he wou ldn ' t  j u s t  answer t h a t  one 
quest ion--he would t a l k  about t h e  whole concept. He would g i v e  
examples. He was very  good a t  exp la in ing .  It r e a l l y  helped. You 
o n l y  know so much so you o n l y  know enough t o  ask a c e r t a i n  
quest ion.  When t h e  t u t o r  t a l k s ,  I l e a r n  much more than t h e  
s p e c i f i c  i t e m  I asked about. The f i r s t  t ime  I c a l l e d  him he j u s t  
t a l k e d  and ta l ked .  I thought :  "I d i d n ' t  ask f o r  a l l  t h i s  b u t  i t ' s  
g rea t .  " 

CTV The t u t o r  answered a l l  my quest ions on t h e  phone. 
CTV The t u t o r  was an e x c e l l e n t  teacher. One o f  t h e  l a s t  assignment 

i nvo l ved  a puzzle, which I c o u l d n ' t  do. I phoned t h e  t u t o r ,  b u t  he 
j u s t  t o l d  me t o  keep work ing a t  it. I d i d n ' t  l i k e  t h a t  because my 
t ime  i s  va luable,  b u t  I dug i n  my heels and d i d  so lve  it. I 
learned a l o t .  The t u t o r  had done me a g rea t  favour  by n o t  
answering my quest ions.  We laughed about i t  afterwards. 

ABE The t u t o r  gave very  good exp lanat ions  on t h e  phone, i n  a very  
understanding way. She exp la ined i t  i n  a s imple way and I c o u l d n ' t  
he lp  bu t  understand it. 

Student I n te rv iews  - Hinder ing  C r i t i c a l  I nc iden ts :  

U 1-asked my t u t o r  quest ions about t h e  e a r l y  chapters i n  t h e  t e x t .  He 
j u s t  t o l d  me t o  read t h e  nex t  chapter .  Th is  made me angry. 

U .I asked t h e  t u t o r  a quest ion.  I d i d n ' t  understand t h e  concept. It 
d i d n ' t  seem t h a t  he was w i l l i n g  t o  e x p l a i n  i t. He said, "You w i l l  
understand i t  l a t e r .  You d o n ' t  need t o  know a l l  t h a t  d e t a i l  now on 
how t h a t  fo rmula  works." I wanted t o  know. I f e l t  he was s t i f l i n g  
me because he wasn ' t  t e l l i n g  me. I f e l t  f r u s t r a t e d .  

CTV The t u t o r  d i d n ' t  answer my quest ion  on t h e  phone t o  my - 
s a t i s f a c t i o n .  He d idn  ' t  answer i t  s p e c i f i c a l l y .  I t r i e d  several  
t imes, b u t  w i t h  no success. 

ABE It was d i f f i c u l t  f o r  t h e  t u t o r  t o  he lp  me w i t h  a problem I was 
having over t h e  phone. The t u t o r  c o u l d n ' t  g i v e  me any advice over 
t h e  phone because she c o u l d n ' t  see what I was doing (drawing 
i soba rs  on a weather map). I found t h i s  d iscouraging.  Even tua l l y  
I worked i t  o u t  myse l f .  

Tu tor  I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  I nc iden ts :  

U I spend t i m e  answering s tuden ts '  quest ions.  I go through t h e  t e x t  
l i n e  by l i n e  and make sure I understand where they  a re  g e t t i n g  
t h e i r  quest ions from. 

CTV I advise students ' t o  always be prepared f o r  t h e  te lephone 
conversat ion,  i . e .  d o n ' t  phone from a pay phone when your  notes are  
a t  home! Make sure you have your  books i n  f r o n t  o f  you- - I  c a n ' t  
he lp  you very  much unless we can both  see what we ' re  t a l k i n g  about. 



I a l s o  suggest t o  s tudents t h a t  they  w r i t e  a  l i s t  o f  t h e  quest ions  
they  want t o  ask me. Th is  helps them t o  focus. 

ABE I f  students are  having problems w i t h  a  s p e c i f i c  p o r t i o n  o f  t h i s  
course, I r e f e r  them t o  a  l i b r a r y  book. 

.Tutor I n t e n v i  ews - Hi nde r i  ng C r i t i c a l  I nc iden ts :  

U Some students expect t o  l e a r n  t h e  sub jec t ,  t o  a  l a r g e  ex ten t ,  f r om 
t h e  telephone i n t e r a c t i o n  w i t h  t h e  t u t o r .  I make i t  c l e a r  t o  
s tudents t h a t  I ' m  n o t  going t o  be teach ing  t h e  sub jec t ,  b u t  I am 
here t o  deal w i t h  any s p e c i f i c  d i f f i c u l t i e s .  There are  some 
students t h a t  p e r s i s t ,  b u t  I t ry  and g e n t l y  c u t  o f f  t h e  
conversat ions.  

CTV A s tudent  complained t h a t  I was very  n i c e  t o  her  on t h e  phone and 
gave her l o t s  of advice but,  when she g o t  her  assignments back, she 
thought  I ' d  marked them very  hard. Th is  s tudent  used t o  c a l l  me 
f r e q u e n t l y  t o  d iscuss t h e  assignment she was working on. I f e l t  
she was want ing me t o  g i v e  her in fo rmat ion  t h a t  o ther  s tudents 
weren ' t  g e t t i n g  and t o  g i v e  her t h e  answers t o  assignments. I 
d i d n ' t  do t h i s  as i t ' s  u n f a i r  t o  those students who plough through 
t h e  work on t h e i r  own and do t h e  bes t  they  can on t h e  assignment. I 
answered her  quest ions, b u t  I d i d n ' t  g i v e  her  t h e  answers t o  t h e  
assignments and I d i d n ' t  d i r e c t  her t o  o the r  areas o f  t h e  

.assignments where she should perhaps have been focussing.  She 
expected t o  g e t  100% f o r  every assignment. 

Student Quest ionna i res  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U My t u t o r  has answered my quest ions t o  my s a t i s f a c t i o n  and as f a r  as 
she was ab le  w i t h o u t  t e l l i n g  me how t o  w r i t e  t h e  essay. 

CTV My t u t o r  has a  very  c l e a r  way o f  e x p l a i n i n g  any quest ions I ' v e  
asked him about t h e  course. 

ABE Exp la ins  quest ions very  we1 1. 

Student Quest i  onnai r e s  - Hi nde r i  ng C r i t i c a l  I n c i  dent : 

U When I phoned t o  ask my t u t o r  a  quest ion  a t  t h e  beginning o f  t h e  
course, he answered my very  s p e c i f i c  quest ions w i t h  general ized,  
vague answers. 



Table 24 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Tu to rs '  Responses t o  Quest ions Concerning Course Content 

Dur ing Telephone Conversat ions 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 
F H  F H  F H  F H  F + H  

-- - -  

University 1 1  2 1 2  1  5 3  8 

CTV 2  1 2  1  4  0  8 2  10 

ABE 

Data Source 
Total s 9 5  5 2 7 1  21' 8 29 

Data Source 
Totals F + H  14 7 

T r i  anaul a t i  on Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by a1 1  t h r e e  

data  sources. The s i x  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  repo r ted  by s tudents  

r e f e r  t o  occasions when students f e l t  t h a t  t u t o r s  answered quest ions 

inadequate ly  o r  unsa t i  s f a c t o r i  l y .  The two h i n d e r i n g  c . r i  t i c a l  i n c i d e n t s  

r e p o r t e d  by t u t o r s  r e f e r  t o  occasions when t h e  t u t o r s  f e l t  t h e  students 

were wanting t o o  much help.  



D i  scussi  on 

Answering s tudents  ' quest ions on t h e  te lephone i s obv ious l y  an 

impor tan t  f unc t i on  o f . t h e  t u t o r  and one t h a t  i s  apprec ia ted  by students.  

Several o f  t h e  c r i t i c a l  i n c i d e n t s  r e p o r t e d  suggest t h a t  i t  i s  impor tan t  

f o r  t u t o r s  t o  d i g n i f y  a l l  quest ions asked by students, even i f  they  do 

n o t  perce ive  t h e  need f o r  s tudents  t o  know t h e  i n fo rma t ion  requested. 

However, i t  i s  apparent t h a t  t h e r e  are  some students who, f rom t h e  

t u t o r ' s  perspect ive,  a re  t o o  demanding and expect more f rom t h e  t u t o r  

than he/she i s  prepared t o  g ive .  

~ s t a b l i s h i n ~  good r e l a t i o n s h i p s  w i t h  s tudents du r ing  i n i t i a l  

telephone c a l l  s  and becoming know1 edgabl e about s tudents ' needs and 

l e a r n i n g  s t y l e s  would pro.bably he lp  t u t o r s  t o  know whether s tudents are  

l i k e l y  t o  b e n e f i t  f rom a s imple s t r a i g h t f o r w a r d  answer o r  whether a 

d e t a i  1  ed expl a n a t i  on woul d be more appropr i  a te.  

16. Depth o f  Telephone Di scussi ons Concerning Course Content 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  telephone conversat ions 

du r ing  which t u t o r s  and students p a r t i c i p a t e d  i n  in -depth  d iscussions.  

The c r i t i c a l  i n c i d e n t s  are  concerned w i t h  two-way communication. The 

r e l a t i o n s h i p s  between students and t u t o r s  descr ibed i n  t h i s  category 

tended t o  be t h a t  of peers work ing together .  



~ x c e r k t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U I phoned my t u t o r  and had my books i n  f r o n t  of me and t h e  
assignment quest ions.  I asked my t u t o r  "On t h i s  quest ion,  what i s  
t h i s ,  and what i s  t h a t "  and "How come t h i s  i s  t h e  answer, and what 
i s  t h e  t r u t h . "  I l i k e  t o  be ab le  t o  have t h e  same d ia logue t h a t  I 
would have w i t h  a classroom i n s t r u c t o r .  Th i s  was h e l p f u l .  

U One o f  t h e  course requi rements was t h a t  a f t e r  you had submit ted t h e  
assignment, you had t o  telephone t h e  t u t o r  who would s e l e c t  one of 
t h e  quest ions and you would have a d ia logue about it. Th is  was 
very  h e l p f u l  i n  t h e  l e a r n i n g  process. It was very  en l i gh ten ing .  
The d iscuss ion  formed p a r t  o f  t h e  mark. 

CTV I was going down t h e  wrong road i n  my f i g u r i n g  and t h e  t u t o r  
s t ra igh tened  me out .  We t a l k e d  back and f o r t h  and he saw where I 
was i n  t h e  dark and he po in ted  ou t  a few t h i n g s  t o  me. 

/-- 

Student I n te rv iews  - Hinder ing  C r i t i c a l  I n c i d e n t :  

U I phoned my t u t o r  and asked him some quest ions. A f t e r  we had 
t a l k e d  f o r  5-8 minutes, he would say, "Well, i t  sounds t o  me l i k e  
you know t h i s  w e l l  enough, and t h e r e  are  o ther  people t r y i n g  t o  
c a l l  me." I f e l t  I d i d n ' t  have a handle on t h e  sub jec t  and wanted 
t o  d iscuss i t  i n  more depth, b u t  he was r e a l l y  l i m i t i n g  i n  h i s  
t ime.  I f e l t  I would have done b e t t e r  if I cou ld  have had more 
d iscussions w i t h  t h e  t u t o r .  

Tu tor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U Many telephone c a l l  s  merely  i n v o l v e  " k i t chen  work" (answering 
quest ions about mundane mat te rs  t h a t  are necessary bu t  no t  very  
i n s p i r i n g )  . Some te lephone conversat ions go beyond t h i  s. Some 
students f e e l  comfortable t a l k i n g  t o  me i n  depth, beyond t h e  
pe r func to ry  l e v e l ,  and become invo l ved  i n  a d iscussion.  ~t can 
become 1 i ke a t e n n i s  match--back and for th--and i s  g rea t  fun. The 
student  w i l l  sound e n t h u s i a s t i c .  I come off t h e  phone f e e l i n g  
g rea t .  Students have w r i t t e n  t o  say t h i s  has been very  he lp fu l .  

U Students who i n i t i a t e  telephone c a l l s  and spend t ime d iscussing t h e  
course on t h e  phone tend  t o  be t h e  ones who are most rewarded. 
Students r e a l l y  apprec ia te  d iscuss ing  t h e  course on t h e  phone as i t  
enables them t o  ge t  more ou t  of t h e  course. 

CTV Most o f  t h e  students i n  t h i s  course are  young mothers wanting t o  
en te r  t h e  workforce o r  women w i t h  grown-up fam i l i es  wanting t o  
re -en te r  t h e  workforce. The f i n a l  assignment i s  a j ob  search and 
students have t o  w r i t e  a l e t t e r  of app l i ca t i on ,  prepare a resum@, 
and a t tend  f i v e  i n te rv iews .  Many students are unsure o f  themselves 
and d o n ' t  know how t o  boost themselves so t h a t  they sound as though 
they  are  good candidates fo r  jobs. They phone me and discuss t h e i r  
s i t u a t i o n .  I he lp  them t o  d iscover  var ious th ings  i n  t h e i r  
personal l i v e s  t h a t  employers may t h i n k  are v a l i d  experiences 
(be ing  a Brownie 1 eader, doing vo lun teer  work, being invo lved i n  
t h e i r  c h i l d r e n ' s  school, s e l l i n g  Avon products, e t c .  ) I have 



he1 ped many students t o  g a i n  confidence i n  themselves by t a l k i n g  t o  
them on t h e  phone. 

ABE Students w i l l  o f t e n  say t h a t  they  enjoyed t h e  d i c t i o n a r y  work i n  
t h e  course o r  found i t  i n t e r e s t i n g .  I of ten  r e a c t  
e n t h u s i a s t i c a l l y ,  as I l o v e  t h e  d i c t i o n a r y .  I agree w i t h  t h e  
student  and say t h a t  I t h i n k  i t ' s  g rea t  f u n  t o  l ook  up words and 
f i n d  ou t  where they  o r i g ina ted ,  e t c .  Th is  r e s u l t s  i n  an 
e n t h u s i a s t i c  in terchange.  

Student Quest ionna i res  - Faci  1  i t a t i  ng C r i t i c a l  I n c i d e n t :  

U Her w i l l i n g n e s s  t o  d iscuss ideas on t h e  phone when I c a l l e d  was 
he1 p f  u l  and encouraging. 

Table 25 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Depth o f  Telephone Discussions Concerning Course Content 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 

F H F H F H F H F + H  

University 4 1  4 0  2 0  10 1  11 

CTV 1  0 1  0  0  0  2 0  2  

ABE 0 0  2  0 0  0  2 0  2  -- - - 
Data Source 
Total s 5 1  7 0 2  0  14 1  15 

Data Source 
Totals F + H 6 7 



T r i a n g u l a t i o n  Dec is ion  

Convergent: S i m i  1  a r  C r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

data  sources. The one h inde r ing  c r i t i c a l  i n c i d e n t  r e l a t e s  t o  an 

occasion when t h e  s tudent  was d i s s a t i s f i e d  because she wanted t o  spend 

more t ime  d iscuss ing  t h e  sub jec t  mat te r  w i t h  t h e  t u t o r .  

Discussion 

In-depth d iscuss ions  can obv ious ly  be o f  g rea t  ass is tance t o  

s tudents and can o f t e n  be s t i m u l a t i n g  and en joyab le  t o  t u t o r s  as w e l l .  

It appears t h a t ,  by p a r t i c i p a t i n g  i n  in -depth  d iscussions,  s tudents and 

t u t o r s  can form r e l a t i v e l y  deep r e l a t i o n s h i p s .  - Problems can a r i s e  

because o f  t ime-pressures. A s tudent  who phones du r ing  o f f i c e  hours 

want ing t o  have a  l eng thy  d iscuss ion  may be p reven t i ng  o the r  s tudents 

f rom reaching t h e i r  t u t o r .  I n  t h i s  case, i t  may be poss ib le  fo r  t u t o r s  

t o  arrange t o  c a l l  t h e  s tudent  back a f t e r  o f f i c e  hours. 

17. Tutors' Persistence in Ensuring Students' Understanding of Course 

Content Duri ng Telephone Conversati ons 

This category descr ibes c r i t i c a l  i n c i d e n t s  where t u t o r s  expended 

cons iderab le  e f f o r t  i n  ensur ing t h a t  s tudents understood the  sub jec t  

mat te r  du r ing  te lephone conversat ions.  



Excerpts  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1  i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U My t u t o r  was p a t i e n t  and p e r s i s t e n t  on t h e  telephone. When I 
tended t o  g i v e  up she p e r s i s t e d  u n t i l  I understood. 

CTV The t u t o r  was ve ry  p a t i e n t  when I had d i f f i c u l t y  seeing a  s p e c i f i c  
p o i n t  t h a t  t u r n e d  o u t  t o  be v e r y  s imple.  He d i d n ' t  g e t  f r u s t r a t e d .  
He s a i d  i t  was a  s imp le  d e t a i l  and I j u s t  wasn ' t  seeing it. He 
walked me through i t  u n t i  1  I understood it. I remember t h i n k i n g ,  
a f t e r  t h e  course, t h a t  he was very  good about t h a t .  

ABE When d i scuss ing  a  problem w i t h  my t u t o r  on t h e  phone, we would bo th  
have our books open a t  t h e  same page. She would work through t h e  
problem u n t i l  I had grasped it. 

ABE On t h e  phone, t h e  t u t o r  was very  thorough and made sure  I 
understood a  p a r t i c u l a r  i dea  o r  method. I d o n ' t  want t o  sound 
s t u p i d  over  t h e  phone so I ' m  i n c l i n e d  t o  agree t o  t h i n g s  even i f  I 
d o n ' t  understand them. I f e e l  t e r r i b l e  a d m i t t i n g  t h a t  t h e r e ' s  
something I j u s t  d o n ' t  understand a f t e r  we've been through i t. My 
t u t o r  i s  v e r y  thorough and makes sure  I do understand i t. 

Student I n t e r v i e w s  - H inder ing  C r i t i c a l  I n c i d e n t :  

U When d i scuss ing  d i f f i c u l t i e s  I was having w i t h  t h e  t e x t  book, my 
t u t o r  l e f t  me f e e l i n g  t h a t  i t  was my own f a u l t  f o r  n o t  
understanding it. I d i d n ' t  know how t o  change my t h i n k i n g  so t h a t  
I would understand i t  . 

Tu to r  I n t e r v i e w s  - Faci  1  i t a t i n g  C r i t i c a l  I n c i d e n t s :  

ABE I t r y  t o  be v e r y  p a t i e n t  w i t h  s tudents.  A s tudent  kep t  phoning t o  
check w i t h  me t h a t  she understood what she was reading.  She would 
t e l l  me e v e r y t h i n g  she had learned.  It was h e l p f u l  t o  her bu t  
b o r i n g  t o  me. 

ABE If s tudents  d o n ' t  grasp a  very  impor tan t  aspect o f  t h e  course f rom 
t h e  course m a t e r i a l s ,  then  I make a  p o i n t  o f  te lephon ing  them t o  
e x p l a i n  t h e  formula.  They o f t e n  comment l a t e r  "Now I can see how 
i t  i s  done. I j u s t  never r e a l i z e d  how t o  do it." I see t h e  
r e s u l t s  o f  t h i s  phone c a l l  i n  t h e i r  nex t  assignment. 

Student Ques t i onna i res  - Faci  1  i t a t i n g  C r i t i c a l  I n c i d e n t s  

CTV My t u t o r  was ab le  t o  p rov ide  pa t ience i n  e x p l a i n i n g  on t h e  phone 
t h e  steps necessary t o  c o r r e c t  and understand t h e  assignments. 

ABE My t u t o r  shows a  g r e a t  deal o f  pat ience.  She i s  w i l l i n g  t o  e x p l a i n  
t h i n g s  end1 ess l y .  



Table 26 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Tu to rs '  Pers is tence i n  Ensur ing Students '  Understanding 

. o f  Course Content Dur ing Telephone Conversat ions 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 

F H F H F H F H F + H  
- - --- 

University 1 1 0 0 0 0 1 1  2 

CTV 2 0 0 0 1 0 3 0  3 

ABE 

Data Source 
Total s 8 1 2 0 3 0 13 1 14 

Data Source 
Totals F + H 9 

T r i  anaul a t i o n  Dec is ion  

Convergent: S i m i  1 a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by a1 1 t h r e e  

data  sources. The one h i n d e r i n g  c r i t i c a l  i n c i d e n t  r e l a t e s  t o  a s tudent  

being d i s s a t i s f i e d  because t h e  t u t o r  d i d n ' t  make sure he understood t h e  

t e x t  mater i  a1 . 

Discussion 

Students apparent ly  a re  app rec ia t i ve  of t h e i r  t u t o r s  ' e f f o r t s  t o  

ensure t h a t  they  understand t h e  course content .  Tutors may need t o  use 



quest ionning techniques t o  enable them t o  r e a l i z e  when students a re  n o t  

grasping t h e  i n f o r m a t i o n  be ing  g iven t o  them. Again, t u t o r s  who have 

es tab l i shed  a good r a p p o r t  w i t h  t h e i r  s tudents are  more l i k e l y  t o  be 

pe rcep t i ve  t o  s tudents ' communication behaviours ( f o r  example, a 

h e s i t a t i o n )  t h a t  may i n d i c a t e  a l a c k  of understanding. 

18. Telephone Conversations Concerning Study Skills 

As w e l l  as p r o v i d i n g  feedback on assignments and p r o v i d i n g  

assis tance t o  s tudents on course r e l a t e d  mat ters,  t u t o r s  can p l a y  a 

major r o l e  i n  h e l p i n g  students t o  e s t a b l i s h  e f f e c t i v e  study techniques 

and schedules. - 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e l a t e  t o  suggest ions t h e  t u t o r s  

made t o  s tudents on study s k i l l s  and techniques, and on ways t o  approach 

t h e  course as a whole. Inc luded are  c r i t i c a l  i n c i d e n t s  r e l a t i n g  t o  

o p p o r t u n i t i e s  prov ided t o  s tudents f o r  peer - learn ing .  

E x c e r ~ t s  f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

CTV The t u t o r  helped me t o  focus on impor tan t  aspects of t h e  course. He 
phoned p e r i o d i c a l l y  and gave me p o i n t e r s  on which p a r t s  o f  t h e  
course were d i f f i c u l t  and which were eas ie r ;  what t o  concentrate on 
and what t o  skim b r i e f l y  through; and he gave me some f o r e s i g h t  
about what I w i l l  have t o  do as t h e  course progresses. 

CTV The t u t o r  made good suggest ions about ideas f o r  s tudy hab i ts ,  such 
as. f i n d  a q u i e t  p lace  t o  do your  studying; go i n t o  a room where 
t h e r e  i s  no-one e lse ,  s i t  down and concentrate.  I f e l t  t h a t  he 
cared. 



ABE The t u t o r  gave me some r e a l l y  good t i p s  on how t o  study, i .e .  read 
a l l  t h e  quest ions i n  t h e  assignment f i r s t ,  then when you are  
reading t h e  course m a t e r i a l s  you can p i c k  up these po in ts .  Also, 
read t h e  summary before  you answer t h e  quest ions as a l o t  of 
answers are  conta ined i n  t h e  summary. 

Tutor  In te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

CTV Many students are  very  busy and have no t ime  t o  study. I suggest 
t o  them t h a t  they  decide how much t ime they  need t o  commit t o  
s tudy ing and then look  ahead i n  t h e i r  calendar and book o f f  t h e i r  
study t ime  i n  advance. Study then becomes a p r i o r i t y  i n  t h e i r  
l i v e s .  I a lso  advise students of i nnova t i ve  study techniques t h a t  
o the r  s tudents have used. For  example, one student  was working 
f u l l - t i m e  and had f i v e  c h i l d r e n .  She wrote ou t  quest ions 
concerning t h e  most impor tant  i tems f rom t h e  course u n i t s  on index 
cards and asked her  work col leagues and f a m i l y  t o  ask her quest ions 
f rom t h e  cards du r ing  c o f f e e  breaks and a t  d inner  t ime.  Other 
students have read in fo rmat ion  f rom t h e  course m a t e r i a l s  i n t o  a 
tape recorder  which they  p l a y  whi 1 s t  they  are t r a v e l  l i n g  i n  t h e j r  
ca r  o r  working i n  t h e  k i t chen .  Another s tudent  wrote quest ions on 
p o s t - i t  notes, w i t h  t h e  answers on t h e  reverse side, which helped 
her t o  1 earn t h e  ma te r i  a1 . 

ABE A student,  who was a s i n g l e  mother, s a i d  t h a t  she d i d n ' t  have 
anyone t o  t a l k  t o  about t h e  course. I looked i n  my r e g i s t e r  and 
found t h a t  t h e r e  was another s tudent  f rom t h e  same area t a k i n g  t h e  
course. I gave t h e  second student  t h e  f i r s t  s tuden t ' s  name and 
telephone number. They teamed up and found i t  v.ery h e l p f u l  t o  
study together .  

Student Quest ionna i res  - Faci  1 i t a t i  ng C r i t i c a l  I nc iden ts :  

CTV The t u t o r  po in ted  o u t  t h a t  t h e r e  i s  a design t o  t h e  way in fo rmat ion  
i s  presented i n  t h e  course and was h e l p f u l  i n  suggest ing ways t o  
p i  npoi n t  main i deas. 

ABE The t u t o r  suggested I g i v e  mysel f  a schedule f o r  my work and a1 so 
re- read my assignment quest ions t w i c e  before  answering . He a1 so 
suggested I use a p e n c i l .  



Table 27 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Telephone Conversat ions Concerning Study S k i l l s  

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F H  F H F H  F H  F + H  

Univers i ty  0  0  0  0  0  0  0 0  0  

CTV 2 0  1  0  1  0  4 0  4  
/_. - 

ABE 1  0  1  0  1  0  3 0  3  - - 
Data Source 
Total  s 3 0  2  0  2 0  7 0  7  

Data Source 
Totals F + H  3  2 

T r i a n g u l a t i o n  Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

da ta  sources. Only f a c i  1  i t a t i  ng c r i t i c a l  i n c i d e n t s  were r e p o r t e d  i n  

t h i  s  category.  

D i  scuss i  on 

C r i t i c a l  i n c i d e n t s  i n  t h i s  ca tegory  showed t h a t  some s tudents  

apprec ia ted  t h e  he lp  t hey  rece i ved  f rom t h e i r  t u t o r s  i n  suggest ing 

e f f e c t i v e  s tudy h a b i t s .  Tu tors  cou ld  serve t h e i r  s tudents  w e l l  by 

e n q u i r i n g  about s tuden ts '  c u r r e n t  s tudy  h a b i t s  d u r i n g  i n i t i a l  te lephone 



c a l l s  and, i f  necessary, p r o v i d i n g  assis tance o r  r e f e r r i n g  them t o  an 

OLA adv isor .  It would be an app rop r ia te  t ime t o  suggest t o  s tudents 

t h a t  i f  they  do experience d i f f i c u l t i e s  w i t h  s tudy ing  du r ing  t h e  course 

t o  d iscuss i t  w i t h  t h e  t u t o r  o r  adv isor .  I f  t u t o r s  perce ive  t h a t  s tudy 

s k i l l s  may be a  problem area f o r  a  p a r t i c u l a r  student,  t h e  sub jec t  cou ld  

be discussed d u r i n g  fo l l ow-up  telephone conversat ions.  

19. Telephone Conversat ions Concerning Assignment Schedules 

Students a re  prov ided w i t h  a  schedule by t h e  OLA t h a t  se ts  ou t  a  

suggested t i m e t a b l e  f o r  submi t t i ng  assignments. C r i t i c a l  i n c i d e n t s  i n  

t h i s  category r e f e r  t o  d iscuss ions  between students and t u t o r s  about t h e  

ass i  gnment schedul es. 

Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U When I telephoned t h e  t u t o r  t o  d iscuss my course schedule, he was 
very  understanding about my s i t u a t i o n  and why I was going t o  be 
l a t e  w i t h  assignments. 

CTV The t u t o r  gave me p o i n t e r s  on my schedule f o r  submi t t i ng  
assignments. 

Student I n te rv iews  - Hinder ing  C r i t i c a l  I n c i d e n t :  

CTV The t u t o r  p u t  a  t ime  l i m i t  on assignments. It seemed t o  be 
c r i t i c a l  t o  t h i s  t u t o r ,  whereas I ' v e  found ou t  s ince  t h a t  t he  
schedule i s  f l e x i b l e .  

Tu tor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U For some courses t h e r e  are  apparent ly  very  s t r i c t  t ime tab les  f o r  
submi t t i ng  assignments. One student  sent  her assignments by 
c o u r i e r  c o s t i  ng approximate ly  $21.00, because she thought  she had 



t o  have i t  i n  by t h e  dead1 ine .  I '  phoned and t o l d  her  t h a t  i t  was 
n o t  necessary, unless she had a  l o t  o f  money t o  waste. I t r y  and 
s e t  s tudents up on a  schedule t h a t  they  f e e l  comfor tab le  w i t h .  

CTV Some students who miss an assignment date are  ready t o  g i v e  up 
u n t i l  I e x p l a i n  t o  them t h a t  these are n o t  r e a l l y  due dates b u t  
j u s t  gu ide l ines .  Once they  r e a l i z e  t h a t  t h e r e  i s  f l e x i b i l i t y  i n  
t h e  dates fo r  m a i l i n g  assignments, i t  encourages some students t o  
c a r r y  on. 

Table 28 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Telephone Conversat ions Concerning Assignment Schedules 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F - H  F H F  H F  H F + H  

University 1 0  1  0  0  0  2 0  2  

CTV 1 1  1  0  0  0  2  1  3 

ABE 0  0 0 0 0 0 0 0  0 - 
Data Source 
Total s 2 1 2 0  0  0  4 1  5 

Data Source 
Totals F  + H 

T r i  anaul a t i  on Deci s i  on 

Inconc lus ive :  S i m i  1  a r  c r i t i c a l  i n c i d e n t s  were repo r ted  by t h e  

t u t o r s  and students who were in te rv iewed,  b u t  none were rece ived f rom 

t h e  student  ques t i onna i re  da ta  source. The one h inde r ing  c r i t i c a l  

i n c i d e n t  r e f e r s  t o  a  s t u d e n t ' s  negat ive  experiences when the  t u t o r  

i n s i s t e d  on him f o l l  owing t h e  assignment schedule. 



Di scussion 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category i n d i c a t e  t h a t  s tudents 

appreci a ted  t h e  t u t o r  showing some f 1 e x i  b i  1 i ty  i n  en fo rc ing  t h e  

assignment schedule. Studies have been conducted t h a t  show t h a t  

s tudents who are  paced by i n s t i t u t i o n a l  deadl ines and schedules have 

h igher  complet ion r a t e s  (Coldeway, 1982, p. 33) .  Perhaps a d iscuss ion  

a t  t h e  beginning o f  t h e  course about t h e  i n t e n t  o f  t h e  assignment 

schedule would be he lp fu l  t o  s tudents.  Obviously t h e r e  i s  some 

misunderstanding as some students and t u t o r s  appear t o  be under t h e  

impression t h a t  t h e  schedule i s  s t r i c t l y  enforced, and o thers  b e l i e v e  

t h a t  i t  i s  ' t o  be used as a gu i  de l  i n e  only .  

20. Telephone Conversations Concerning Examinations 

C r i t i c a l  i n c i d e n t s  i n  t h i s  category r e f e r  t o  occasions when t u t o r s  

a s s i s t e d  students t o  overcome examinat ion anx ie t y  and t o  s tudy f o r  t h e  

examinat ion. A1 so i nc luded  i n  t h i s  category are c r i t i c a l  i n c i d e n t s  

r e l a t i n g  t o  occasions when t u t o r s  were h e l p f u l  and h i n d e r i n g  t o  s tudents 

i n  a d m i n i s t r a t i v e  mat te rs  connected w i t h  examinations. 

E x c e r ~ t s  f rom c r i t i c a l  i n c i d e n t s  

Student I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s  

U The t u t o r  s a i d  t h a t  if I needed t o  know, f o r  f u t u r e  course 
p lanning,  whether I had passed o r  f a i l e d  my exam she would t e l l  me 
t h i s  over t h e  phone, a l though she would n o t  be ab le  t o  t e l l  me t h e  



mark. This  was very  he lp fu l  because I needed t o  know so t h a t  I 
cou ld  r e g i s t e r  i n  o the r  courses o r  p l a n  t o  r e w r i t e  t h i s  exam. I 
appreci a ted  her  making he rse l f  avai  1 able.  

CTV The t u t o r  helped me t o  prepare f o r  t h e  exam by g i v i n g  me advice on 
how t o  prepare myse l f  psycho log ica l  Ty (en te r  room; ge t  organi  zed 
and adjusted; fee l  comfortable; t ake  time; read through exam; g e t  a 
f e e l i n g  about i t  and then proceed w i t h o u t  r u s h i n g ) .  He a l s o  
encouraged me by saying t h a t  anyone who had go t  through t h e  
assignments cou ld  u s u a l l y  do a l r i g h t  i n  t h e  exam. 

ABE Jus t  before t h e  exam, t h e  t u t o r  phoned and gave me some suggest ions 
on t h e  exam. He t o l d  me how t h e  exam was w r i t t e n  and assured me 
t h a t  I d i d n ' t  have t o  memorize every th ing .  

Student I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

U A f t e r  t h e  f i n a l  exam, I t r i e d ,  unsuccessfu l ly ,  t o  ge t  h o l d  o f  my 
t u t o r .  I wanted t o  know what I d i d  wrong i n  my exam, whether t h e r e  
are  any books I can read and t o  d iscuss t h e  course as a whole. I 
t h i n k  i t  would be a good i dea  fo r  s tudents t o  be g iven an 
oppor tun i t y  t o  t a l k  t o  t u t o r s  a f t e r  t h e  exam. 

Tutor  I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  I n c i d e n t s  

U I discuss general f ea tu res  o f  t h e  exam w i t h  students, bu t  n o t  
s p e c i f i c  content ,  and advise them o f  t h e  format  o f  t h e  examinat ion. 
Th is  helps students overcome exam anx ie ty .  A s tandard exam i s  a l s o  
i nc luded  i n  t h e  course m a t e r i a l s .  

U Dur ing t h e  i n i t i a l  telephone c a l l  I spend f i v e  minutes t a l k i n g  
about t h e  examination. I t e l l  them t h a t  t h e i r  assignment marks 
tend t o  be r a t h e r  h igh  and t h i s  has t h e  un for tunate  psycho log ica l  
e f f e c t  t h a t  t hey  t h i n k  they  know t h e  m a t e r i a l  much b e t t e r  than they  
do. I suggest t h a t  two weeks before t h e  examination, s tudents 
undertake an ex tens ive  rev iew.  Jus t  p r i o r  t o  t h e  examination, I 
spend some t ime  d i scuss ing  exam techniques w i t h  s tudents and 
expl  a i  n i  ng how t h e  exami n a t i o n  i s s t ruc tu red .  

CTV I have t o o  many students t o  phone each one before t h e  exam, b u t  I 
make a no te  o f  people who I t h i n k  need t o  be c a l l e d  and t ry  and 
phone them. I know they  are  hyped up and have exam anx ie ty .  I 
t e l l  them t h e  format  of t h e  exam and what t h e  exam s e t t i n g  w i  11 be 
l i k e .  

CTV Students have phoned me about problems t h a t  have occurred i n  t h e  
exam cent re .  For example, t h e  i n v i g i l a t o r  was smoking and i t  was 
supposed t o  be a non-smoking room. The smoke r e a l l y  bothered t h e  
student .  She d i d n ' t  fee l  she cou ld  say anyth ing t o  t h e  
i n v i g i l a t o r ,  b u t  she c a l l e d  me a f t e r  t h e  exam and I fo l l owed  i t  up. 

Tutor  I n te rv iews  - H inder ing  C r i t i c a l  I n c i d e n t :  

CTV Some students complete t h e  l a s t  assignment and I assume they  are  
going t o  take  t h e  exam, b u t  t hey  d o n ' t .  Perhaps if I had phoned, 
i t  would have g i ven  them t h e  boost they  needed. 



Student Quest ionna i res  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

ABE The t u t o r  helped me study f o r  t h e  exam by suggest ing what p a r t s  I 
should study. 

Student Quest ionna i res  - Hinder ing  C r i t i c a l  I nc iden ts :  

U Not enough p repa ra t i on  f o r  f i n a l  exam. What we d i d  i n  assignments 
and what was asked i n  t h e  exam were two d i f f e r e n t  t h i n g s .  Need t o  
have r e f r e s h e r  and rev iew conversa t ion  be fore  exam. 

Table 29 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Telephone Conversat ions Concerning Examinations 

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F H F  H F  H F  H F + H  

University 1  1  2 0 0 1 3 2  5 .. 
CTV 3  0 4 1  1  0 8 1  9 

ABE 

Data Source 
Totals 5 1  6 1  3  1  14 3  17 

Data Source 
Totals F  + H 6 7 4  = 17 

T r i a n g u l a t i o n  Dec is ion  

Convergent: S i  m i  1  a r  c r i t i c a l  i n c i  dents were repo r ted  by a1 1  th ree  

data  sources. Two o f  t h e  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  r e f e r r e d  t o  t h e  

t u t o r  no t  phoning p r i o r  t o  t h e  exam, and one r e f e r r e d  t o  t h e  student  

w ish ing  t o  d iscuss t h e  exam a f t e r  t h e  f a c t  b u t  was unable t o  reach t h e  

t u t o r .  



Di scussion 

C r i t i c a l  i n c i d e n t s  i n  t h i s  ca tegory  showed t h a t  i t  was h e l p f u l  t o  

s tudents t o  d iscuss t h e  examinat ion w i t h  t h e i r  t u t o r s ,  n o t  o n l y  t o  l e a r n  

something about t h e  format  o f  t h e  examinat ion and what t o  expect, b u t  

a l s o  t o  r e l i e v e  some o f  t h e  examinat ion anx ie t y  t h a t  i s  o f t e n  

experienced. Again, t h e  i n i t i a l  telephone c a l l  i s  an i d e a l  t ime  t o  f i n d  

o u t  which students are  l i k e l y  t o  be apprehensive about t h e  examination, 

and t o  make a no te  o f  those students t h a t  would probably b e n e f i t  f rom a 

telephone c a l l  j u s t  p r i o r  t o  t h e  examination. Obviously a 

pre-examinat ion c a l l  t o  a1 1 students i s  t h e  i d e a l  p r a c t i c e ,  and one t h a t  

i s encouraged by OLA ( l988c, p. 19) .  

21. Tutors Offer Encouragement to Students to Continue Course 

I n  t h i s  ca tegory  c r i t i c a l  i n c i d e n t s  r e f e r  t o  occasions when t u t o r s  

made an e f f o r t  t o  encourage students t o  cont inue t h e i r  course. I n  some 

cases, t u t o r s  encouraged students t o  request  an ex tens ion  o r  t o  re -en ro l  

i n  t h e  course. OLA courses are  designed t o  be taken over a f o u r  month 

per iod ,  a l though students have t h e  o p t i o n  o f  t a k i n g  an a d d i t i o n a l  two 

months t o  complete t h e  course. If students have been unable t o  work on 

t h e  course f o r  more than s i x  weeks, because o f  a lengthy  i l l n e s s  o r  

o the r  ex tenuat ing  circumstances, they  can apply t o  an OLA adv isor  f o r  an 

extension.  



Excerpts f rom C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1  i t a t i n g  C r i t i c a l ,  I n c i d e n t s :  

U I was having d i f f i c u l t y  w i t h  t h e  course which was very  tough. My 
t u t o r  phoned and encouraged me by t e l l i n g  me t h a t  I had some very  
good ideas, i t  was a tough course and I was doing very  we1 1. She 
mot iva ted  me t o  keep going. 

CTV Mhen I was f e e l i n g  discouraged, t h e  t u t o r  gave me ambi t ion  t o  
cont inue t h e  course by t e l l i n g  me how good I was and he compared my 
marks w i t h  those o f  o the r  s tudents.  

ABE The t u t o r  phoned and was very  cheer fu l  and encouraging. She 
assured me t h a t  I would f i n i s h  t h e  course, and encouraged me t o  
keep up what I was doing. 

Tu tor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I nc iden ts :  

U I had a  good s tudent  who wrote me a  no te  t o  say t h a t  she had 
withdrawn f rom t h e  course. She l i v e d  on a  farm and had several  
c h i l d r e n .  I phoned her  and asked if i t  was abso lu te l y  necessary 
f o r  her t o  withdraw as she was doing so w e l l .  She exp la ined t h a t  
she f e l t  her  s tud ies  were imposing on her  home r e s p o n s i b i l i t i e s .  I 
made some suggest ions on how she cou ld  reorgan ize  her  t i m e t a b l e  so 
t h a t  she cou ld  take  some t ime  when she was f r e s h  t o  devote t o  
s tudying,  and s t i l l  accomplish her  chores. She fo l l owed  my 
suggest ions and completed t h e  course. She was r e a l l y  helped by 
t a l k i n g  t o  someone f rom ou ts ide  t h e  f a m i l y  who cou ld  be o b j e c t i v e .  

CTV A student  phoned and was devastated by a  personal experience. I 
r e f e r r e d  her  t o  p r o f e s s i o n a l s  f o r  he lp  and advised her  t o  p u t  her  
books away i n  a  c l o s e t .  I sgggested she make a  no te  on t h e  
calendar f o r  two months t ime  t o  remind h e r s e l f  and then i f  she f e l t  
up t o  i t  she cou ld  cont inue t h e  course then. She g o t  an ex tens ion  
and completed t h e  course. She s a i d  i t  was t h e  bes t  advice she 
cou ld  have been g iven.  I t r y  and p u t  myself i n  t h e  s tuden t ' s  p lace  
and consider  what 's  bes t  f o r  them. 

ABE Many students are  t a k i n g  OLA courses f o r  t h e  f i r s t  t ime. I 
encourage them t o  keep on work ing a t  t h e i r  course. There may be 
i l l n e s s  i n  t h e  f a m i l y  o r  work problems. I t ry  t o  be empathet ic.  I 
he lp  them keep t h e  course i n  pe rspec t i ve  by recogn iz ing  t h a t  i t  i s  
o n l y  p a r t  of t h e i r  o ther  o b l i g a t i o n s .  I t ry  t o  he lp  them w i t h  
s tudy s t r a t e g i e s  so t h a t  they  can cont inue t h e i r  course. 

ABE A number o f  e l d e r l y  people are  t a k i n g  courses j u s t  t o  keep 
themselves s t imu la ted .  They show up as incomplete on t h e  records  
because they  d o n ' t  w r i t e  t h e  exams. They o f ten  have h e a l t h  
problems t h a t  slow them down. I encourage them t o  cont inue the  
course and t o  r e - r e g i s t e r .  



Student Quest ionna i res  - Fac i  1 i t a t i  ng C r i t i c a l  I n c i d e n t s :  

CTV When I seem about t o  g i v e  up she i s  very  encouraging and helps me 
t o  ge t  on t h e  r i g h t  t r a c k  again. 

ABE My t u t o r  always encouraged me t o  cont inue and gave me h e l p f u l  ideas 
when I was stuck.  

Table 30 

Frequency o f  C r i t i c a l  I n c i d e n t s  - 
Tutors O f f e r  Encouragement t o  Students t o  Continue Course 

Student Tutor Student 
Interviews Interviews Questionnaires Group Total s 
F H F  H F H F  H F + H  

University 2 0 3 0 2 0  7 0  7  

CTV 

ABE 

Data Source 
Total s 3 0 7  0 - 5 0  15 0  15 

Data Source 
Totals F  + H 3 7 

T r i  anaul a t i o n  Dec is ion  

Convergent: Simi 1  a r  c r i t i c a l  i n c i d e n t s  were r e p o r t e d  by a1 1  t h r e e  

data  sources. Only f a c i  1  i t a t i n g  c r i t i c a l  i n c i d e n t s  were repor ted .  



Discuss ion  

The importance of t h e  t u t o r  suppo r t i ng  and s t rengthen ing  s tuden ts '  

m o t i v a t i o n  t o  complete t h e i r  courses (Baath & Wangdahl, 1976) i s  

s t r o n g l y  r e f l e c t e d  i n  t h i s  category.  C r i t i c a l  i n c i d e n t s  suggest t h a t  

t h e r e  were occasions when s tudents  neg lec ted  t h e i r  course and 

apprec ia ted  be ing  encouraged t o  r e t u r n  t o  t h e i r  s tud ies .  Obviously,  i f  

t h e r e  a re  ex te rna l  f a c t o r s  invo lved ,  such as a change i n  t h e  t ime  

s tudents  have a v a i l a b l e  f o r  s tudy  because o f  f a m i l y  o r  work 

circumstances, t h e r e  i s  u s u a l l y  ve ry  l i t t l e  t h a t  t u t o r s  can do. I n  t h e  

case o f  ex tenuat ing  circumstances, such as sickness, t u t o r s  can 

encourage s tudents  t o  app l y  f o r  an extension,  an o p t i o n  t h a t  s tudents 

may n o t  have r e a l i z e d  was a poss i  b i  1  i t y ,  o r  may have over looked due t o  

o the r  pressures. S e n s i t i v e  t u t o r s ,  who have e s t a b l i s h e d  a good r a p p o r t  

w i t h  t h e  students, a re  i n  a b e t t e r  p o s i t i o n  t o  be ab le  t o  p rov ide  

app rop r i a te  suppor t  and encouragement t o  s tudents  o r  t o  r e a l i z e  t h a t  

t h e r e  i s  no th ing  t h a t  can be done t o  encourage them t o  con t i nue  t h e  

course i n  t h i s  session. 

22. Telephone Conversations Concerning Non-Course-Related Matters 

C r i t i c a l  i n c i d e n t s  i n  t h i s  ca tegory  r e f e r  t o  te lephone conversa t ions  

between students and t u t o r s  where they  discussed ma t te rs  t h a t  d i d  n o t  

r e l a t e  t o  t h e  course. The t o p i c s  o f  conversa t ions  i nc luded  s t u d e n t ' s  

personal we1 f are, concerns, problems, career  goal s, and every-day 

mat te rs .  



Excerpts from C r i t i c a l  I n c i d e n t s  

Student I n te rv iews  - Faci  1 i t a t i n g  C r i t i c a l  I n c i d e n t s :  

CTV The t u t o r  cha t ted  about non-course-re lated mat ters,  i . e .  personal 
mat ters,  f u t u r e  career  goals, books I had read, e t c .  Th is  i s  very  
encouraging as i t  makes t u t o r s  human. 

ABE The t u t o r  took  a persona1 i n t e r e s t  i n  me. She would ask me on t h e  
phone how t h i n g s  were going and what p lans I had f o r  t h e  weekend, 
e t c .  She d i d n ' t  overdo it, b u t  j u s t  showed some i n t e r e s t  i n  me as 
a student .  

Tu tor  I n te rv iews  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t s :  

U Although t a l k i n g  about personal mat te rs  has t o  be minimized f o r  
f i n a n c i a l  reasons, a b r i e f  mention takes o n l y  seconds and makes t h e  
r e l a t i o n s h i p  more human. One student  had a s e r i e s  o f  major medical 
problems and took  10 months t o  complete t h e  course. I would take  
t h e  t ime  t o  mention t h e  problems. It i s  t h e  human s i d e  o f  i t - - o n  
t h e  te lephone-- that  i s  t h e  most impor tan t  one. 

U I o f t e n  d iscuss personal mat te rs  w i t h  s tudents.  A l l  o f  us have 
problems f rom t ime  t o  t ime  which impose on eve ry th ing  e l s e  we 
do-- to our de t r iment .  Tu tors  offer,  . i n  ef fect ,  a  form o f  re lease  
when they  l i s t e n  t o  what i s  t r o u b l i n g  students and impeding t h e i r  
progress. Too many t h i n g s  come up unexpectedly, and i t  becomes t o o  
much f o r  some s tudents  and they  need t o  unload. I l i s t e n  t o  
s tudents.  

CTV Sometimes I need t o  be a counse l l o r .  One student  phoned t o  say she 
hadn ' t  go t  her  examinat ion a p p l i c a t i o n  i n  on t ime.  I asked her i f  
t h e r e  was a problem and she t o l d  me about a personal c r i s i s .  She 
was very upset and I t a l k e d  t o  her  f o r  q u i t e  a wh i le .  I ' m  n o t  
t r a i n e d  t o  deal w i t h  t h i n g s  l i k e  t h a t  b u t  I can imagine how I would 
have f e l t  i f  I ' d  been her.  

ABE It i s  poss ib le  t h a t ,  because I l i s t e n  t o  s tudents who want t o  t a l k  
about t h e i r  personal problems they  may fee l  t h a t  I am t h e i r  mentor, 
which may be a f a c t o r  i n  m o t i v a t i n g  them t o  cont inue t h e i r  course. 
I t h i n k  i t  helps. I f e e l  I have a "mother image" and many students 
are  young mothers who l i k e  t o  d iscuss t h e i r  f a m i l y  problems. I 
d o n ' t  g i v e  advice, b u t  I do l i s t e n .  I sometimes recommend t h a t  
t hey  phone an adv isor .  

ABE Many ABE students need s o c i a l  contac t .  Many o f  them are  l i v i n g  on 
t h e i r  own and a re  l one l y - - they  are  perhaps women on we l fa re  w i t h  
c h i l d r e n  a t  home o r  men ou t  of work. One student  s a i d  t h a t  I was 
t h e  o n l y  i n t e l l i g e n t  person she cou ld  t a l k  t o .  General ly,  I make a 
p o i n t  o f  f i n d i n g  ou t  what t h e  s t u d e n t ' s  f am i l y  commitments a re  and 
what t h e i r  goals are. Th i s  i s  an impor tan t  aspect o f  t h e  
re1  a t i o n s h i  p. 

ABE One student  was i n  h i s  e a r l y  20 ' s  and wasn ' t  sure what he wanted t o  
do o r  what d i r e c t i o n  he wanted t o  take  i n  h i s  s tud ies .  I was very  
p a t i e n t  and l i s t e n e d  t o  him. I asked him some quest ions and made 
him t h i n k  about h imsel f .  He had no f a m i l y  and o n l y  peers t o  t a l k  



t o .  We t a l k e d  a number of t imes. He e v e n t u a l l y  decided t o  en ro l  
a t  BCIT. He t o l d  me I ' d  been r e a l l y  h e l p f u l  as I had made him 
t h i n k ,  and t h a t  he f e l t  much more p o s i t i v e  about h imse l f .  I f e l t  
t h e  t ime  I spent t a l k i n g  t o  him was w ~ r t h  i t . 

Tutor  I n te rv iews  - H inder ing  C r i t i c a l  I nc iden ts :  

U Some students are  s imply l o n e l y  a t  home and want t o  t a l k  t o  
someone. I c e r t a i n l y  cannot j u s t i f y  f i n a n c i a l l y  t h e  t ime  t o  spend 
t a l k i n g  t o  them. That being t h e  case, I t r y  t o  c u t  t h e  c a l l  f a i r l y  
q u i c k l y  i f  I p o s s i b l y  can. I t r y  t o  be as g e n t l e  as poss ib le ,  b u t  
i t  has t o  be done. On two occasions, I never had any more 
assignments from t h e  students.  One o ther  s tudent  stopped c h a t t i n g  
b u t  she cont inued t o  c a l l  very  r e g u l a r l y  t o  ask quest ions which I 
t h i n k  she cou ld  have f i g u r e d  ou t  h e r s e l f .  

CTV I have had students phone t w i c e  a week j u s t  t o  chat .  I discourage 
them f rom doing i t. I t e l l  s tudents t h a t  I ' m  n o t  a t r a i n e d  
counse l l o r  and t h a t  t h e r e  a re  students who need t o  t a l k  t o  me about 
t h e  course m a t e r i a l .  I r e f e r  them t o  OLA adv isors  o r  o ther  
p ro fess iona l  s. 

ABE Students can sometimes take  advantage o f  a sympathet ic ear.  
Occas iona l ly  t h e r e  a re  students who r e a l l y  l i k e  t o  t a l k  a t  l e n g t h  
(40-50 minutes) .  I d o n ' t  want t o  discourage them as o f t e n  t h e  
t u t o r  i s  t h e  o n l y  person they  can t a l k  t o .  There have been one o r  
twcz s tudents who I have r e a l l y  had problems w i t h .  I t e l l  them I 
have o ther  commitments. 

Student Quest ionna i res  - F a c i l i t a t i n g  C r i t i c a l  I n c i d e n t :  

ABE My t u t o r  i s  n o t  o n l y  h e l p f u l  i n  my course b u t  a l so  i n  o the r  areas 
of conversat ion.  



Table 31 

Frequency of C r i t i c a l  I n c i d e n t s  - 
Telephone Conversat ions Concerning Non-Course-re1 a ted  Mat te rs  

Student Tutor Student 
Interviews Interviews Questionnaires Group Totals 

F H F H  F H F H F + H  

University 0 0 2 1 0 0 2 1 3  

CTV 1 0 2  2  0 0 3 2  5 

ABE 

Data Source 
Total s 2 0 9 4 1  0 12 4 16 

Data Source 
Totals F + H  2 13.  1  = 16 

T r i a n q u l a t i o n  Dec is ion  

Divergent :  C r i t i c a l  i n c i d e n t s  were repo r ted  by a l l  t h r e e  data  

sources, b u t  a  f a r  g rea te r  number were rece ived from t h e  t u t o r  da ta  

source. A l l  h i n d e r i n g  c r i t i c a l  i n c i d e n t s  were repo r ted  by t u t o r s  and 

descr ibed t h e  d i f f i c u l t i e s  experienced-when students wanted t o  spend t o o  

much t ime  d iscuss ing  non-course-re1 a ted  mat ters--or  s imply wanted t o  

chat .  



Discussion 

Tutors  appear t o  perce ive  t h a t  being ab le  t o  d iscuss non- 

course- re la ted  ma t te rs  f a c i l i t a t e s  t h e  progress o f  some OLA students i n  

ach iev ing  t h e i r  personal course goals.  Tutors recognize t h e  importance 

o f  s tudents having someone t o  t a l k  t o  and are  w i l l i n g  t o  d iscuss 

personal mat ters,  career  goals, work-re1 a ted  mat ters,  e t c .  w i t h  

s tudents.  However, some t u t o r s  discourage &dents f rom c h a t t i n g .  

C r i t i c a l ,  i n c i d e n t s  i n  t h i s  category show t h a t  t u t o r s  considered 

d iscuss ions  concerning non-course-re1 a ted  mat te rs  t o  be an impor tan t  

f a c t o r  t o  students. On face  value, t h e  r e s u l t s  would i n d i c a t e  t h a t  

s tudents do n o t  t h i n k  t h a t  d iscuss ing  non-course-re1 a ted  mat te rs  i s  an 

impor tan t  f a c t o r  t o  them. These r e s u l t s  may have occurred because 

students were r e 1  u c t a n t  t o  admit t h a t  they  discussed personal mat te rs .  

S i m i l a r  f i nd ings  are  repo r ted  by Heselton (1985). O f  t h e  498 OLA 

students and 60 OLA t u t o r s  who responded t o  Hese l ton ts  quest ionna i re ,  

2.4% o f  t h e  students "sometimes, " u s u a l l y "  o r  "always" discussed 

non-course-re lated mat ters,  whereas 10% o f  t u t o r s  i n d i c a t e d  t h a t  

non-course-re lated ma t te rs  were discussed "sometimes." A s tudy 

conducted by F l  i nck ( 1978, p. 11 1 ) demonstrated t h a t  s tudents d i  scussed 

personal and s o c i a l  problems w i t h  t u t o r s ,  and such telephone c a l l s  

l a s t e d  much longer .  The amount of t ime  and resources t h a t  t u t o r s  wish 

t o  expend on d iscuss ing  mat te rs  n o t  r e l a t e d  t o  t h e  course i s  a personal 

dec i s ion  f o r  each t u t o r .  



Com~arison o f  Universit .~.  CTV and ABE G ~ O U D S  

The secondary purpose o f  t h i s  s tudy was t o  a s c e r t a i n  whether t h e r e  

were any d i f f e r e n c e s  i n  t h e  f a c i l i t a t i n g  and h inde r ing  f a c t o r s  

i d e n t i f i e d  by t h e  t h r e e  data  sources f o r  OLA students e n r o l l e d  i n  ( i  1 

U n i v e r s i t y  courses, ( i  i ) CTV courses, and ( i  i i ) ABE courses, and t h e i r  

t u t o r s .  

Cr i t i ca l  Incidents 

A t  t h e  ou tse t  o f  t h i s  s tudy  i t  was a n t i c i p a t e d  t h a t  t h e  frequency of 

c r i t i c a l  i n c i d e n t s  repnrtec! i r !  each category would be s . f f i c i e~ t ! y  h igh  

t o  be ab le  t o  fo rm some conclus ions about t h e  d i f f e r e n c e s  i n  t h e  

r e l a t i o n s h i p s  between t u t o r s  and students i n  t h e  t h r e e  groups. As can 

be seen i n  Tables 10 t o  31, f o r  t h e  m a j o r i t y  o f  ca tegor ies ,  t h e  

f requenc ies  o f  t h e  "group t o t a l s "  are t o o  low t o  be ab le  t o  make any 

v a l i d  comparisons between t h e  t h r e e  groups. I n  t h e  m a j o r i t y  of 

ca tegor ies ,  t h e  content  of t h e  c r i t i c a l  i n c i d e n t s  repo r ted  by each group 

was s i m i l a r  i n  na ture .  There are  t h r e e  poss ib le  except ions:  



Prai s i  ng/Cri t i c a l  Comnents on Assignments 

As can be seen from Table 12, t h r e e  ABE t u t o r s  s t ressed t h e  

importance o f  p r o v i d i n g  p r a i  s i n g  comments on assignments, whereas no 

U n i v e r s i t y  o r  CTV t u t o r s  perce ived t h a t  p r a i s i n g  comments were 

s i g n i f i c a n t l y  he lp fu l  o r  encouraging t o  s tudents.  Fewer U n i v e r s i t y  

s tudents than e i t h e r  CTV o r  ABE students repo r ted  t h a t  p r a i s i n g  comments 

were s i g n i f i c a n t l y  he1 p f u l  o r  encouraging t o  them. It cou ld  be 

surmi sed, t he re fo re ,  t h a t  t u t o r s  p r o v i  d i  ng p r a i  s i n g  comments on 

assignments i s  o f  l e s s  importance t o  t h e  U n i v e r s i t y  group than t h e  CTV 

o r  ABE groups. 

Depth of  Telephone Discussions Concerning Course Content 

There i s  some i n d i c a t i o n  (see Table 25) t h a t  t h e  U n i v e r s i t y  group 

p laces more importance, than t h e  CTV and ABE groups, on p a r t i c i p a t i n g  i n  

in -depth  d iscussions concerning course content .  

Tutors ' Persistence i n  Ensuri ng Students ' Understanding o f  Course 

Content During Telephone Conversations 

This study prov ides some i n d i c a t i o n  (see Table 26)  t h a t  t h e  ABE 

t u t o r s ,  more than t h e i r  CTV o r  U n i v e r s i t y  counterpar ts ,  ensure t h a t  

t h e i r  s tudents ga in  an understanding o f  mat te rs  r e l a t i n g  t o  t h e  course 

content  du r ing  telephone conversat ions.  



I n  t h e  remain ing 19 ca tegor ies ,  t h e  d i f f e r e n c e s  i n  t h e  r e l a t i o n s h i p s  

between students and t u t o r s  i n  t h e  ( i )  Un ive rs i t y ,  ( i i )  CTV, and ( i i i )  

ABE groups appear t o  be min imal .  

Although, t h e  secondary purpose of t h i s  s tudy cannot be addressed, 

as o r i g i n a l l y  intended, f rom t h e  data  c o l l e c t e d ,  t h i s  research  study 

does prov ide  some i n f o r m a t i o n  t h a t  enables suggest ions t o  be made about 

poss ib le  d i f f e r e n c e s  and s imi  1  a r i  t i e s  between t h e  t h r e e  groups. 

Total Frequent-y of  Cr i t i ca l  Incidents 

One i n t e r e s t i n g ,  if somewhat p red i c tab le ,  t r e n d  can be seen by 

comparing t h e  t o t a l  number of c r i t i c a l  i n c i d e n t s  repo r ted  by t h e  

students f rom t h e  t h r e e  groups (Table 32). 

Table 32 

To ta l  Frequency of C r i t i c a l  I n c i d e n t s  Reported by Students 

University CTV ABE Data Source Totals 
F H F  H F H  F  H F + H  

Student Interviews 36 32 43 23 40 16 119 71 190 

Student Questionnaires - 25 - 1  3  26 5 33 4  - - - -  84 22 106 - -  - 
Student Total s 61 45 69 28 73 20 203 93 296 

Student Totals F  + H 106 9  7  9  3  296 



Table 32 shows t h a t  t h e  r a t i o  o f  f a c i l i t a t i n g  t o  h i n d e r i n g  c r i t i c a l  

i n c i d e n t s  i s  l a r g e r  f o r  t h e  ABE students (73:20), .somewhat smal le r  f o r  

t h e  CTV students (69:28) and much smal le r  f o r  t h e  U n i v e r s i t y  s tudents 

(61 :45).  This  i s  perhaps an i n d i c a t i o n  of a t r e n d  f o r  t h e  r e l a t i o n s h i p s  

between U n i v e r s i t y  s tudents and t u t o r s  t o  be t h a t  of "peers work ing 

together , "  i n  comparison t o  t h e  more formal  " teacher /s tudentU 

r e l a t i o n s h i p  t h a t  cou ld  be a n t i c i p a t e d  f o r  ABE students and t h e i r  

t u t o r s .  The r a t i o .  o f  f a c i l i t a t i n g  t o  h inde r ing  c r i t i c a l  i n c i d e n t s  a l so  

suggests t h a t  U n i v e r s i t y  s tudents may be more c r i t i c a l  i n  t h e i r  t h i n k i n g  

due, i n  p a r t ,  t o  t h e i r  more ex tens ive  educat ional  experience, whereas 

many ABE students may, r e 1  a t i v e l y  speaking, be somewhat i n  awe o f  t h e i r  

t u t o r s  and more accept ing o f  t h e i r  circumstances, due t o  l e s s  prev ious 

educat ional  experience and/or negat ive  educat i  onal experiences The 

tendency fo r  U n i v e r s i t y  s tudents t o  be more c r i t i c a l  i n  t h e i r  t h i n k i n g  

i s  perhaps a l so  r e f l e c t e d  i n  t h e  quest ionna i re  i n  t h a t ,  i n  v i r t u a l l y  

every case -where students were asked t o  respond t o  quest ions such as 

"How thorough i s  your  t u t o r ' s  .feedback on your  assignments?" fewer 

U n i v e r s i t y  students--as compared w i t h  CTV and ABE students--responded i n  

t h e  "very  thorough" category and more responded i n  t h e  "sonewhat 

thorough" category. 



Student  Questi  onnai res 

There are a l s o  some i n t e r e s t i n g  f i n d i n g s  p e r t a i n i n g  t o  t h e  secondary 

research  ques t ion  r e p o r t e d  i n  t h e  s tudents  ' responses t o  t h e  quest ions 

conta ined i n  t h e  ques t i onna i re  (Appendix 9 ) .  However, i t  i s  impor tan t  

t o  t r e a t  these r e s u l t s  w i t h  extreme c a u t i o n  as they  have been ob ta ined 

f rom one da ta  source o n l y  and, as such, a re  l i m i t e d  i n  t h e i r  v a l i d i t y .  

Ini  t i  a1 Telephone Conversat ions  

It would appear, f rom t h e  responses t o  t h i s  ques t ionna i re ,  t h a t  a  

g r e a t e r  number o f  i n i  t i  a1 te lephone conversa t ions  took  pq ace between 

U n i v e r s i t y  s tudents  and t u t o r s  than between t h e  ABE s tudents  and t u t o r s .  

Responses t o  ques t i on  19 (Appendix 9 )  showed t h a t  i n i t i a l  telephone 

conversa t ions  took. p l a c e  between 74% o f  s tudents and t u t o r s  i n  t h e  

U n i v e r s i t y  group, 70% i n  t h e  CTV group and 60% i n  t h e  ABE group. Of 

these, 51% o f  U n i v e r s i t y  t u t o r s ,  47% o f  CTV t u t o r s  and 40% o f  ABE t u t o r s  

i n i  ti a ted  t h e  te lep60ne c a l l .  Th is  i s  s u p r i  s i n g l y  low i n  view o f  t h e  

f a c t  t h a t  t u t o r s  a re  r e q u i r e d  t o  make an i n i t i a l  te lephone c a l l  t o  

s tudents  (OLA, 1988c, p. 8 ) .  However, t h i s  f i n d i n g  perhaps prov ides  an 

excel  1  e n t  example o f  t h e  importance o f  us ing  a tri angul a t i  on s t ra tegy .  

Durward and Durward's s tudy  (1983, p. 14)  showed t h a t  83% o f  U n i v e r s i t y  

s tudents,  81% o f  CTV s tudents  and 89% o f  ABE s tudents  d i d  r e c e i v e  a c a l l  

f r om t h e i r  t u t o r s .  Th i s  f i n d i n g  r e f e r s  t o  t u t o r s  i n i t i a t i n g  a c a l l  a t  

some t i m e  d u r i n g  t h e  course, r a t h e r  than a t  t h e  beginning o f  t h e  course. 



However, i t  i s  perhaps reasonable t o  assume t h a t  t u t o r s  who do n o t  make 

an i n i t i a l  telephone c a l l  t o  a  s tudent  a re  u n l i k e l y  t o  i n i t i a t e  a  c a l l  

l a t e r  on i n  t h e  course. 

L e g i b i l i t y  o f  Feedback on Assignments 

Quest ion  3  suggests t h a t  more U n i v e r s i t y  s tudents (32%) than ABE 

students (12%) experienced problems i n  dec ipher ing  t h e i r  t u t o r ' s  

handwr i t ing .  No CTV students repo r ted  any d i f f i c u l t i e s  i n  t h i s  respect .  

Tutors ' Responses t o  Notes Submitted by Students wi th  Assignments 

The responses t o  Quest ions 12 and 13 i n d i c a t e d  t h a t  46% o f  

U n i v e r s i t y  s tudents asked quest ions on t h e  TMA, as compared t o  23% o f  

CTV students and 28% o f  ABE students.  A l l  o f  t h e  CTV and ABE students 

"always" rece ived a  response f rom t h e i r  t u t o r ,  whereas 12% o f  U n i v e r s i t y  

s tudents "never" rece i ved  an answer. 

Tutors' A v a i l a b i l i t y  during Out-of-Office Hours 

Responses t o  Quest ion  5 i n d i c a t e d  t h a t  68% o f  ASE t u t o r s  i n v i t e d  

t h e i r  s tudents t o  te lephone them du r ing  o u t - o f - o f f i c e  hours, as compared 

t o  53% o f  CTV t u t o r s  and 31% of U n i v e r s i t y  t u t o r s .  



Tutors' Telephone Manners and Comnunication Skills 

Quest ions 23, 24, and 25 i n d i c a t e d  t h a t  t h e r e  i s  l i t t l e  d i f f e r e n c e  

between t h e  t h r e e  groups i n  t h i s  category.  However, responses t o  

Quest ion  26 i n d i c a t e d  t h a t  29% o f  U n i v e r s i t y  s tudents  d i d  n o t  f e e l  

comfor tab le  about te lephon ing  t h e i r  t u t o r  as compared w i t h  9% o f  CTV 

s tudents  and 12% of ABE students.  

Fol 1 ow-Up Telephone Call s 

Responses t o  Ques t i on  18 show t h a t  a g rea te r  number o f  U n i v e r s i t y  

s tudents  (89%) and CTV s tudents  (83%) had t a l k e d  t o  t h e i r  t u t o r s  on t h e  

te lephone than ABE s tudents  (72%). 

Responses t o  Ques t i on  17 show t h a t  a g r e a t e r  number o f  ABE students 

(36%) never t r i e d  t o  c o n t a c t  t h e i r  t u t o r  on t h e  telephone, as compared 

w i t h  CTV students (27%) and U n i v e r s i t y  s tudents (23%). Durward and 

Durward's s tudy (1983, p. 1 4 ) )  showed s i m i l a r  r e s u l t s .  They r e p o r t e d  

t h a t  33% of ABE students,  21% o f  CTV s tudents  and 28% o f  U n i v e r s i t y  

s tudents  d i d  n o t  c a l l  t h e i r  t u t o r .  

Telephone Conversations Concerning Examinations 

Quest ion  29 i n d i c a t e s  t h a t  a g r e a t e r  number o f  U n i v e r s i t y  t u t o r s  

(29%) and ABE t u t o r s  (25%) te lephoned t h e i r  s tudents  be fo re  t h e  

examinat ion than t h e i r  CTV coun te rpa r t s  (4%).  



Other F i  ndi ngs 

I n  severa l  of t h e  ca tegor ies ,  c r i t i c a l  i n c i d e n t s  r e f e r r e d  t o  t h e  

importance o f  t u t o r s  encouraging s tudents  t o  phone them. Quest ion  4 o f  

t h e  ques t i onna i re  i n d i c a t e s  t h a t ,  i n  t h e  feedback on assignments, more 

C T V  t u t o r s  (97%) and ABE t u t o r s  (96%) encouraged t h e i r  s tudents  t o  phone 

them than U n i v e r s i t y  t u t o r s  (63%). 



CHAPTER 5 

DISCUSSION 

This  chapter  i s  d i v i d e d  i n t o  seven sec t ions .  The f i r s t  s e c t i o n  

prov ides  an overv iew o f  t h e  s tudy.  I n  t h e  second s e c t i o n  a  d i scuss ion  

o f  t h e  f a c i  1  i t a t i n g  and h i n d e r i n g  f a c t o r s  i n  t h e  r e l a t i o n s h i p s  between 

students and t u t o r s  i s  presented, and p o s s i b l e  reasons f o r  t h e  

tr i angul a t i  on outcomes are  suggested. The t h i r d  s e c t i o n  prov ides  a  

b r i e f  d i scuss ion  o f  t h e  comparison made between t h e  U n i v e r s i t y ,  CTV and 

ABE groups. I n  t h e  f o u r t h  sec t ion ,  t h e  conc lus ion  i s  presented. The 

f i f t h  s e c t i o n  makes recommendations concern ing p o s s i b l e  approaches t h a t  

t u t o r s  and s tudents  c o u l d  use t o  enhance t h e i r  r e l a t i o n s h i p s .  

L i m i t a t i o n s  t o  t h e  s tudy are p rov ided i n  t h e  s i x t h  sec t ion ,  and t h e  

seventh s e c t i o n  concludes w i t h  some i m p l i c a t i o n s  f o r  f u r t h e r  research.  

Overv iew of t h e  study 

Th is  e x p l o r a t o r y  qua1 i t a t i v e  s tudy focussed on t h e  r e 1  a t i o n s h i p s  

between students t a k i n g  courses a t  t h e  Open Learn ing Agency and t h e i r  

t u t o r s .  The main purpose of t h i s  s tudy  was -to i d e n t i f y  and desc r i be  t h e  

f a c t o r s  i n  t h e  s t u d e n t h u t o r  r e l a t i o n s h i p  t h a t  s tudents  and t u t o r s  



perceived t o  be impor tant  f o r  s tudent  success i n  open l e a r n i n g  courses. 

Using t h e  c r i t i c a l  i n c i d e n t  technique (F'l anagan, 1954; Wool sey, l986) ,  

da ta  were c o l l e c t e d  f rom t h r e e  data sources by means o f  s tudent  

in terv iews,  t u t o r  i n t e r v i e w s  and student  quest ionnaires.  The 406 

c r i t i c a l  i n c i d e n t s  obta ined were c l a s s i f i e d  i n t o  a  c a t e g o r i z a t i o n  system 

con ta in ing  22 ca tegor ies .  Each category descr ibed a  f a c t o r  t h a t  was 

perceived by t h e  data  sources t o  be important  f o r  s tudent  success. The 

m u l t i p l e  t r i a n g u l a t i o n  s t r a t e g y  showed t h e  ex ten t  t o  which each o f  t h e  

t h r e e  data  sources considered t h e  i d e n t i f i e d  f a c t o r s  t o  be important ,  

and a l so  enabled an exp lanat ion  o f  t h e  r e s u l t s  t o  be made. The 

secondary purpose o f  t h i s  study was t o  compare t h e  d i f f e rences  i n  t h e  

i d e n t i f i e d  f a c t o r s  f o r  s tudents e n r o l  l e d  i n  ( i  ) u n i v e r s i t y  courses, 

( i  i ) CTV courses, and ( i i i ) ABE courses, and t h e i  r t u t o r s .  

Whi 1 s t  i t  i s  recognized t h a t  t h e r e  are  many f a c t o r s  ex te rna l  t o  t h e  

s tuden t / tu to r  re1  a t i  onshi p  t h a t  have a  g rea t  i n f  1  uence on t h e  students ' 

success, t h i s  study shows t h a t  t h e r e  are many occasions when t u t o r s  do 

have a  p o s i t i v e - - o r  negative-- impact on students. The r a t i o  of 295 

f a c i l i t a t i n g  c r i t i c a l  i n c i d e n t s  t o  11 1  h inde r ing  c r i t i c a l  i n c i d e n t s  

repor ted  by t h e  t h r e e  data  sources suggests t h a t  r e l a t i o n s h i p s  between 

students and t u t o r s  a t  OLA are genera l ly - -bu t  by no means 

always--posi t i v e .  

Th is  study i s  a  p a r t i a l  r e p l i c a t i o n  and extension o f  B r i n d l e y ' s  

( 1987) research p r o j e c t  conducted a t  Athabasca U n i v e r s i t y .  She found 



t ha t  the e f fec t  of tu to r s  on students '  persistence can be negative as 

often as i t  i s  posit ive.  Brindley's resu l t s  are  confirmed by t h i s  study 

as the r a t i o  of f a c i l i t a t i n g  t o  hindering c r i t i c a l  incidents reported by 

University students who were interviewed was 36: 32 (Appendix 10) .  

The c r i t i c a l  incidents reported by students i n  Brindley's study 

under the category "Personal i sed instructional support" were sirni 1 ar i n  

content t o  some of the c r i t i c a l  incidents reported in t h i s  study. I n  

addition, the c r i t i c a l  incidents reported by Open University s t a f f  

t u to r s  concerning t u t o r s '  correspondence s k i l l s  (Gibbs & Durbridge, 

1976, pp.  11-13) are similar in nature t o  the cr ' i t ical  incidents 

reported under the "Quality of feedback on assignments" category in t h i s  

study. This supports Morgan ' s notion ( 1  984) t ha t  qua1 i t a t i  ve research 

i s general izabl e ,  in a phenomenological sense. 

Brindley's study was extended in two ways. F i r s t ly ,  a multiple 

triangulation s t rategy was used in an endeavour t o  increase the va l id i ty  

of the findings. The s t rategy shows the re la t ive  importance of the 

ident i f ied factors  t o  each of the three data sources. The three data 

sources were in agreement on the importance of 12  of the 22 categories. 

Plausible explanations of the reasons why the data were not convergent 

in the remaining 10 categories are presented in the next section of t h i s  

chapter. Secondly, students '  experiences a t  the col 1 ege level,  as we1 1 

as the university 1 eve1 , were studied. A1 though i t  was not possible t o  

make a comparison, as or iginal ly  intended, of the ident i f ied factors  fo r  



students enro l  1  ed i n  ( i  ) U n i v e r s i t y  ( i  i ) CTV and ( i  i i ) ABE courses and 

t h e i r  t u t o r s ,  because o f  t h e  low frequency o f  c r i t i c a l  i n c i d e n t s  

repor ted  i n  many o f  t h e  categor ies,  i n fo rma t ion  i s  gleaned f rom t h e  

study t h a t  enables some suggestions t o  be made about poss ib le  

d i f f e rences  and s imi  1  a r i t i e s  i n  t h e  s tuden t / tu to r  re1  a t i onsh ips  between 

t h e  t h r e e  groups. 

It was found t h a t  t h e  c r i t i c a l  i n c i d e n t  technique was a  very  use fu l  

method o f  ob ta in ing  qua1 i t a t i v e  data, p a r t i c u l  a r l y  by means o f  s tudent  

i n te rv iews .  It i s  be1 ieved t h a t  q u a l i t a t i v e  s tud ies  o f  t h i s  na ture  are 

essen t ia l  i n  b u i l d i n g  a  s t rong foundat ion  o f  knowledge and understanding 

o f  t h e  var ious  components o f  open lea rn ing .  For t h i s  reason, a  s t rong 

emphasis has been placed  i n  . t h i s  t h e s i s  on p r o v i d i n g  in -depth  

i n fo rmat ion  concerning t h e  use o f  t h e  c r i t i c a l  i n c i d e n t  technique i n  

t h i s  research p r o j e c t .  

The experience gained f rom using a  mu1 t i p l e  t r i a n g u l a t i o n  s t r a t e g y  

conf i rms t h a t  tri angu,l a t i o n  i s  o f  paramount importance i n  i nc reas ing  t h e  

va l  i d i  t y  o f  research f i nd i  ngs. Mathi son ' s ( 1988) conception o f  

t r i a n g u l a t i o n  was found t o  be extremely va luab le  i n  making p l a u s i b l e  

explanat ions o f  t h e  outcomes o f  t h e  m u l t i p l e  t r i a n g u l a t i o n  s t ra tegy .  A 

f u l l  d e s c r i p t i o n  o f  t h e  m u l t i p l e  t r i a n g u l a t i o n  s t ra tegy  used i n  t h i s  

study and t h e  procedures fo l l owed  i n  making t h e  t r i a n g u l a t i o n  dec is ions  

has been provided i n  t h i s  t h e s i s .  



Faci 1 i t a t i  ng and Hindering Factors i n  Student/Tutor Re1 ationships 

From t h e  406 c r i t i c a l  i n c i d e n t s  r e p o r t e d  by t h e  t h r e e  da ta  sources, 

22 ca tego r ies  were formed. These ca tego r ies  i d e n t i f y  t h e  f a c t o r s  i n  t h e  

s t u d e n t / t u t o r  r e 1  a t i  onship t h a t  s tudents  and t u t o r s  pe rce i ve  t o  be 

impor tan t  f o r  s tudent  success i n  open l e a r n i n g  courses. 
/_ - - 

Mu1 ti p l  e Triangulation Strategy 

The purpose o f  us ing  a  m u l t i p l e  t r i a n g u l a t i o n  s t r a t e g y  i s  t o  p rov ide  

a  p l a u s i b l e  exp lana t i on  o f  t h e  da ta  be ing  s tud ied  (Mathison, 1988). I n  

t h i s  study, t h e r e  were f o u r  p o s s i b l e  outcomes f rom t h e  t r i a n g u l a t i o n  

s t ra tegy :  Convergent; Analogous; Divergent ;  and Inconc lus i ve .  Table 9  

p rov ides  an overview o f  t h e  t r i a n g u l a t i o n  dec is ions  f o r  each o f  t h e  

ca tego r ies .  

Convergent 

The da ta  were convergent i n  12 ou t  o f  a  t o t a l  o f  22 ca tego r ies .  Th is  

means t h a t  a l l  t h r e e  da ta  sources were i n  agreement t h a t  these 12 

f a c t o r s  were--to a  g r e a t e r  o r  l e s s e r  ex ten t - -perce ived  t o  be impor tan t  

f o r  s tudent  success. These f a c t o r s  a re  l i s t e d ,  i n  o rder  o f  importance 

as e s t a b l i s h e d  by t h e  t h r e e  da ta  sources, i n  Table 33. 



Table 33 

Categories I d e n t i f i e d  as Convergent By Three Data Sources 

Category 
Total Number 
of Critical 

Incidents 

Q u a l i t y  o f  feedback on assignments 
Tu to rs '  telephone manners and communication s k i ' l l  s  
Tu to rs '  responses t o  quest ions concerning course con ten t  

du r ing  telephone conversat ions 
I n i  ti a1 t e i  ephone conversa t ions  
T u t o r s '  a v a i l a b i l i t y  d u r i n g  o u t - o f - o f f i c e  hours 
Marks f o r  assignments 
Telephone conversat ions concerning examinat ions 
Tutors  o f f e r  encouragement t o  s tudents t o  cont inue course 
Depth o f  telephone d iscuss ions  concerning course content  
T u t o r s '  pers is tence i n  ensur ing  s tudents '  understanding 

of course content  d u r i n g  telephone conversat ions 
Turnaround t ime f o r  assignments 
Telephone conversat ions concerning study s k i l l s  

Analogous 

I n  two o f  t h e  ca tego r ies  t h e  data were analogous. I n  Category 3, 

" P r a i s i n g l c r i t i c a l  comments on assignments," s i g n i f i c a n t l y  fewer 

c r i t i c a l  i n c i d e n t s  were repo r ted  by t u t o r s .  The f a c t  t h a t  on l y  ABE 

t u t o r s  c i t e d  f a c i  1  i t a t i n g -  c r i t i c a l  i n c i d e n t s  i n d i c a t e s  t h a t  ABE t u t o r s ,  

more than U n i v e r s i t y  and CTV t u t o r s ,  perce ive  t h a t  p r a i s i n g  comments a re  

impor tan t  t o  t h e i r  students, perhaps because they  are  more l i k e l y  t o  

have had prev ious negat ive  experiences w i t h  educat ion. I n  Category 1, 

" L e t t e r s  o f  I n t roduc t i on , "  two data  sources--the t u t o r  i n t e r v i e w s  and 

t h e  student  ques t ionna i res- - repor ted  s i g n i f i c a n t l y  fewer c r i t i c a l  



i n c i d e n t s  than t h e  student  i n t e r v i e w  data  source. As exp la ined i n  

Chapter 4, when t u t o r s  are  h i r e d  by OLA, they  are  prov ided w i t h  a sample 

o f  an i n t r o d u c t o r y  l e t t e r  and asked t o  w r i t e  a personal l e t t e r  o f  

i n t r o d u c t i o n  which i s  then mai led  t o  each of t h e i r  s tudents w i t h  t h e  

package o f  course m a t e r i a l s .  Unless t u t o r s  are  s p e c i f i c a l l y  t o l d  by 

students t h a t  they  appreci ated r e c e i v i n g  t h e  1 e t t e r  o f  i n t r o d u c t i o n  (as 

was t h e  case w i t h  t h e  one c r i t i c a l  i n c i d e n t  repo r ted  by a t u t o r  i n  t h i s  

category) ,  they  would no t  be aware of whether t h i s  i t e m  was an impor tant  

o r  unimportant f a c t o r  t o  students. Th is  may w e l l  account f o r  t h e  low 

frequency o f  c r i t i c a l  i n c i d e n t s  repor ted  by t u t o r s .  The reason f o r  t h e  

low frequency o f  c r i t i c a l  i n c i d e n t s  repor ted  by t h e  student  

quest ionna i re  data  source may be inhe ren t  i n  t h e  quest ionna i re  i t s e l f .  

There were no quest ions re1  a t i n g  t o  t h e  l e t t e r s  of i n t r o d u c t i o n  inc luded 

i t - !  t h e  quest ionnaire.  It i s  possib le,  therefore,  t h a t  t h e  l e t t e r s  o f  

i n t r o d u c t i o n  were n o t  a t  t h e  f o r e f r o n t  of s tudents i  minds when they  were 

complet ing quest ions 31 and 32 o f  t h e  quest ionnaire.  

Inconclusive 

I n  each o f  t h e  s i x  ca tegor ies  where t h e  t r i a n g u l a t i o n  dec is ion  was 

Inconclus ive,  t h e  t o t a l  number of c r i t i c a l  i n c i d e n t s  repor ted  was very 

1 ow ( c f .  Table 9 and Appendix 10) .  It i s  perhaps no t  sup r i  s ing  t h a t  

t u t o r s  d i d  no t  r e p o r t  any c r i t i c a l  i n c i d e n t s  i n  t h e  category " L e g i b i l i t y  

of feedback on assignments," as t u t o r s  may no t  be aware o f  t h i s  problem 

unless they  have been t o l d  about i t  by students, o r  they  may have been 

r e l u c t a n t  t o  admit t h i s  problem dur ing  t h e  i n te rv iews .  



The reasons why t h e  student  quest ionna i re  data source prov ided no 

c r i t i c a l  i n c i d e n t s  i n  t h e  ca tegor ies  ' "Tutors g i v e  students t h e  

oppor tun i t y  t o  resubmit  assignments," "Tutors prov ide  feedback on 

assignments by telephone," and "Telephone conversat ions concerning 

assignment schedules" may p o s s i b l y  be due t o  t h e  f a c t  t h a t  no quest ions 

r e l a t i n g  t o  these i tems were asked i n  t h e  quest ionnaire.  

No c r i t i c a l  i n c i d e n t s  were repor ted  by t h e  t u t o r  i n t e r v i e w  and 

student  quest ionna i re  data  sources i n  t h e  category "Tu to rs '  responses t o  

notes submitted by students w i t h  assignments." Responses t o  quest ion  12 

o f  t h e  quest ionna i re  i n d i c a t e  t h a t  46% o f  U n i v e r s i t y  students, 23% o f  

CTV students and 28% o f  ABE students d i d  ask t h e i r  t u t o r s  quest ions on 

t h e  TMA. O f  these, a l l  o f  t h e  CTV and ABE students who d i d  ask 

quest ions, rece ived an answer. I n  t h e  U n i v e r s i t y  group, 71% o f  s tudents 

rece ived an answer "always", 11% rece ived  an answer "sometimes" and 11% 

"never" rece ived an answer. It would appear, there fore ,  t h a t ,  w i t h  t h e  

except ion o f  a few cases i n  t h e  U n i v e r s i t y  group, t u t o r s  do answer 

students ' quest ions. However, t h e  1 ack o f  c r i t i c a l  i n c i d e n t s  repor ted  

by t u t o r s  i n  t h i s  category would i n d i c a t e  t h a t  they  may no t  be aware o f  

t h e  importance o f  t h i s  f a c t o r  t o  t h e i r  students. Indeed, t h e  lack  o f  

c r i t i c a l  i n c i d e n t s  repor ted  by t h e  student  quest ionna i re  data  

source--despite t h r e e  quest ions p e r t a i n i n g  t o  t h i s  category being 

inc luded i n  t h e  quest ionnaire--suggests t h a t  t h i s  f a c t o r  i s  o f  minor 

importance t o  students. 



I n  t h e  category " T u t o r ' s  a v a i l a b i l i t y  du r ing  o f f i c e  hours," i t  i s  

perhaps n o t  s u p r i s i n g  t h a t  o n l y  one t u t o r  repo r ted  t h a t  s tudents had 

d i f f i c u l t y  i n  reaching her  du r ing  o f f i c e  hours, as t u t o r s  would probably 

be unaware o f  t h e  problem unless they  had been advised o f  i t  by 

students. Although many comments were made i n  response t o  quest ion  17 

o f  t h e  quest ionna i re  t h a t  a re  s i m i l a r  i n  na ture  t o  t h e  c r i t i c a l  

i n c i d e n t s  repor ted  by t h e  student  i n t e r v i e w  data  source, t h i s  i t e m  was 

apparent ly  no t  o f  s u f f i c i e n t  importance t o  be repor ted  by any students 

as a h inde r ing  f a c t o r  i n  quest ion  32. Responses t o  quest ion  17 i n d i c a t e  

t h a t  26% o f  U n i v e r s i t y  students, 10% o f  CTV students and 8% o f  ABE 

students found i t  "not  t o o  easy" o r  "no t  a t  a1 1 easy" t o  contac t  t h e i r  

t u t o r .  Th is  i s  a h igher  percentage than t h a t  repo r ted  by Durward and 

Durwarrf (1983) who showed t h a t  10% o f  t h e  t o t a l  s tudents i n  t h e i r  study 

found some d i f f i c u l t y  i n  con tac t i ng  t h e i r  t u t o r s .  It i s  apparent f rom 

t h e  c r i t i c a l  i n c i d e n t s  repor ted  by t h e  student  i n t e r v i e w  data source and 

- f rom t h e  comments i n  quest ion  17 o f  t h e  quest ionna i re  t h a t  students d i d  

experience d i f f i c u l t y  i n  con tac t i ng  t h e i r  t u t o r s .  However, t h i s  problem 

may have been m i t i g a t e d  somewhat by t h e  f a c t  t h a t ,  according t o  

s tudents '  responses t o  quest ion  5 o f  t h e  quest ionnaire,  almost h a l f  o f  

t h e  t u t o r s  i n v i t e d  students t o  telephone du r ing  o u t - o f - o f f i c e  hours. I n  

a d d i t i o n  i t  appears, f rom t h e  c r i t i c a l  i n c i d e n t s  repor ted  i n  category 

12, t h a t  a number o f  t u t o r s  have telephone answering machines i n s t a l l e d  

on t h e i r  OLA telephones t h a t  enables students t o  leave messages a t  any 

t ime.  



Divergent 

Only two o f  t h e  ca tego r ies  produced da ta  t h a t  were D ivergent .  Tu tors  

perce ived  t h a t  "Telephone conversa t ions  concern ing non-course-re lated 

ma t te rs "  was a  s i g n i f i c a n t  f a c t o r  t o  students, b u t  t h e  f requency o f  

c r i t i c a l  i n c i d e n t s  r e p o r t e d  by s tudents  suggested t h a t  t h i s  f a c t o r  was 

n o t  of s i g n i f i c a n c e  t o  them. One s tudent  who r e p o r t e d  a  c r i t i c a l  

i n c i d e n t  i n  t h i s  ca tegory  expressed concern d u r i n g  t h e  te lephone 

i n t e r v i e w  t h a t ,  as a  r e s u l t  o f  her comments, t h e  t u t o r  would be 

c r i t i c i z e d  f o r  hav ing spent t i m e  d i  scussing mat te rs  n o t  concerned w i t h  

t h e  course. Th is  may r e f l e c t  s tuden ts '  apparent re luc tance  t o  r e p o r t  

crS ti c a l  i n c i  dents concern i  ng d i  scussi  ons about non-course-re1 a ted  

mat te rs .  

The second ca tegory  where t h e  da ta  were D ivergent  was " fo l l ow-up  

te lephone c a l l s .  " A1 1  s tudents  r e p o r t i n g  c r i t i c a l  i n c i d e n t s  i n d i c a t e d  a  

d e s i r e  on t h e i r  p a r t  f o r  f o l l ow-up  te lephone c a l l s .  Tutors,  however, 

i n d i c a t e d  t h a t  t hey  pe rce i ved  t h a t  some s tudents  wanted t e l  ephone 

con tac t  and o the rs  p r e f e r r e d  no t  t o  have any. The amount o f  f o l l ow-up  

te lephone c a l l s  t h a t  i s  reasonable f o r  t u t o r s  t o  make, t a k i n g  i n t o  

account t h e  p a r t - t i m e  n a t u r e  o f  t h e  t u t o r ' s  r o l e ,  and t h e  remunerat ion 

system t n a t  does n o t  i n c l u d e  payment based on t h e  number o f  te lephone 

c a l l s  made, i s  a  d i f f i c u l t  i s s u e  f o r  t u t o r s .  T u t o r - i n i  t i a t e d  fo l l ow-up  

te lephone c a l l s  may be perce ived  by some t u t o r s  as a  waste o f  t ime  i n  

many cases. Perhaps t h e  s a t i s f a c t i o n  t u t o r s  exper ience by happening t o  



telephone a  student  j u s t  when they  need he lp  weighed aga ins t  t h e  

f r u s t r a t i o n  o f  te lephon ing  students who are  n o t  a v a i l a b l e  o r  do n o t  

appear t o  b e n e f i t  s i g n i f i c a n t l y  f rom t h e  c a l l ,  may account f o r  t h e  

d i ve rgen t  na ture  o f  t h e  c r i t i c a l  i n c i d e n t s  repo r ted  i n  t h i s  category. 

Comparison o f  University,  CTV and ABE Groups 

A t  t h e  ou tse t  of t h i s  study, i t  was suspected t h a t  t h e r e  may be 

several  d i f f e r e n c e s  i n  t h e  re1  a t i  onshi ps between OLA students en ro l  1  ed 

i n  ( i  1 U n i v e r s i t y  ( i i )  CTV and ( ' i i i )  ABE courses and t h e i r  t u t o r s .  It 

was, f o r  instance,  expected t h a t  ABE. s tudents would r e q u i r e  a  more 

suppor t i ve  re1  a t i o n s h i p  f rom t h e i r  t u t o r s  than t h e i r  peers t a k i n g  

U n i v e r s i t y  and CTV courses. 

Di ff erences 

The r e s u l t s  o f  t h i s  s tudy  show t h a t  t h e r e  are  more s i m i l a r i t i e s  than 

d i f f e rences  between t h e  t h r e e  groups. There i s  some evidence t o  support  

t h e  n o t i o n  t h a t  ABE tutors--more than U n i v e r s i t y  and CTV t u t o r s - - f i n d  i t  

impor tan t  t o  w r i t e  p r a i s i n g  comments on t h e i r  s tuden ts '  assignments, and 

t o  make sure t h a t  t h e i r  s tudents understand mat te rs  concerning t h e  

course content  when they  are  t a l k i n g  t o  them on t h e  phone. There i s  

a l s o  some evidence t o  show t h a t  U n i v e r s i t y  s tudents and t u t o r s  

p a r t i c i p a t e  i n  more in -depth  d iscussions than t h e i r  CTV and ABE 

counterpar ts .  
I 



Similarities 

The content  o f  t h e  c r i t i c a l  i n c i d e n t s  r e p o r t e d  by t h e  t h r e e  groups 

were very  s i m i l a r  i n  t h e  m a j o r i t y  of ca tegor ies .  Perhaps t h e  most 

s u r p r i s i n g  category where t h e  c r i t i c a l  i n c i d e n t s  repo r ted  were s imi  1 a r  

i n  na ture  was "Telephone conversat ions concerning non-course-re lated 

mat te rs . "  It cou ld  perhaps' have been a n t i c i p a t e d  t h a t  t h e  ABE group 

would have p a r t i c i  t e d  i n  more telephone conversat ions concerning 

personal mat te rs  than t h e  o the r  two groups. Although very  few students 

repo r ted  c r i t i c a l  i n c i d e n t s  i n  t h i s  category, t u t o r s  f rom a l l  t h r e e  

groups repo r ted  bo th  f a c i  1 i t a t i  ng and h i n d e r i n g  c r i t i c a l  i n c i d e n t s .  It 

appears t h a t  s tudents  f rom a l l  t h r e e  groups appreciated having someone 

t o  t a l k  t o  and t h a t  some t u t o r s  from each n f  t h e  t h r e e  groups ,were 

w i l l i n g  t o  spend t ime  c h a t t i n g  t o  t h e i r  s tudents w h i l s t  o the rs  were no t .  

Concl usi on 

The r e s u l t s  o f  t h i s  s tudy i n d i c a t e  t h a t  t h e  t h r e e  most impor tan t  

f a c t o r s  i n  t h e  s t u d e n t / t u t o r  r e 1  a t i  onshi ps are  t h e  qua1 i ty  o f  feedback 

on s tuden ts '  assignments, t h e  t u t o r s '  telephone manners and 

communication s k i l l s ,  and t h e  t u t o r s '  responses t o  quest ions concerning 

course content  d u r i n g  telephone conversat ions.  



Whi 1 s t  t h e  re1  a t i onsh ips  between students and t u t o r s  a re  general l y  

p o s i t i v e ,  t h e r e  are  occasions when t u t o r s  a re  unhe lp fu l  and d iscourag ing  , 

t o  s tudents.  It i s  apparent, however, t h a t  t h e  te lephone t u t o r  i s  one 

fo rm o f  s tudent  support t h a t  i s  successful i n  f a c i l i t a t i n g  t h e  progress 

o f  many students. 

Recomnendati ons 

Recomnendations f o r  Tutors t o  Enhance the Tutor/.Student. Re1 a t i  onshi ps 

Whi l s t  t h i s  s tudy  does n o t  attempt t o  recommend a model f o r  

e f f e c t i v e  does p rov ide  r i c h  desc r i  p t i  on t h e  

i n t e r a c t i o n s  t h a t  took  p lace between students and t u t o r s  t h a t  may he lp  

admin i s t ra to rs  and t u t o r s  t o  form a b e t t e r  understanding o f  

s t u d e n t / t u t o r  r e 1  a t i  onshi ps. 

I n  t h e  t u t o r  i n te rv iews ,  t h e  g rea t  ma jo r i t y .  o f  t u t c r s  emphasized 

t h a t  they  be1 i eved  t h a t  t h e  s t u d e n t ' s  own mo t i va t i on ,  p e r s o n a l i t y ,  and 

personal circumstances were t h e  key f a c t o r s  i n  s tudents ach iev ing  t h e i r  

personal course goals. One t u t o r  suggested t h a t  i f  students are  going 

t o  succeed because o f  t h e  m o t i v a t i o n a l  , personal i t y  and c i  rcumstant i  a1 

f a c t o r s ,  t hey  w i l l  do so regard less  o f  t h e  e f fec t i veness - -o r  

i n e f f e c t i v e n e s s - - o f  t h e  t u t o r .  On t h e  o the r  hand, i f  students are  n o t  

mot iva ted  o r  t h e i r  personal circumstances h inder  them, they  w i l l  be 



unsuccessful ,  no ma t te r  how e f f e c t i v e - - o r  i n e f f e c t i v e - - t h e  t u t o r  i s .  

However, t h i s  p a r t i c u l a r  t u t o r  f e l t  t h a t  t h e r e  i s  a  group o f  s tudents  

t h a t  f a l l  i n  between these two extremes t h a t  can be helped by t u t o r s .  It 

i s  these s tudents  who can be mo t i va ted  by a fo l low-up te lephone c a l l ,  

and i n s p i r e d  by p r a i s i n g  comments on t h e i r  assignments. It i s  t h i s  

group o f  s tudents  whose success may depend on t h e  e f f e c t i v e n e s s  o r  

i n e f f e c t i v e n e s s  o f  t h e i r  t u t o r s .  

I n  d e s c r i b i n g  t h e  r e s u l t s  o f  t h e  ca tego r ies  i n  Chapter 4, i t  appears 

t h a t  one p o s s i b l e  way o f  t u t o r s  enhancing t h e  r e l a t i o n s h i p s  w i t h  t h e i r  

s tudents,  p a r t i c u l a r l y  those who are  i n  t h e  midd le  of t h e  cont inuum 

descr ibed above, i s  i n  t h e  i n i t i a l  te lephone conversa t ion .  A number o f  

t h e  f a c t o r s  i d e n t i f i e d  i n  t h i s  s tudy  as hei ng f a c i  1 i t a t i n g  o r  h inders ng 

t o  s tudents  c o u l d  be addressed d u r i n g  t h e  i n i  ti a1 te lephone c a l l .  I f  

t h e  t u t o r  i s  ab le  t o  g e t  t o  know t h e  s tudent  a t  t h e  beg inn ing  o f  t h e  

course and e s t a b l i s h e s  a  good r a p p o r t  w i t h  him/her, t h i s  may have a 

s i g n i f i c a n t  bear ing  on t h e i r  r e l a t i o n s h i p  throughout  t h e  r e s t  o f  t h e  

course. For  example, t h e  i n i t i a l  te lephone c a l l  would be an excel  l e n t  

t i m e  f o r  t h e  t u t o r  t o  a s c e r t a i n :  

- t h e  s t u d e n t ' s  se l f - concep t  and thus  be i n  a  p o s i t i o n  t o  judge t h e  

amount o f  p r a i s i n g  comments t h a t  t h e  s tudent  i s  l i k e l y  t o  apprec ia te  

rece i v ing .  i n  t h e  feedback on t h e i r  assignments; 



- t h e  s t u d e n t ' s  perce ived needs r e l a t i n g  t o  t h e  amount o f  feedback 

prov ided by t h e  t u t o r  on ass i  gnments--whether t h e  student  would 

probably b e n e f i t  f rom ex tens ive  comments, o r  whether i t  i s  un1 i k e l y  

t h a t  t hey  w i l l  be read; 

- t h e  s t u d e n t ' s  perce ived needs w i t h  regard  t o  t h e  depth o f  r e l a t i o n s h i p  

t h a t  t h e  student  would l i k e  t o  have w i t h  t h e  tu to r - -whether  t h e  

student  would probably appreci a t e  d i  scussi  ng t h e  course content  i n  

g r e a t  depth, o r  whether simp1 e and s t r a i g h t f o r w a r d  answers t o  

quest ions would be more appropr ia te ;  

- t h e  s tuden t ' s  percept ions  on t h e  amount of fo l low-up telephone c a l l s  

he/she would l i k e  t o  r e c e i v e  f rom t h e  tu to r - -whether  a r e g u l a r  c a l l  

f rom t h e  t u t o r  t o  see how t h e  student  i s  g e t t i n g  on would be 

appreciated, o r  whether he/she would pre fer  to work complete ly  on 

h i s /he r  own; 

- t h e  s tuden t ' s  s tudy s k i  11 s and habi ts- -especi  a1 l y  f o r  s tudents new t o  

open 1 earning; 

- t h e  s t u d e n t ' s  understanding of t h e  purpose o f  t h e  assignment schedule; 

- t h e  s t u d e n t ' s  conf idence o r  apprehension i n  s i t t i n g  examinations, so 

t h a t  t u t o r s  can ensure they  make a pre-examinat ion telephone c a l l  t o  

those students who may be s u f f e r i n g  f rom examinat ion anx ie ty ;  



- t h e  s tuden t ' s  personal circumstances t h a t  may have an impact on 

h i s /he r  s tud ies  so t h a t  t h e  t u t o r  can be s e n s i t i v e  i n  p r o v i d i n g  

app rop r ia te  support and encouragement t o  t h e  student  t o  cont inue 

h i s / h e r  course. 

Obviously, i t  may n o t  be app rop r ia te  t o  have an in -depth  

conversa t ion  a t  t h e  t ime  t h e  t u t o r  makes t h e  i n i t i a l  telephone c a l l .  

Tu tors  may need t o  arrange w i t h  t h e  student  t o  c a l l  again a t  an 

appropr ia te  t ime  i n  order  t o  be ab le  t o  take  t h e  t ime  necessary t o  have 

a f a i r l y  l eng thy  te lephone conversat ion.  I n  add i t i on ,  i t  can be 

a n t i c i p a t e d  t h a t  s tudents who wish t o  work on t h e i r  own may n o t  

apprec ia te  a l eng thy  conversa t ion  w i t h  t h e  t u t o r .  The t u t o r ' s  

s e n s i t i v i t y  i n  a s c e r t a i n i n g  t h i s  f a c t  near t h e  beginning o f  t h e  

conversat ion,  cou ld  enable t h e  t u t o r  t o  judge t h e  s u i t a b l e  l e n g t h  o f  t h e  

i n i t i  a1 telephone c a l l  and t h e  app rop r ia te  depth o f  conversa t ion  w i t h  

i n d i v i d u a l  s tudents.  

Recommendations for Students to Enhance the Student/Tutor Re1 ationship 

Students t a k i n g  courses a t  OLA are a d u l t s  and nay have enjoyed a 

wider  v a r i e t y  of l i f e  experiences than t h e i r  t u t o r s .  For example, they  

may have more e f f e c t i v e  te lephone communication s k i l l s ,  may have equal 

o r  h igher  educat ional  qua1 i fi c a t i  ons, and may have wider  occupat ional  o r  

p ro fess iona l  experiences. It would appear t o  be appropr iate,  t he re fo re ,  

t h a t  s tudents should share t h e  responsi  b i  1  i t y  o f  e s t a b l i s h i n g  and 



main ta in ing  e f f e c t i v e  r e l a t i o n s h i p s  w i t h  t h e i r  t u t o r s .  Perhaps a l i s t  

of he lp fu l  h i n t s  on "how t o  ge t  t h e  most ou t  of your  t u t o r "  cou ld  be 

prepared and i nc luded  w i t h  t h e  s t u d e n t ' s  package of course m a t e r i a l s .  

A t  t h e  present  t ime, OLA students have t h e  o p p o r t u n i t y  t o  complete a 

vo lun ta ry  ques t i onna i re  t h a t  they  can forward t o  t h e i r  t u t o r  a t  t h e  

begi  nn i  ng o f  t h e  course. The quest i onnai r e  covers i n f  ormat i on 

' s  course work a t  OLA and h i s /he r  educat ional  goal 

1 as personal da ta  r e l a t i n g  t o  fam i l y ,  h e a l t h  and 

concerning t h e  student  

and occupation, as we1 

ou ts ide  a c t i v i t i e s .  A1 though no c r i t i c a l  i n c i d e n t s  were r e p o r t e d  

concerning t h e  student  ques t ionna i re ,  i t  was a1 1 uded t o  several  t imes 

du r ing  t h e  t u t o r  i n t e r v i e w s  as be ing  very  he lp fu l  i n  a1 lowing t u t o r s  t o  

become acquainted w i t h  t h e i r  s tudents.  Perhaps g rea te r  emphasis should 

be p laced on t h i s  ques t i onna i re  by making i t  mandatory and expanding t h e  

scope o f  i t  t o  cover some of t h e  fac to rs  suggested i n  t h e  

recommendations i n  t h i s  s tudy by seeking i n f o r m a t i o n  on, f o r  example, 

t h e  s t u d e n t ' s  personal course goals and the  s t u d e n t ' s  perce ived needs 

f o r  fo l low-up c a l l s .  

Limitat ions 

The c r i t i c a l  i n c i d e n t  technique proved t o  be an e x c e l l e n t  research 

method01 ogy fo r  o b t a i  n i  ng qua1 i t a t i  ve da ta  by means of te lephone 

i n t e r v i e w s  w i t h  s tudents.  The technique was n o t  q u i t e  so successfu l  i n  



o b t a i n i n g  data f rom t u t o r s ,  ma in ly  because of t h e  na tu re  of t h e  sub jec t  

being studied.  It was d i f f i c u l t  f o r  many t u t o r s  t o  be ab le  t o  s t a t e  

c a t e g o r i c a l l y  how they  had f a c i  1  i t a t e d  o r  h indered students i n  ach iev ing  

t h e i r  course goals.  The problem o f  r e c a l l  was a l so  a  problem f o r  t h e  

t u t o r s  who p a r t i c i p a t e d  i n  t h i s  s tudy because they  had been t u t o r i n g  f o r  

many years and cou ld  n o t  always remember s p e c i f i c  d e t a i  1s o f  t h e i r  

r e l a t i o n s h i p s  w i t h  s tudents who had taken courses a  number o f  years  ago. 

It was a l so  found t h a t  t h e  w r i t t e n  quest ionna i res  d i d  n o t  p rov ide  as 

r i c h  a  source o f  da ta  as t h e  telephone in te rv iews .  

Although a  m u l t i p l e  t r i a n g u l a t i o n  s t r a t e g y  was used i n  an at tempt t o  

increase t h e  v a l i d i t y  o f  t h e  f i n d i n g s  i n  t h i s  study, t h e  s t r a t e g y  does 

n o t  necessari  1  y e l  i m i  na te  t h e  possi  b i  1  i t y  of b i  as. The i n t e r v i e w e r  

attempted t o  overcome p o s s i b l e  b i  ases by audi o - tap i  ng t h e  i n t e r v i e w s  and 

thus  avoided t h e  possi  b i  1  i t y  o f  unconsciously  be i  ng b i  ased i n  t h e  

s e l e c t i o n  of da ta  (Borg & Gal 1, 1983, p. 445).  The standard formats o f  

t h e  telephone i n t e r v i e w s  would suggest t h a t  t h e r e  were no procedural  

b iases du r ing  t h e  te lephone i n t e r v i e w s .  

Implications for Further Research 

The r e s u l t s  o f  t h i s  s tudy p rov ide  some i n d i c a t i o n  t h a t  many o f  t h e  

f a c t o r s  i nhe ren t  i n  t h e  r e l a t i o n s h i p s  between open l e a r n i n g  students and 

t h e i r  t u t o r s  cou ld  be addressed d u r i n g  t h e  i n i  t i  a1 telephone c a l l ,  o r  



dur ing  subsequent te lephone conversat ions a t  t h e  beginning o f  t h e  

course. A research study cou ld  be conducted t o  a s c e r t a i n  t h e  

e f fec t i veness  o f  in -depth  i n i  t i  a1 telephone conversat ions.  This  s tudy 

cou ld  i n v o l v e  an experimental  group and a c o n t r o l  group and t h e  t u t o r s  

and students o f  t h e  experimental  group cou ld  p a r t i c i p a t e  i n  in -depth  

i n i t i a l  telephone c a l l s ,  a long t h e  l i n e s  suggested i n  Chapter 5. 

Several o ther  experiments cou ld  .be c a r r i e d  ou t  t o  a s c e r t a i n  whether, 

f o r  example, fo l low-up c a l l s  a re  h e l p f u l  and encouraging t o  students, 

s tudents who p a r t i c i p a t e  i n  in -depth  d iscussions w i t h  t h e i r  t u t o r s  or; 

t h e  telephone a re  more 1 i k e l y  t o  complete t h e i r  courses, and r e c e i v i n g  

h igh  marks i s  m o t i v a t i n g  t o  s tudents.  

It i s  apparent f rom t h i s  s tudy t h a t  t h e  t u t o r s '  f u n c t i o n s  are  

mu1 t i f a r i  ous, and t h a t  t u t o r s  p rov ide  a cons iderab le  amount o f  

counsel 1 i n g  and adv i s ing  support  t o  students. A s imi  1 a r  s tudy cou ld  be 

conducted w i t h  OLA adv isors  t o  a s c e r t a i n  i n  what way they  f a c i l i t a t e  o r  

h inder  students. A s tudy  o f  t h i s  na ture  would enable dec is ions  t o  be 

made about s tudent  support requirements and t h e  f e a s i b i l i t y  o f  combining 

o r  con t i nu ing  t o  separate t h e  r o l e s  o f  t u t o r s  and advisors,  as we1 1 as 

t h e  p r o v i s i o n  of o the r  s tudent  support  serv ices .  
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565 ST. ANDREWS ROAD 
WEST VANCOUVER, B.C. 

V7S 1V3 

Telephone: 922-2267 

I am a graduate student  i n  t h e  Facu l t y  o f  Education a t  Simon Fraser 
Un ive rs i t y ,  and am conduct ing a study t o  f i n d  ou t  how t u t o r s  can be o f  
more assi  stance t o  students t a k i n g  courses through t h e  Open . U n i v e r s i t y  

/_ x - and Open Col lege. Your name has been chosen a t  random from students who 
r e g i s t e r e d  f o r  a course i n  March, 1988. I am very i n t e r e s t e d  i n  what 
you can t e l l  me about your  experiences w i t h  your course regard less  o f  
how f a r  along i n  t h e  course you are, o r  how w e l l  you are  doing. 

I w i  11 be te lephon ing you w i t h i n  t h e  next  week t o  f i n d  out  i f  you 
are  w i  11 i n g  t o  p a r t i c i p a t e  i n  t h i s  study. Appointments f o r  a telephone 
i n t e r v i e w  (approximately 20 minutes i n  1 ength) w i  11 be r e q u i r e d  o f  each 
p a r t i c i p a n t .  Should you decide t o  take  p a r t  i n  t h e  study, you w i l l  have 
t h e  r i g h t  t o  withdraw a t  any t ime. Any in fo rmat ion  obta ined du r ing  t h e  
i n te rv iews  w i l l  be h e l d  i n  conf idence. Resu l ts  o f  t h e  study w i l l  be 
repor ted  i n  group format only, w i t h  no names at tached t o  it. A t  t h e  
complet ion o f  t h e  study a l l  da ta  f i l e s  w i l l  be destroyed. 

I f  you have f u r t h e r  quest ions about t h e  p r o j e c t ,  please f e e l  f r e e  t o  
discuss them when I c a l l  you. I f  you decide you would l i k e  t o  be 
invo lved  w i t h  t h e  study, an appointment f o r  an i n t e r v i e w  a t  a t ime  
convenient t o  you w i l l  be se t .  

Thank you f o r  your  assistance. 

Yours s i  ncere ly  

Barbara Andrews 
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Hal lo ,  t h i s  i s  Barbara Andrews. I am a graduate student  a t  Simon 
Fraser U n i v e r s i t y ,  and I wrote t o  you l a s t  ( t h i s )  week about a research 
study t h a t  I am conduct ing. Have you rece ived t h e  l e t t e r  y e t ?  

Have I c a l l e d  a t  a convenient t ime? 

No - arrange t o  phone back a t  appropr ia te  t ime  
Yes - (see below) 

As you know, I am conduct ing a study t o  f i n d  o u t  how t u t o r s  can be 
o f  more assistance t o  students who are  t a k i n g  courses through t h e  Open 
U n i v e r s i t y  and Open College. I n  order  t o  do t h i s  I am t r y i n g  t o  f i n d  
ou t  what t u t o r s  have s a i d  o r  done t h a t  has e i t h e r  been s i g n i f i c a n t l y  
he1 p f u l  and encouraging t o  students o r  s i g n i f i c a n t l y  unhe lp fu l  and 
d iscouraging t o  students i n  ach iev ing  what they  wanted t o  i n  t h e i r  
course. 

I would l i k e  t o  hear about your  experiences as a student .  I n  
p a r t i c u l a r ,  I am i n t e r e s t e d  i n  f i n d i n g  ou t  what your  t u t o r  has s a i d  o r  
done t h a t  has e i t h e r  been s i g n i f i c a n t l y  h e l p f u l  and encouraging t o  you 
o r  s i g n i f i c a n t l y  unhe lp fu l  and d iscouraging t o  you i n  ach iev ing  what you 
wanted t o  i n  your  course. 

Would you be i n t e r e s t e d  i n  p a r t i c i p a t i n g  i n  t h i s  study? 

No - Tha t1<  f i ~ e .  I q u i t e  understand. Jus t  f o r  my own i n t e r e s t  - 
would you be w i  1 l i n g  t o  t e l l  me why you d o n ' t  want t o  
p a r t i c i p a t e ?  . . . Well, thank you f o r  your  t ime. Good bye. 

Yes - I r e a l l y  apprec ia te  your he lp  w i t h  t h i s  study. What I I d  1 i ke 
t o  do i s  t o  e x p l a i n  a l i t t l e  b i t  about t h e  study, and t e l l  you 
t h e  quest ions I ' m  going t o  be asking you so t h a t  you have t ime  
t o  t h i n k  about your  responses. We can then se t  a date  and 
t ime which i s  convenient f o r  you t o  be in terv iewed.  

I ' d  l i k e  you t o  t h i n k  about t h e  two quest ions I w i l l  be asking you. 
You may want t o  j o t  down a few notes and have them handy when I 
i n t e r v i  ew you. 

I would l i k e  you t o  focus on your r e l a t i o n s h i p  w i t h  your t u t o r .  I f  
you have taken more than one course, I would l i k e  you t o  t h i n k  back over 
a l l  o f  them and focus on t h e  d i f f e r e n t  r e l a t i o n s h i p s  you have had w i t h  
your t u t o r s .  The re1  a t i o n s h i  ps were probably e s t a b l i  shed by: 

1. t h e  i n i t i a l  l e t t e r  you rece ived f rom your t u t o r  
2. t h e  telephone conversat ions you had w i t h  your t u t o r  
3 .  t h e  comments t h a t  your  t u t o r  made about your  assignments 
4. any notes or  l e t t e r s  t h a t  you sent t o  your t u t o r  w i t h  your 

assi  gnment . 
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I ' d  l i k e  you t h i n k  about what your  t u t o r  has s a i d  o r  done t h a t  has 
been e i t h e r  s i g n i f i c a n t l y  h e l p f u l  and encouraging t o  you o r  
s i g n i f i c a n t l y  unhe lp fu l  and d iscourag ing  t o  you i n  ach iev ing  what you 
wanted t o  i n  your  course( s )  . 

Do you have any quest ions? 

I would l i k e  t o  s e t  up a t ime  t h a t  i s  convenient t o  you so t h a t  we 
can spend some t i m e  t a l k i n g  about your  experiences. When i s  t h e  most 
convenient t i m e  f o r  you? 

We1 1, thank you f o r  you r  t ime.  I w i  11 te lephone you on (da te )  a t  
( t i m e ) .  Good bye. 
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Hel lo ,  t h i s  i s  Barbara Andrews. We arranged t h i s  t i m e  f o r  an 
i n t e r v i e w .  I s  t h i s  s t i l l  a l r i g h t  w i t h  you? (Couple o f  minutes o f  
i nformal conversa t i  on, e. g . "What's t h e  weather 1 i ke up t h e r e  i n  P r ince  
Rupert?" e t c .  ) 

Do you have any quest ions o r  comments be fo re  we begin? 

I would l i k e  t o  tape reco rd  our  telephone conversa t ion  so t h a t  i f  I 
d o n ' t  understand my handwr i t ten  notes I can check t h e  tape. As soon as 
I ' v e  f i n i s h e d  my research study, I w i l l  des t roy  t h e  tapes, so no-one 
e l s e  w i l l  ever hear them. 

I ' w o u l d  l i k e  you t o  focus on your  r e l a t i o n s h i p  w i t h  your  t u t o r s .  Can 
you t h i n k  o f  something t h a t  a t u t o r  has s a i d  o r  done t h a t  has been 
s i g n i f i c a n t l y  h e l p f u l  and encouraging t o  you i n  ach iev ing  what you 
wanted t o  f rom t h e  course? 

Pause. Take a1 1 examples 

Paraphrase each i n c i d e n t  f o r  c l a r i f i c a t i o n .  

Can you t h i n k  of something t h a t  a t u t o r  has s a i d  o r  done t h a t  has 
been s i g n i f i c a n t l y  unhe lp fu l  and d iscourag ing  t o  you i n  ach iev ing  what 
you wanted t o  f rom t h e  course? . 

Pause. Take a1 1 examples 

Paraphrase each i n c i d e n t  f o r  c i a r i f i c a t i o n  

Conclusion: I ' d  j u s t  1 i ke t o  ask you a few quest ions so t h a t  I can 
compare your  responses w i t h  those o f  o the r  students. 

( I f  i n f o r m a t i o n  n o t  a1 ready obta ined)  

1. I n  which course d i d  you en ro l  i n  t h e  March 1988 session? 
2. What i s  your  main reason f o r  t a k i n g  t h i s  course? 
3. How many courses, pas t  and present,  have you taken a t  O.L.A? 
4. What i s  t h e  h ighes t  l e v e l  of educat ion t h a t  you have completed? 
6. What i s  your  occupat ion? 
7. As I read t h e  f o l l o w i n g  age categoies would you t e l l  me i n  which one 

you f a l l ?  

Less than 25 26 - 35 36 - 45 46 - 55 56 - 65 
Over 65 

Well thank you f o r  t a k i n g  t h e  t ime  t o  answer these quest ions.  Your 
responses have been very  h e l p f u l .  Do you have any quest ions o r  
comments? I f  you happen t o  t h i n k  o f  any o ther  i tems over t h e  nex t  few 
days which you t h i n k  I might  be i n t e r e s t e d  i n ,  I would be very  g r a t e f u l  
if you cou ld  te lephone me. You can c a l l  me c o l l e c t  a t  922-2267. Thank 
you. 
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565 ST. ANDREWS ROAD 
WEST VANCOUVER, B.C. 

V7S 1V3 

Telephone: 922-2267 

J u l y  28, 1988 

Dear 

I am a graduate student  i n  t h e  F a c u l t y  o f  Education a t  Simon Fraser 
Un ive rs i t y ,  and am conduct ing a study about s tuden t / tu to r  re1  a t i  onshi ps 
a t  t h e  Open Learning Agency. I am endeavouryng t o  f i n d  ou t  what 
mot i  vates o r  h i  nders -s tudents  i n t h e i  r d i  stance ,education courses. Your 
name has been chosen a t  random from t u t o r s  who have been employed by t h e  
Open Learning Agency ( p r e v i o u s l y  t h e  Open Learning I n s t i t u t e )  f o r  f o u r  
o r  more years. 

I w i  11 be te lephon ing you w i t h i n  t h e  next  week t o  f i n d  out  i f  you 
are w i l l i n g  t o  p a r t i c i p a t e  i n  t h i s  study. Appointments f o r  a telephone 
i n t e r v i  ew (approximately 20 minutes i n  1 ength) w i  11 be r e q u i r e d  o f  each 
p a r t i c i p a n t .  Should you decide t o  take  p a r t  i n  t h e  study, you w i l l  have 
t h e  r i g h t  t o  withdraw a t  any t ime.  Any in fo rmat ion  obta ined du r ing  t h e  
i n te rv iews  w i  11 be h e l d  i n  conf idence. Resu l ts  o f  t h e  study w i  11 be 
repor ted  i n  group format only,  w i t h  no names at tached t o  it. A t  t h e  
complet ion o f  t h e  study a l l  da ta  f i l e s  w i l l  be destroyed. 

I f  you have f u r t h e r  quest ions about t h e  p r o j e c t ,  please f e e l  f r e e  t o  
d iscuss them when I c a l l  you. I f  you decide you would l i k e  t o  be 
invo lved  w i t h  t h e  study, an appointment f o r  an i n t e r v i e w  a t  a t ime 
convenient t o  you w i  11 be set .  

Your i n p u t  i s  essen t ia l  t o  t h e  success o f  t h i s  research p r o j e c t ,  and 
i t  i s  hoped t h a t  t h e  r e s u l t s  w i l l  be o f  i n t e r e s t  t o  t u t o r s .  Thank you 
f o r  your  assi  stance . 

Yours s i  ncere l  y 

Barbara Andrews 
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Format o f  i n i t i a l  Telephone Conversation 

Setting up Interviews with Tutors 



Hal lo ,  t h i s  i s  Barbara Andrews. I am a graduate student  a t  Simon 
Fraser Un ive rs i t y ,  and I wrote t o  you l a s t  week about a research study 
t h a t  I am conduct ing. I wondered i f  you had rece ived t h e  l e t t e r  y e t ?  

Have I c a l l e d  a t  a convenient t ime? , 

No - arrange t o  phone back a t  appropr ia te  t ime  
Yes - (see below) 

As you know, I am conduct ing a study about s t u d e n t k u t o r  
r e l a t i o n s h i p s  a t  t h e  Open U n i v e r s i t y  and Open College. I am 
endeavouring t o  f i n d  out  what mot ivates o r  h inders  students i n  t h e i r  
d is tance educat ion courses. 

Would you be i n t e r e s t e d  i n  p a r t i c i p a t i n g  i n  t h i s  study? 

No - T h a t ' s  f i n e .  I q u i t e  understand. Jus t  f o r  my own i n t e r e s t ,  
would you be w i l l i n g  t o  t e l l  me why you d o n ' t  want t o  
p a r t i c i p a t e ?  Well, thank you f o r  your  t ime.  Good bye. 

Yes - What I ' d  l i k e  t o  do i s  t o  exp la in  a l i t t l e  b i t  about t h e  
study, and t e l l  you t h e  quest ions I ' m  going t o  be asking you 
so t h a t  you have t ime  t o  t h i n k  about your  responses. We can 
then se t  a date  and t ime  which i s  convenient f o r  you t o  be 
in terv iewed.  

I n  my research study, I ' m  c o l l e c t i n g  data f rom t h r e e  sources: 

1. Telephone i n t e r v i e w s  w i t h  students. 
2 .  Student quest ionna i res  
3. Telephone i n t e r v i e w s  w i t h  t u t o r s .  

What I am asking t u t o r s  t o  do i s  t o  t h i n k  back over a l l  t h e  students 
you have tu to red .  I would l i k e  you t o  focus on your r e l a t i o n s h i p s  w i t h  
those students, and t h i n k  o f  any occasions when you s a i d  o r  d i d  
something t h a t  you perceived was s i g n i f i c a n t l y  he1 p f u l  and encouraging 
t o  students i n  achiev ing what they  wanted t o  i n  t h e i r  courses. Then I 
would l i k e  you t o  t h i n k  o f  any occasions when you d i d  o r  s a i d  something 
t h a t  you perceived was s i g n i f i c a n t l y  unhel p f  u l  and d i  scouragi ng t o  
students i n  ach iev ing  what they  wanted t o  i n  t h e i r  courses. 

Do you have any quest ions? 

I would l i k e  t o  se t  up a t ime  t h a t  i s  convenient t o  you so t h a t  we 
can spend some t ime  t a l k i n g  about your  experiences as a t u t o r .  When i s  
t h e  most convenient t ime  f o r  you? Thank you. I'll c a l l  you on (da te  
and t ime) .  



APPENDIX 6 

Interview Format - Tutors 



Hel lo ,  t h i s  i s  Barbara Andrews. We arranged t h i s  t ime  f o r  an 
i n te rv iew .  I s  t h i s  s t i l l  a l r i g h t  w i t h  you? (Couple o f  minutes o f  
i nformal conversat i  on ) 

Do you have any quest ions o r  comments be fo re  we begin,? 

I would l i k e  t o  tape reco rd  our telephone conversat ion so t h a t  i f  I 
d o n ' t  understand my handwr i t ten  notes I can check t h e  tape. As soon as 
I ' v e  f i n i s h e d  my research study, I w i l l  des t roy  t h e  tapes, so no-one 
e l s e  w i  11 ever hear them. 

I would l i k e  you t o  focus on your r e l a t i o n s h i p s  w i t h  your students. 
Can you t h i n k  o f  any occasions when you s a i d  o r  d i d  something t h a t  you 
perceived was s i g n i f i c a n t l y  h e l p f u l  and encouraging t o  a student  i n  
achiev ing what they  wanted t o  i n  t h e i r  course? 

Pause. Take a1 1 examples 

Paraphrase each i n c i d e n t  f o r  c l a r i f i c a t i o n .  

Can you t h i n k  o f  any occasions when you s a i d  o r  d i d  something t h a t  
you perceived was s i g n i f i c a n t l y  unhe lp fu l  and d iscouraging t o  a student  
i n  achiev ing what they  wanted t o  i n  t h e i r  courses? 

Pause. Take a1 1 examples 

Paraphrase each i n c i d e n t  f o r  c l a r i f i c a t i o n  

Conclusion: I I d  j u s t  l i k e  t o  ask you a few quest ions so t h a t  I can 
compare your responses w i t h  those o f  o the r  students. ( I f  i n fo rma t ion  
no t  a1 ready ob ta i  ned) 

1. Which courses do you t u t o r ?  
2. What i s  t h e  h ighest  l e v e l  o f  educat ion t h a t  you have completed? 
6. What i s  your  occupation o the r  than.being a t u t o r  w i t h  OLA? 
7. As I read t h e  f o l l o w i n g  age ca tegor ies  would you t e l l  me i n  which 

one you f a1 1 ? 

Less than 25 26 - 35 36 - 45 46 - 55 56 - 65 
Over 65 

Well thank you f o r  t a k i n g  t h e  t ime  t o  t a l k  t o  me. You have been 
very  h e l p f u l .  Do you have any quest ions o r  comments? 

I f  you happen t o  t h i n k  o f  any o ther  i tems over t h e  next  few days 
which you t h i n k  I might  be i n t e r e s t e d  i n ,  I would be very  g r a t e f u l  i f  
you cou ld  telephone me. You can c a l l  me c o l  l e c t  a t  922-2267. Thank 
you. 
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565 ST. ANDREWS ROAD 
WEST VANCOUVER, B.C. 

V7S 1V3 

Telephone: 922-2267 

June 17, 1988 

Dear 

I am a graduate student  i n  t h e  F a c u l t y  o f  Education a t  Simon Fraser 
U n i v e r s i t y  and am conduct ing a study t o  f i n d  ou t  how t u t o r s  can be o f  
more assistance t o  students t a k i n g  courses through t h e  Open U n i v e r s i t y  
and Open Col lege. 

Your name has been se lec ted a t  random from a1 1 Open U n i v e r s i t y  and 
Open Col lege students who en ro l  l e d  i n  a course i n  March 1988 and who 
have completed a t  l e a s t  two assignments. As quest ionna i res  are  o n l y  
being mai led t o  a small  number o f  randomly se lec ted students, i t  i s  very  
important ,  f o r  t h e  success o f  t h i s  study, t h a t  you complete t h i s  
quest ionnaire.  

It i s  est imated t h a t  you w i l l  need 10 - 15 minutes t o  answer t h e  
quest ions. The i n f o r m a t i o n  obta ined f rom t h e  quest ionna i res  w i  11 be 
h e l d  i n  conf idence. The data  w i  11 be repor ted  i n group fo rmat .  and you 
w i l l  net  be i d e n t s f i e d  g e r s m a l l y .  The quest ionna i re  has an 
i d e n t i f i c a t i o n  number f o r  m a i l i n g  purposes only.  Th is  i s  so t h a t  I may 
check your name o f f  t h e  m a i l i n g  l i s t  when your quest ionna i re  i s  
returned.  Your name w i l l  never be p laced on t h e  quest ionna i re .  A t  t h e  
complet ion o f  t h e  study a l l  da ta  f i l e s  w i l l  be destroyed. 

I am very i n t e r e s t e d  i n  what you can t e l l  me about your  experiences 
w i t h  your course regard less  o f  how f a r  along i n  t h e  course you are, how 
w e l l  you are doing, and whether o r  no t  you i n t e n d  t o  complete t h e  
course. 

To a s s i s t  w i t h  t h i s  p r o j e c t ,  would you please complete t h e  at tached 
quest ionna i re  and pu t  i t  i n  t h e  ma i l  i n  t h e  enclosed postage-paid 
envelope by Fr iday,  J u l y  8, 1988. I, l i k e  you, am a student  w i t h  
l i m i t e d  d i s c r e t i o n a r y  t ime, and I value t h e  t ime  and e f f o r t  you are 
c o n t r i b u t i n g  t o  my research study. Your i n p u t  i s  essen t ia l  t o  t h e  
success o f  t h i s  study, which h o p e f u l l y  w i  11 have some f u t u r e  b e n e f i t  t o  
s tudents s tudy ing " a t  a d is tance."  I f  you have any quest ions, please do 
no t  h e s i t a t e  t o  c a l l  me collect a t  922-2267. Thank you f o r  your  help.  

Yours s i n c e r e l y  

Barbara Andrews 



SURVEY OF OPEN UNIVERSITY AND OPEN COLLEGE STUDENTS 

Purpose o f  research study 

- The purpose o f  t h i s  study i s  t o  f i n d  ou t  how t u t o r s  can be o f  more 
ass is tance t o  Open U n i v e r s i t y  and Open Col lege students. To do t h i s ,  
I am asking students t o  i d e n t i f y  what t u t o r s  have s a i d  o r  done which 
has e i t h e r  been s i g n i f i c a n t l y  h e l p f u l  and encouraging t o  them, o r  been 
s i g n i f i c a n t l y  unhe lp fu l  and d iscourag ing t o  them i n  ach iev ing  what 
t h e y  wanted t o  i n  t h e i r  courses. I would r e a l l y  l i k e  t o  hear about 
you r  experiences as a student  t a k i n g  courses " a t  a d is tance."  Thank 

. you f o r  a s s i s t i n g  me w i t h  t h i s  research p r o j e c t  by complet ing t h e  
ques t i  onnai r e .  

Instructions f o r  completing questionnaire 

- Please 
March, 

I f  you 
p lease 
course 

- If you - 

r e l a t e  your answers t o  t h e  course i n  which you e n r o l l e d  i n  t h e  
1988 session. 

e n r o l l e d  i n  more . than  one course i n  t h e  March, 1988 session, 
choose one, of t h e  courses and r e l a t e  your answers t o  t h a t  
and t u t o r  only.  

wish t o  add any comments o r  a d d i t i o n a l  in format ion ,  please do 
so in  t h e  space provided. Please f e e l  f r e e  t o  use t h e  back o f  t h e  
page cr an e x t r a  sheet i f  y w  need m r e  space. Thank you. 

Instructions f o r  returning questionnaire 

- Please p lace t h e  quest ionna i re  i n  t h e  stamped, addressed, envelope 
prov ided and pu t  i t  i n  t h e  ma i l  by: 

Friday, July 8, 1988 

Please ' r e t u r n  i t  t o :  

Barbara Andrews 
565 S t .  Andrews Road 
West Vancouver, B.C. 

V7S 1V3 

Comnents, concerns and questions 

- I f  you have any comments, concerns and quest ions please d o n ' t  h e s i t a t e  
t o  c a l l  me col lec t  a t  

922-2267 



1. In which course did you enrol in the March I988 session? ( I f  you 
enrol led in more than one course i n  the March 1988 session, which 
course are you re1 ating t h i s  questionnaire t o ? )  

Please give complete course t i t . l e  or course code. 

2 .  How many courses, past and present, have you taken a t  OLA? 

Enter number pl ease. courses. 

3 .  I s  your t u t o r ' s  handwriting easy t o  read on your marked assignments? 

. . . . . . . . . . . .  Very easy [ I  
Somewhat easy . . . . . . . . . .  [ I  
Not too easy. . . . . . . . . . .  [ I  

. . . . . . . . .  Not a t  a1 1 easy [ I  
Tutor uses a typewriter or 

. . . . . . . .  word processor [ I  

If you wish t o  add comments, please do so here: 

4. '  In the feedback on your assignments, has your tu to r  encouraged you 
t o  telephone h i d h e r  i f  you have any questions, concerns, or 
problems? 

Yes. . . . . . . . . . . . . . .  .[I 
No . . . . . . . . . . . . . . .  .[I 

5. Has your tu tor  invited you t o  telephone in "out-of-office" hours i f  
you need immediate he1 p? 

Yes . . 
No. . .  



6. Does your  t u t o r  i n c l u d e  i n  t h e  feedback on your  assignments phrases 
such as: "Good work," "Exce l len t , "  "Good e f f o r t , "  "You are  do ing  
we l l , "  e t c ?  

A1 ways . . . . . . . . . . . . . .  [ I  
Often. . . . . . . . . . . . . .  .[] 

. . . . . . . . . . .  Sometimes. .[I  
. . . . . . . . . . . . .  Never. .[] 

I f  you wish t o  add comments, p lease do so here: 

If you checked "Never" please go t o  question 8. 

7. Are these phrases (such as: "Good work, I' "Excel 1 en t  , " "Good 
e f f o r t , "  "You a re  doing we1 1," e t c .  1 encouraging t o  you? 

. Very encouraging. . . . . . .  ; [ I  
Somewhat encouraging. . . . . . .  [ I  
Not t o o  encouraging . . . . . . .  [ I  
Not a t  a1 1 encouraging. . . . . .  [ I  

I f  you wish t o  add comments, p lease do so here: 

8. Does your  t u t o r  i n c l u d e  i n  t h e  feedback on your  assignments phrases 
such as: "Poor work," "You are  n o t  making s a t i s f a c t o r y  progress," 
"You are  n o t  p u t t i n g  enough e f f o r t  i n t o  your  work," e t c ?  

Always . . . . . . . . . . . . . .  [I 
Often. . . . . . . . . . . . . .  .[] 

. . . . . . . . . . . . .  Sometimes [ I 
. . . . . . . . . . . . . .  Never. [ 1 

I f  you wish t o  add comments, p lease do so here: 

If you checked "Never" please go t o  question 10. 



9. Are these phrases (such as: "Poor work," "You are n o t  making 
s a t i s f a c t o r y  progress," "You are  n o t  p u t t i n g  enough e f f o r t  i n t o  
your work, " e tc .  ) d i  scouragi ng t o  you? 

Very discouraging. . . . . . . .  . [ I ,  . . . . . . .  Somewhat d i  scouragi ng [ I  
Not t o o  d iscourag ing . . . . : ;  . [ I  
Not a t  a1 1 d iscouraging.  . . . .  .[] 
I f  you wish t o  add comments, please do so here: 

10. How thorough i s  your  t u t o r ' s  feedback on your  assignments? 

Very thorough . . . . . . . . .  .[] 
Somewhat thorough . . . . . . . .  [ I  
Not t o o  thorough. . . . . . . .  .[] 

. . . . . .  Not a t  a l l  thorough .[] 

I f  you wish t o  add comments, please do so here: 

11. How h e l p f u l  i s  your  t u t o r ' s  feedback on your assignments? 

. . . . . . . . .  Very h e l p f u l .  . [ I  
Somewhat he1 p f u l  . . . . . . . . .  [ I  
Not t o o  he1 p f u l  . . . . . . . . .  [ I  

. . . . . . . .  Not a t  a1 1 he1 p f u l  [ I  

I f  you wish t o  add comments, please do so here: 

12. Have you asked your t u t o r  a quest ion  by w r i t i n g  t h e  quest ion  i n  t h e  
box provided on t h e  T.M.A. o r  by w r i t i n g  i t  on a separate sheet o f  
paper which you have inc luded  w i t h  your assignment? 

Yes. . . . . . . . . . . . . . . .  [ I  
N o . .  . . . . . . . . . . . . .  [ I  

If you checked "No" please go t o  question 15. 



13. Does your  t u t o r  answer t h e  ques t i on (s )  you have asked? 

Always . . . . . . . . . . . . .  [I 
O f t e n . . . . . . . . . . . . . . [ ]  

. . . . . . . . . . .  Sometimes. [I 
. . . . . . . . . . . . .  Never [I 

If you wish t o  add comments, p lease do so here: 

If you checked "Never" please go t o  question 15. 

14. How thorough i s  your  t u t o r ' s  answer(s) t o  your  q u e s t i o n ( s ) ?  

Very thorough . . . . . . . . .  .[] 
. . . . . . .  Somewhat thorough .[I 

Not t o o  thorough. . . . . . . . .  [I 
. . . . . .  Not a t  a1 1 thorough .[I 

If you wish t o  add comments, p lease do so here: 
C 

15. Are you s a t i s f i e d  w i t h  t h e  marks t h a t  your  t u t o r  g ives  f o r  your  
assignments? 

A1.ways . . . . . . . . . . . . .  [I 
O f t e n . . . . . . . . . . . . . . [ ]  
Sometimes. . . . . . . . . . . .  [I 

. . . . . . . . . . . . .  Never [I 

If you wish t o  add comments, p lease do so here: 



16. Are you encouraged by t h e  marks t h a t  your  t u t o r  g ives  f o r  your  
assignments? 

Very encouraged. . . . . . . . .  [ I  . . . . . . .  Somewhat encouraged. [ I  
. . . . . . .  Not t o o  encouraged [ I  

Not a t  a l l  encouraged. . . . . .  [ I  

If you wish t o  add comments, p lease do so here: 

17. How easy i s  i t  t o  con tac t  your  t u t o r  on t h e  telephone? 

. . . . . . . . . . .  Very easy. [I  
Somewhat easy. . . . . . . . . .  [ I  
Not t o o  easy . . . . . . . . . .  [ I  . . . . . . . .  Not a t  a1 1 easy. [ ]  
Never t r i e d  t o  con tac t  t u t o r  . . [ I  

If you wish t o  add comments, please d o  ' s o  here: 

18. Have you t a l k e d  t o  your t u t o r  on t h e  telephone? 

Yes. . . . . . . . . . . . . . .  [ I  
N o . .  . . . . . . . . . . . . .  [ I  

If you checked "No" please go t o  question 31. 

19. A t  t h e  beginning of t h e  course d i d  you speak t o  your t u t o r  on t h e  
telephone? 

. . . . . .  Yes, t u t o r  c a l  l e d  me [ I  . . . . . .  Yes, I  c a l l e d  t u t o r .  [ I  
N o . .  . . . . . . . . . . . . .  t l  

. . . . . . . .  Cannot remember. [ I  

If you checked "No" or "Cannot Remember" please go t o  question 21. 



20. As a r e s u l t  o f  your  telephone conversa t ion  w i t h  your  t u t o r  a t  t h e  
beginning o f  t h e  course, were you eager t o  work on your  course? 

Very eager . . . . . . . . . . .  [ I  
Somewhat eager . . . . . . . . .  [ I  
Not t o o  eager. . . . . . . . . .  [ I  
Not a t  a1 1 eager . . . . . . . .  [ I  

I f  you wish t o  add comments, p lease do so here: 

21. Dur ing t h e  course, how many times-have you t a l k e d  to ,  your  t u t o r  on 
t h e  te lephone? (Give your  bes t  est imate.  ) 

. . . . . . . . . . . .  0 t imes.  [ I  

. . . . . . . . . . . .  1 t i m e .  [ I  . . . . . . . . . . . .  2 t imes. [ I  . . . . . . . . . . . .  3 t imes.  [ I  . . . . . . . . . . .  4 t imes. ; [ I  
. . . . . . . .  5 t imes o r  more. [ I  

If you checked "0" times, please go t o  question 31. 

22. Who usual l y  p1 aces t h e  te lephone c a l l s ?  

I u s u a l l y  c a l l  my t u t o r .  . . . .  [ I  
My t u t o r  u s u a l l y  c a l l s  me. . . .  [I 
I sometimes c a l l  my t u t o r  and 

he/she sometimes c a l l s  me. . .  [ I  

23. When you t a l k  t o  your  t u t o r  on t h e  telephone, do you f e e l  t h a t  you 
have t o  rush? 

Always . . . . . . . . . . . . .  [ I  
Often. . . . . . . . . . . . . .  [ I  

. . . . . . . . . . .  Sometimes. 11 
Never . . . . . . . . . . . . .  [ I  

I f  you wish t o  add comments, p lease do so here: 



24. Is your tutor's manner on the telephone friendly? 

Very friendly . . . . . . . . . .  [ I  
Somewhat friendly . . . . . . . .  [ I  . 
Not too friendly. . . . . . . :  . [I  
Not at all friendly . . . . . .  .[] 

If you wish to add comments, please do so here: 

25. Is it difficult to understand your 'tutor on the telephone (because 
of accent, tone of voice, speed of talking, etc)? 

Very difficult . . . . . . . . . . .  [ I  
Somewhat difficult . . . . . . . .  [ I  
Not. too difficult . . . . . . . .  [ I  
Not at all difficult. . . . . .  .[] 

If you wish to add comments, please do so here: 

26. Do you feel comfortable about telephoning your tutor? 

Very comfortable. . . . . . . . .  [ I  
Somewhat comfortable. . . . . .  . [ I  
Not too comfortable . . . . . . .  [ I  
Not at a1 1 comfortable. . . . .  . [ I  

If you wish to add comments, please do so here: 



27. How thorough i s  your  t u t o r  when g i v i n g  you i n f o r m a t i o n  over t h e  
telephone? 

Very thorough . . . . . . . . . .  [ 1 
Somewhat thorough . . . . . . . .  [ 1 
Not t o o  thorough. . . . . . . .  .[I 
Not a t  a1 1 thorough . . . . . . .  [ 1 

I f  you wish t o  add comments, p lease do so here: 

28. How h e l p f u l  a re  te lephone conversat ions w i t h  your  t u t o r ?  

. . . . . . . . . . .  Very he1 p f  u l  [ I  
Somewhat he1 p f u l  . . . . . . . . .  [ 1 . . . . . . . . .  Not t o o  he1 p f u l  [ I  

. . . . . . . .  Not a t  a1 1 he1 p f u l  [I  

I f  you.w ish  t o  add comments, p lease do so here: 

Did your tu tor  telephone y o u . j u s t  b e f o r e  t h e  exam? 

Y e s . .  . . . . . . . . . . . . .  [ I  
N o . .  . . . . . . . . : . . . .  [ I  
Have n o t  taken exam. . . . . . . .  [ I  

If you checked "No" or "Have not taken exam" please go t o  
question 31. 

How h e l p f u l  was t h e  telephone conversa t ion  you had w i t h  your  t u t o r  
j u s t  be fo re  t h e  exam? 

. . . . . . . . . .  Very h e l p f u l .  .[I 
. . . . . . . . .  Somewhat he1 p f  u l  [ 1 

Not t o o  h e l p f u l  . . . . . . . .  .[I 
Not a t  a1 1 he1 p f u l  . . . . . . . .  [ 1 

I f  you wish t o  add comments, p lease do so here: 



31. Do you f e e l  t h a t  your  t u t o r  cares about how w e l l  you are  doing i n  
t h e  course? 

Yes, a l o t  . . . . . . . . . . .  [ I  
Yes, a l i t t l e .  . . . . . . . . .  [ I  . 
Not much. . . . . . . . . . . .  .[] 
No, no t  a t  a1 1 . . . . . . . . . .  [I . . . . . . . . . .  I don ' t know. [ 1 

If you wish t o  add comments, please do so here: 

Now t h a t  you have had a chance t o  respond t o  general quest ions about 
your  re1  a t i o n s h i p  w i t h  your t u t o r ,  please take  a few minutes t o  w r i t e  
down a few s p e c i f i c  comments by answering t h e  f o l l o w i n g  quest ions:  

32. What has your t u t o r  s a i d  o r  done t h a t  has been s i g n i f i c a n t l y  
h e l p f u l  and encouraging t o  you i n  achiev ing what you wanted t o  i n  

. your  course? 

. What has your t u t o r  s a i d  o r  done t h a t  has been s i g n i f i c a n t l y  
unhe lp fu l  and d iscouraging t o  you i n  ach iev ing  what you wanted t o  
i n  your course? 



L a s t l y ,  a  few quest ions so t h a t  I can compare your  answers w i t h  those o f  
o the r  s tudents.  

34. What i s  you r  main reason f o r  t a k i n g  t h e  course t h a t  you en ro l  l e d  i n  
d u r i n g  t h e  March 1988 session? 

35. What i s  your  p resent  occupat ion? 

36. What i s  t h e  h ighes t  l e v e l  o f  educat ion t h a t  you have completed? 

37. I n  what age ca tegory  do you f a l l ?  

25 o r  l e s s  . . . . . . . . . . .  [ I  
26-35. . . . . . . . . . . . . .  [I 
36-45. . . . . . . . . . . . . .  [I  - - 

46-55. . . . . . . . . . . . . .  [ I  
56-65. . . . . . . . . . . . . .  [ I  
Over 65. . . . . . . . . . . . .  [ I  

- THANK YOU VERY MUCH FOR COMPLETING THIS QUESTIONNAIRE 

Please p lace t h e  ques t i onna i re  i n  t h e  stamped, addressed, envelope 
prov ided and p u t  i t  i n  t h e  mai 1 by: 

Friday, July 8, 1988 

Please r e t u r n  i t t o :  

Barbara Andrews 
565 St.  Andrews Road 
West Vancouver, B.C. 

V7S 1V3 



APPENDIX 8 

Follow-up Letter--Student Questionnaires 



565 ST. ANDREWS ROAD 
WEST VANCOUVER, B.C. 

V7S 1V3 

Telephone: 922-2267 

July 23, 1988 

Dear 

I t r u s t  t ha t  you received my l e t t e r  dated June 17, 1988 enclosing a 
questionnaire relat ing t o  the course in which you enrolled in March, 
1988. I have had a very good response t o  t h i s  questionnaire, which leads 
me t o  believe tha t  the research study I am conducting i s  not only valid,  
b u t  also has the potential of being very valuable t o  future students who 
are  taking courses "a t  a distance." Although many students have 
responded t o  my request, I am very anxious t o  hear from the few students 
who have not yet returned t h e i r  questionnaire. As I mentioned in my 
l e t t e r  dated June 17, only a small number of students have been randomly 
selected t o  par t ic ipate  in t h i s  study. Your personal input i s  therefore 
of great importance t o  t h i s  research. 

I am well aware tha t  most adult learners have many respons ib i l i t ies  
and demands on their  time i n  addition t o  t h e i r  s tudies .  However, if you 
could take the time t o  contribute your input in to  t h i s  important 
project,  I would be extremely grateful .  If you have any questions or 
concerns, please do not hes i ta te  t o  ca l l  me col lec t  a t  922-2267. 

Thank you. 

Yours sincerely' 

Barbara Andrews 



APPENDIX 9 

Responses To Questionnaires 



1. I n  which course d i d  you e n r o l  i n  t h e  Mqrch 1988 session? 

University CTV ABE 
No. o f  No. o f  No. o f  

Courses Students Courses Students Courses Students 

ADMIN 411 
ADMIN 450 
COMPT 101 
ECON 200 
ECON 201 
ECON 401 
ENGL 100 
ENGL 101 

BOTR 101 2 
BOTR 125 1 
BUSM 101 2 
BUSM 11 1 1 
BUSM 121 1 
BUSM 131 6 
BUSM 132 3 
ELEC 110 3 

ENGL 201 1 ELEC 
ENGL 221 1 ELEC 
ENGL 442 1 ENGL 
GEOG 231 1 MATH 
GEOG 270 1 TRAV 
HIS? 210 1 TRAV 
MATH 100 1 TRAV 
MATH 101 
MATH 102 
MATH 110 
MATH 411 
PSYC 102 
PSYC 440 
PSYC 445 
PSYC 446 
SOCIO 450 

BISC 023 2 .  
BISC 030 6 
ENGL 010 1 
ENGL 020 2 
ENGL 030 3 
ENGL 034 1 
FREN 020 1 
MATH 003 3 

1 
1 
1 
1 
1 
7 
1 

TRAV 130 2 

2 0 1 MATH 010 1 
40 1 MATH 024 3 
06 2 MATH 033 1 
06 1 SCI 020 1 
00 2 
7 0 1 
20 1 



2. How many courses, pas t  and present,  have you taken a t  OLA? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

One course 
Two courses 
Three courses 
Four courses 
F i v e  courses 
S ix  courses 
Seven courses 
E igh t  courses 
Nine courses 
Ten courses 
Eleven courses 



203 

3. Is your tutor's handwriting easy to read on your marked assignments? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very easy 14; 40 1 7 ~  68 
Somewhat easy 2 6 9c 23 

5 20 
Not too easy - - 3 9 - 

1 4 
Not at all easy - 2 8 
Tutor uses a typewriter 
or word processor 1 3 1 3 - - 

No response - - - - - - 
- 

Comments from Universitv students 

a "Sometimes uses a typewriter or word processor" 
"Tutor uses both type and handwriting" 
"I have found that it. has been a problem in past classes I have 
taken. " 
"Tutor also uses a typewriter or word processor. "My first tutor's 
handwriting was difficult to read but the content was very good." 

"Tutor also uses a typewriter or word processor. On essay a little 
hard, but I appreciated the comments because they were helpful." 

"Would prefer if the tutor printed.' 
"Only odd words, that are not easy to read" 
"Tutor uses typewriter sometimes" 

'It was so bad, for the most part I didn't even try to decipher it." 

Comments from CTV students 

"Clear and precise, lets me know what she's thinking." 
"She made brief comments on cover sheets. On assignments she 
indicated changes where numbers needed correcting." 

"An ink pen seemed clearer than felt.' 

Comments from ABE students 

"Tutor also uses a typewriter or word processor. She printed out her 
main comments on a word processor but also made notes throughout my 
work. " 
"She uses red pen." 
"My tutor marks and returns my assignments quickly and her writing is 
clear and to the point." 



4. In the feedback on your assignments, has your tutor encouraged you 
to telephone him/her if you have any questions, concerns, or 
problems? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Yes 
No 
No response 

5. Has your tutor invited you to telephone in "out-of-office" hours if 
you need immediate help? 

University CTV 
(N = 35) (N = 30) 
N % N % 

ABE 
(N = 25) 
N % 

Yes 
No 
No Response 

Comments' from University students 

a "Tutor invited to call in introduction letter. However, was not home 
(or no answer) twice when I call ed (out of off ice hours). My tutor Is 
"office hours" were not convenient for me i.e. Monday/Tuesday." 

"I find there are enough regular hours for contact that I do not need 
"out-of-office" hours." 

Comments from CTV students 

"I receive generally good marks, so I feel that there is not a need 
for him to phone me, or to phone in off-hours." 

Comments from ABE students 

"She has said I can telephone any day, any time, because I study 
during the day. 



6. Does your  t u t o r  i n c l u d e  i n  t h e  feedback on your  assignments phrases 
such as: "Good work," "Exce l len t , "  "Good e f f o r t , "  "You are  doing 
we l l , "  e t c .?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N . % N % 

A1 ways 
Of ten  
Somet i mes 
Never 

Comments f rom U n i v e r s i t v  s tudents 

a "Other than my f i r s t  assignment, most o f  my assignments have been Good 
o r  Very Good." 

"Th is  i s  i n  r e l a t i o n  t o  March session only . "  

Comments f rom CTV students 

"Comments were always p o s j t i v e  b u t  b r i e f  .I1 

"He d i d n ' t  e x p l a i n  what I was doing wrong, and how t o  c o r r e c t  i t  . " 
"When they  are  done w e l l . "  

Comments f rom ABE students 

" I t ' s  very  encouraging when you get  commen'ts on your  work." 

"He was impressed t h a t  I f i n i s h e d  my assignments i n  ( a )  few weeks." 
"Not so much as t h e  above statements. More l i k e  'bad e f f o r t . " '  



7. Are these phrases (such. as "Good work," "Exce l len t , "  "Good e f f o r t , "  
"You are doing we1 1," e t c .  ) encouraging t o  you? 

University CTV ABE 
(N = 35) (N  = 30) (N  = 25) 
N % N % N % 

Very encouraging l g a  54 
Somewhat encouraging 37 
Not t o o  encouraging 6 - - - - 
Not a t  a1 1 encouraging - - - - - - 
Ski pped 1 3 1 3 - - 
No response - - - - 1 4 

/-- 

- Comments from Un ive rs i t y , s tuden ts  

a "I f i n d  pe rsona l l y  t h a t  i t  makes me f e e l  con f iden t  i n  my a b i l i t i e s  t o  
do t h e  assignments w e l l . "  

"This was p a r t i c u l a r l y  impor tant  on t h e  f i r s t  assignment t o  e txu re  
t h a t  I was on t h e  r i g h t  t rack . "  

" I  f i n d  these comments c l i c h 6 ,  i . e .  80% earns 'Good work,' 90% earns 
' Excel 1 ent  "I 

Comments f rom CTV students 

"The feedback comments on t h e  re tu rned  assignments were very  
encouraging -- e s p e c i a l l y  t o  someone l i k e  mysel f  t a k i n g  an OLI 
course f o r  t h e  f i r s t  t ime."  
"I f i n d  them very encouraging. A f t e r  no t  being i n  t h e  h a b i t s  o f  

studying, i t  makes you f e e l  good when you are doing good." 
"Yes, he i s  very  encouraging." 
"My encouragement comes f rom t h e  mark i t s e l f . "  
"They are more encouraging i f  t h e  mark i s  high." 

Comments from ABE- s tudents 

"These phrases are  very  encouraging because I have been ou t  o f  school 
f o r  many years." 

" U n t i l  I have more problems." 
"It ' s n i c e  t o  hear encouragement, especi a1 l y  when y o u ' r e  s t r u g g l  i ng 
through some assignments." 
"I l i k e d  t h i s  encouragement because i t  made me f e e l  t h a t  al though I 
d i d n ' t  know 100% o f  t h e  work, i t  gave me some i n d i c a t i o n  on my 
performance . . . i n  my t u t o r ' s  opin ion."  
"I always f i n d  p o s i t i v e  comments very  i n s p i r i n g ,  al though 
c o n s t r u c t i v e  c r i t i c i s m  i s  a l so  h e l p f u l .  My t u t o r ,  al though l i t t l e  
phone communications were used due t o  an e r r o r  a t  OLI w i t h  my phone 
no., wrote encouraging comments i n  t h e  re tu rned  assignments. I 
appreciated h i s  use o f  my proper f i r s t  name i n  doing so." 

"She w i l l  o f t e n  ask me a quest ion  and t h i s  i s  u s u a l l y  h e l p f u l  i n  my 
work. " I 



8. Does your t u t o r  i n c l u d e  i n  t h e  feedback on your assignments phrases 
such as "Poor work, "You a re  n o t  making s a t i s f a c t o r y  progress," "You 
are  n o t  p u t t i n g  enough e f f o r t  i n t o  your work," e t c ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

A1 ways 
Often 
Somet i mes 
Never 
No response 

Comments f rom U n i v e r s i t y  s tudents 

a "He was s p e c i f i c  when my essay content  was no t  c l e a r .  He d i d  n o t  use 
t h e  terms t h a t  you have used.," 

"Not e x a c t l y  as vague as those examples; u s u a l l y  more s p e c i f i c . "  
"More o f t e n  I d o n ' t  grasp t h e  exact  d i r e c t i o n  they  wanted me t o  go 
w i t h  my assignment, e.g. 'Good grammar and punctuat ion, b u t  use more 
examples f rom t h e  s t o r y  . -. . ' o r  an i n d i c a t i o n  t h a t  something more 
o r  d i f f e r e n t  was expected." 

"Other than my f i r s t  assignment where my t u t o r  po in ted ou t  weak areas 
t h a t  needed r e v i  s i  on, negat ive  comments haven ' t been used. " 

"On t h i s  p a r t i c u l a r  course I am doing we l l ,  bu t  I hope i f  i n  some 
o the r  area I need these comments t h a t  they  w i l l  be g iven t o  me." 

"Tha t ' s  because I am such a g rea t  s tudent .  Ho Ho." 

Comments f rom CTV students 

"Only when i t  was." 

"Yes, i n  f a c t ,  I 've  been behind a l o t  and he encourages you t o  hang 
i n  there . "  

"There h a s n ' t  been any need f o r  such comments." 
"She might have on o the r  peop le 's  work, bu t  I never rece ived any such 
comments." 

" I ' v e  always done we l l . "  
"Marks were good o v e r a l l . "  

Comments f rom ABE students 

e e.g. if I cancel t h e  r i g h t  answer." 

"My lowest mark was 92%. I have completed t h e  course." 



- 

9. Are these phrases (such as: "Poor work," "You are no t  making 
s a t i s ' f a c t o r y  progress," "You a re  n o t  p u t t i n g  enough e f f o r t  i n t o  your  
work, " e t c  . ) d i  scouragi ng t o  you? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 

. N % N % N % 

Very d i  scouragi ng - - - - 1 4 
Somewhat d iscouraging la 3 - - 1 4 
Not t o o  d iscouraging 3 - - - - 
Not a t  a1 1 d iscouraging ib 9 - - le 4 
Ski pped 29 83 2 97 2 1 8 4 
No response 1 3 3 1 4 

Comments from U n i v e r s i t v  s tudents 

a "As i n d i c a t e d  i n  quest ion  8 ( 'More o f t e n  I d o n ' t  grasp t h e  exact  
d i r e c t i o n  they  wanted me t o  go w i t h  my assignment' ) sometimes i t  ' s  
hard when you 've  done your bes t  bu t  were a b i t  o f f  t r a c k .  An 
example f rom my course would be my second assignment. .The  
assignment was t o  do an essay on our f e e l i n g s  about one o f  our 
readings, o r  how i t  a f f e c t e d  us. I found i t  d i f f i c u l t  because we 
d i d n ' t  spend much t ime  working on how t o  w r i t e  ar! essay i t s e l f .  It 
would have helped t o  have seen an example o f  t h e  type o f  work 
expected." 

"If they  were as vague as t h e  example i t  would  be very  discouraging." 
'"This was taken as p o s i t i v e  c o n s t r u c t i v e  c r i t i c i s m . "  

Comments from CTV students 

C "Yes, they  do discourage you because f i t t i n g  i n  these courses i n t o  a 
busy schedule i s  hard and I ' m  very  aware o f  t h e  deadl ines."  

"Why would i t  be any o f  t h e  above? Comments l i k e  t h a t  should be 
taken as advice." 

Comments f rom ABE students 

"Because we l e a r n  by m i  stakes." 



10. How thorough i s  your  t u t o r ' s  feedback on you r  assignments? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very thorough 13a 37 47 
Somewhat thorough 5 4 
Not t o o  thorough 9 

3 43 
3 10 

Not a t  a l l  thorough - - - - 

Comments f rom U n i v e r s i t y  s tudents 

a "Weaknesses are  po in ted  ou t  and c o r r e c t i o n s  o r  f u r t h e r  m a t e r i a l  
(answers) r e v i s i o n s  a re  added t o  t h e  assignments I have handed i n . "  
[ s i c ]  

"Usua l ly  s h o r t  comment" 
"Tends t o  ! !x,  so I asked under "s tudent  comments" i f  a quest ion  i s  
wrong t o  i n c l u d e  t h e  c o r r e c t i o n  ( i  .e. I had nowhere t o  l ook  i t  up). 
Omone assignment she wro te  "Why do t h i s !  " but  never t o l d  me why i t  
was wrong. I found t h i s  d i s q u i e t i n g . "  

Comments f rom CTV s t u d e n t s .  

"She made c o r r e c t i o n s  and b r i e f  comments. " 
" I  f i n d  t h a t  when I make an e r r o r ,  I d o n ' t  ge t  enough feedback on 
what my e r r o r  was." 

Comments f rom ABE students 

" T e l l s  me t o  c a l l  her  i f  I have any quest ions a f t e r  my assignment i s  
marked. W i l l  w r i t e  re fe rence  page numbers f o r  quest ions t h a t  a re  
n o t  complete ly  o r  thorough ly  answered by me." 

"Although I do w e l l  on my assignments, my t u t o r  always p o i n t s  ou t  my 
problem areas and asks me t o  c a l l . "  

"On t h e  quest ions I ask her, she was very  thorough." 
"My t u t o r  exp la ins  quest ions I ' v e  done wrong very  w e l l . "  

" I ' d  p r e f e r  i f  my t u t o r  would comment on my content  r a t h e r  than my 
s t r u c t u r e  o f  essays." 



11. HOW he ' lp fu l  i s  your  t u t o r ' s  feedback on you r  assignments? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very he1 p f  u l  14; 40 53 
Somewhat h e l p f u l  5  1  3 43 
Not t o o  h e l p f u l  3 9 1  3  1  4 
Not a t  a l l  h e l p f u l  - - - - - - 

Comments f rom U n i v e r s i t v  s tudents 

a "Problems cou ld  be co r rec ted  i n  f u t u r e  assignments." 
"Found comments ve ry  h e l p f u l  -- valuable."  

"He lp fu l  when l e g i b l e . "  
"It would be more h e l p f u l  i f  they  would p o i n t  ou t  your  weak areas so 
students cou ld  concent ra te  more on these areas o f  study." 

"When I d o n ' t  t ake  t h e  t ime  t o  decipher  h i s  w r i t i n g ,  i t  c a n ' t  be t o o  
h e l p f u l .  My f a u l t ,  n o t  h i s .  He pu ts  l o t s  o f  comments on my 
papers. " 

  TOO sho r t "  

Comments f rom CTV students 

" ~ e l ~ s '  c o r r e c t  t h e  1  i t t l e  m i  stakes, thus  f i n e  t u n i n g  my assignments." 

"The frequency o f  te lephone con tac t  was n o t  adequate." ( s i c )  

Comments f rom ABE students 

"I f i n d ,  by g i v i n g  me page number o u t  o f  t h e  t e x t  book, I remember 
b e t t e r  than i f  she was t o  t e l l  me t h e  answer." 

"She supp l ies  page numbers i n  my t e x t ,  so t h a t  I may go over a  
problem area i n  my marked assignment." 

" I t ' s  n i c e  when I d o n ' t  understand a  quest ion  and my t u t o r  exp la ins  
t h e  quest ion."  

"It would be e a s i e r  t o  s i t  w i t h  t h e  t u t o r  i n  person and d iscuss  
e r r o r s .  " 

" T e l l s  me which page t o  f i n d  i t  on." 
"I n o t i c e d  a  l o t  o f  confus ion  between t h e  courses use o f ,  my t u t o r ' s  
use o f ,  and my t e x t s  ac tua l  page numbers s p e c i f i c a t i o n .  I assumed a 
d i f f e r e n t  t e x t  was r e f e r r e d  t o . "  



12. Have you asked your t u t o r  a quest ion  by w r i t i n g  t h e  quest ion  i n  t h e  
box provided on t h e  TMA o r  by w r i t i n g  i t  on a separate sheet o f  
paper which you have inc luded  w i t h  your assignment? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Yes 
No 
No response 

Comments from CTV students 

a " I  phone him if I need t o  ask about something." 

Comments from ABE students 

"More o r  l e s s  j u s t  comments." 

13. Does your t u t o r  answer t h e  quest ion(e)  you have asked? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

A1 ways 
Often 
Sometimes 
Ne'ver 
Ski pped 
No response 

Comments from U n i v e r s i t y  s tudents 

a "Once I suggested t h a t  an assignment quest ion was very  vague, t h e r e  
was no response." 

"Have on ly  asked one quest ion  - rece ived no rep ly . "  

Comments from CTV students 

" I  had asked f o r  e x t r a  assigned work on a t o p i c .  There wasn' t  any 
avai 1 able. " 

"She phoned me back immediately w i t h  answer -- as soon as she 
rece ived it. " 



14. How thorough i s  your  t u t o r ' s  answer(s) t o  your  q u e s t i o n ( s ) ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very thorough 7a 41 gb 86 5 71 
Somewhat thorough 7 41 1 14 1 14 
Not t o o  thorough - - - - - - 
Not a t  a l l  thorough - - - - - - 
Skipped 18 - 23 - 18 - 
No response 3 18 - 1 14 - 

Comments f rom U n i v e r s i t y  s tudents 

a "However, I found i n  t h e  pas t  t hey  sometimes use terms which are  hard 
t o  understand." 

Comments f rom CTV students 

"On telephone, I had t o  r e f e t  t o  page number i n  t e x t  on ly .  Her 
response was immedi a t e  and he1 p f  u l  . " . ( s i c ) .  



15. Are you s a t i s f i e d  w i t h  t h e  marks t h a t  your  t u t o r  g ives  f o r  your  
assignments? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

A1 ways 20; 57 21d 70 2of 80 
O f  t e n  29 2 8 

14 
27 

Ye 3 Sometimes 1 4 
Never - - - - 1 4 
No response - - - - 1 4 

Comments f rom U n i v e r s i t y  s tudents 

a "Very f a i r  marking" 
"A breakdown o f  marks rece i ved  f o r  conceptual,  tu to r -posed and essay 
quest ions would be h e l p f u l . "  

"Three out  o f  f o u r  assignments I was very  pleased. The grade on t h e  
1 s t  assignment i s  quest ionable.  " 

"There was an e r r o r  ( 3  marks) on one assignment t h a t  I s t i l l  have t o  
re-submit."  
"I found many mu1 t i p l  e cho ice  t ype  quest ions were r e a l  l y  ambiguous 
and o f  l i t t l e  o r  no va lue  i n  s p e c i f i c  terms o f  p repa ra t i on  towards 
t h e  f i n a l  exam. Please 'note I do n o t  mean t h a t  t h e  quest ions 
themselves had t o  appear on t h e  f i n a l  exam." 
"I thought  I would score b e t t e r ,  b u t  I ' m  sure he i s  accurate."  
" I t ' s  n o t  t h e  t u t o r ' s  marking I have a problem wi th ,  b u t  my scores. 
"Th is  p a r t i c u l a r  course was a repeat  f o r  me. The f i r s t  t i m e  I had an 
average o f  78%, t h e  second t ime  82%. For  t h e  most p a r t  I merely 
rewro te  t h e  assignment quest ions.  On q u i t e  a number o f  t h e  
assignments t h e  answers were i d e n t i c a l  ( w i t h  a l i t t l e  more thorough 
answer t h e  second t ime)  however, t h e  second mark was l e s s  than t h e  
f i r s t .  Th is  d i d n ' t  seem reasonable t o  me because t h e  content  was t h e  
same. " 

Comments f rom CTV students 

"They wou ldn ' t  have t h e  j o b  i f  they  d i d n ' t  know what t hey  were 
doing . " 

" T u t o r ' s  marks seem very  s t r i c t  f o r  an i n t r o  course w i t h  no 
p r e r e q u i s i t e s  and some i n t e r p r e t a t i o n  i s  encouraged i n  course." 

Comments f rom ABE students 

"My t u t o r  i s  always f a i r ,  she g i ves  some marks f o r  each problem even 
i f  t h e  answer i s n ' t  r i g h t . "  



16. Are you encouraged by t h e  marks t h a t  your  t u t o r  g ives  f o r  your  
assignments? 

University CTV ABE 
(N = 35) ( N  = 30) (N = 25) 
N % .  N % N % 

Very encouraged 46 l g d  63 1 6 ~  64 
16a 40 Somewhat encouraged 
l i b  11 

8 27 7 28 
Not t o o  encouraged 1 3 - - 
Not a t  a l l  encouraged - - 3 1 4 
No response lc 3 1 4 

Comments f rom U n i v e r s i t y  s tudents 

a "To me marks do no t  count as much as what I go t  ou t  o f  t h e  
assignment . " . . 

'The l i s t  one I was pleased wi th . "  

 id not  view t h e  marks as encouraging o r  non-encouraging." 

Comments from CTV students 

"This was o f t e n  t h e  o n l y  encouraging p a r t  o f  a very  d u l l  and o f t e n  
f r u s t r a t i n g  course." 

"The marks do n o t  g i v e  me encouragement, bu t  they  g i v e  me 
s a t i s f a c t i o n ,  o r  d e s i r e  t o  do b e t t e r  on t h e  next  assignment." 

Comments f rom ABE students 

"Except t h e  1 as t  one -.- 68% -- I bombed t h a t  one. " 



17. How easy i s  i t  t o  con tac t  your  t u t o r  on t h e  telephone? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very easy 8; 23 1 4 ~  47 6i 24 
Somewhat easy 2 6 5g 17 7; 28 
Not t o o  easy 9c 23 2 8 

Yd 3 
7 

:h 3 Not a t  a l l  easy - - 
Never t r i e d  t o  con tac t  

t u t o r  23 8 27 9 36 
Ye 3 No response - 1 4 - 

Comments f rom U n i v e r s i t v  s tudents 

a "Very h e l p f u l  when I d i d  con tac t  her . "  
"I o n l y  .phoned him once. We hung up. He c a l l e d  back, and spent 

3 hour p l u s  e x p l a i n i n g  something t o  me." 

"He has g iven o n l y  two days ou t  o f  a week (Monday and Tuesday, 6:00 - 
8:00 p.m. )  t o  contact  him." 

"A1 though she has convenient o f f i c e  hours, I tend t o  do my homework 
a t  odd hours. T r i e d  t o  reach her  once, b u t  d i d n ' t  want t o  w a i t  t h e  
5 days u n t i l  her nex t  day w i t h  o f f i c e  hours. (Found answer t o  
quest ion  on my own). " 

"L im i ted  - 3$ hours se t  as ide - evening 2 hours once a week and 
morning 18 hours once a week." 

"Explained e a r l i e r ,  o f f i c e  hours were no t  convenient f o r  me." 
"His phone wasn ' t  working f o r  a week w i thou t  him knowing." 
"Her schedule and mine are  on d i f f e r e n t  t ime  zones." 
"It would be eas ie r  i f  one had more immediate access t o  a t u t o r  than 
w a i t i n g  3 o r  4 days u n t i l  t h e i r  scheduled t ime.  It can be 
f r u s t r a t i n g  i f  you have a problem which can h o l d  up your work f o r  a 
coup1 e o f  days. " 

"Get busy ( s i g n a l  ) very  o f ten .  " 
"Even du r ing  h i s  designated " t u t o r  hours" sometimes t h e r e  would be no 

answer. " 

"I 1 i v e  i n  i s o l a t e d  logg ing  camp w i t h  one phone 1 i ne .  I d o n ' t  have 
my own  phone^ and can o n l y  use t h e  o f f i c e  phone. It i s  u s u a l l y  
tu rned o f f  i n  t h e  evenings." 

/Conti  nued 



"The o f f i c e  t imes were no t  convenient f o r  me as I was a t  school days 
(9:30 - 11:OO a.m.) and 5:30 - 7:00 p.m. i s  busy w i t h  ch i l d ren . "  

Comments from CTV students 

"Was able . t o  he lp  a t  a1 1 t imes, o r  able t o  comment on any g iven 
s i t u a t i o n .  " 

"Only had t o  contac t  once. No problems." 
"She was always avai 1 ab le  a t  assigned t imes." 

"Has answering machine f o r  any t ime  phoning. ' S p e c i f i e d  Time' 
phoning i s  tough g e t t i n g  through -- l i n e  busy." 
"It would be n i c e  t o  be ab le  t o  t a l k  t o  your t u t o r  more than t w i c e  a 
week. " 

" I  have found i t  d i f f i c u l t  t o  ge t  a h o l d  o f  some t u t o r s .  

Comments from ABE students 

i " I  o n l y  contacted t h e  t u t o r  once and I found her very  h e l p f u l  and 
encouraging . " 

"Although -I haven ' t  t r i e d  - I know she' has an answering machine and 
w i l l  ge t  back t o  me." 

"As a l ready stated,  t h e r e  was l i t t l e  contac t  (by my choice)  y e t  when 
I phoned, he was avai 1 able." 

j "Only t r i e d  once." 

"Because o f  my sh i f twork . "  

18. Have you t a l k e d  t o  your t u t o r  on t h e  telephone? 

University CTV ABE 
(N = 35) (N = 30) (N = 2 5 )  
N % N % N % 

Yes 3 1 89 25 83 18 72 
No 4 11 5 17 7 28 



19. A t  t h e  begi nni na of t he  course did you speak t o  your t u t o r  on t he  
telephone? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Yes, t u t o r  ca l l ed  me 1 8 ~  51 14 47 loC 40 
Yes, I ca l l ed  t u t o r  2 3 7 23 5 20 gb 14 No 4 13 2 8 
Cannot remember - - - - 1 4 
Skipped 4 11 5 17 7 28 

Comments from University s tudents  

a "He phoned when I was out so I returned c a l l  ." 
"He phoned when I was out so I ca l l ed  him." 

"The t u t o r  had ca l led  me a t  t he  be'ginning of t h e  course but I was not 
home. " 

Comments from ABE s tudents  

"He ca l led  while I was a t  work. I did c a l l  back." 

20. As a r e s u l t  of your telephone conversation with your t u t o r  a t  the 
beginning of t h e  course, were you eager t o  work on your course? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very eager 1 6 ~  76 log 67 
Somewhat eager 4 19 - 4 27 
Not too eager 7 - - 
~ o t  a t  a l l  eager :C 4 if 5 - - 
Ski pped 3 7 

9 
N O  response - - Yh 7 



Comments from University students 

a "Couldn't say eagerness i s  a r e su l t  of talking t o  tu to r  as opposed t o  
personal motivation. " 

"Her cal l ing me had very l i t t l e  influence on my working on the 
course - over-all ."  

" I  am sure you can understand t h a t  Economics i s  not one of the most 
exciting courses one can take." 

"Course was of a personal in t e re s t . "  

"Phone ca l l  had no af fec t  on my eagerness t o  s t a r t  on the course." 

" I  received a lengthy l e t t e r  detai 1 ing how t o  contact my tu to r ,  and 
expectations." 

"Call did not make any difference t o  my enthusiasm." 

Comments from CTV students 

"The phone conversation would not be the prime reason fo r  the 
eagerness t o  get the course under way." 

"The introductory telephone conversati on made me feel  much more 
comfortable and anxious t o  begin working on the course." 

"The eagerness was in the f a c t  of wanting t o  learn i n  t ha t  f i e l d  of 
study. " 

Comments from ABE students 

"My tu tor  was very posit ive about what I Id learn.  So needless t o  say 
I became very eager t o  s t a r t . "  

"My tu tor  was very pleasant t o  t a lk  to .  She said t o  make sure I cal l  
her i f  I have any problems a t  a l l . "  

" I  had s tar ted the course as soon as I received the t ex t  and info so 
I was already i n  assignment no. 2 when she called." 



21. Dur ing t h e  course how many t imes have you t a l k e d  t o  you r  t u t o r  on 
, t h e  telphone? (Give your  bes t  est imate.)  

Uni versi ty CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

. 0 t imes 7  23 2  8 2  11 
1 t ime  8 26 6  24 3  17 
2  t imes 9  29 6  24 4 22 
3  t imes 4  13 2  8 - - 
4 t imes 1  3  6  24 2  11 
5 o r  more t imes 2  6  3  12 7  39 . 
Skipped 4  5  7  

22. Who u s u a l l y  p laces t h e  telephone c a l l  s? 

CTV University ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

I u s u a l l y  c a l l  my t u t o r  17 71 17 74 9  56 
My t u t o r  u s u a l l y  

c a l l s  me 3  13 3  13 2  13 
I sometimes c a l l  my 

t u t o r  ' and he/she 
sometimes c a l l s  me 4 17 3  13 5 31 

Skipped 11 7  9  



23. When you t a l k  t o  your  t u t o r  on t h e  telephone, do you f e e l  t h a t  you 
have t o  rush? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

A1 ways 
Of ten  
Someti mes 
Never 
Ski  pped 
No response 

Comments f rom U n i v e r s i t y  s tudents 

a "I c a l l e d  about t h e  e r r o r  on my assignment. It was a h o l i d a y  (Monday 
morning) and she j u s t  happened t o  be the re . "  

"To be honest - I was nervous c a l l i n g  - and was conscious o f  t a k i n g  
up t c o  much o f  her  t ime. "  

Comments f rom CTv students 

"I f e e l  t h a t  t h e r e  a re  o the rs  who may be anxious t o  ge t  through, so I 
keep i t  f a i r l y  sho r t . "  

Comments f rom ABE students 

"Only once - somewhat rushed." 

"Once o r  t w i c e  she has been i n  t h e  midd le  o f  doing something, .but she 
always o f f e r s  t o  c a l l  me. back." 

"The o n l y  rush  I f e e l  i s  t h a t  knowing i t s  l ong  d is tance.  The t u t o r  
d i d  n o t  make me f e e l  rushed." 

"She has a g r e a t  deal o f  pat ience,  w i l l i n g  t o  e x p l a i n  t h i n g s  over and 
over agai n. " 

"My t u t o r  phoned me and then  asked i f  I had any quest ions.  I wasn ' t  
rushed a t  a1 1 . I' 

"My t u t o r  f i r s t  phoned me t o  say t h a t  he had been g iven t h e  wrong 
number. He asked about my courses and asked i f  I needed ass is tance 
o r  was I having any d i f f i c u l t i e s . "  



24. I s  your t u t o r ' s  manner on the telephone fr iendly? 

University CTV ABE 
(N = 35) ' (N = 30) (N = 25) 
N % N % N % 

Very fr iendly 15 63 19 83 1 3 ~  81 
Somewhat f r iendly 9 38 4 17 1 6 
Not too fr iendly - - - - 1 6 
Not a t  a1 1 fr iendly - - - - - - 
Skipped 11 7 9 
No response - - - - 1 6 

Comments from ABE students 
a "My tu tor  i s  a very pleasant person t o  ta lk  to ."  

"One occasion, I f e l l  asleep l a t e  while studying, therefore miassing 
my exam. I ccjntacted my tu tor  and he was very helpful t o  d i rec t  me 
on the proper procedures and also calmed me down a l o t . "  

25. Is  i t  d i f f i c u l t  t o  understand your tu tor  on the telephone (because 
of accent, tone of voice, speed of talking, e tc .  I ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very d i f f i c u l t  - - - - - - 
Somewhat d i f f i c u l t  1 4 - - .- - 
Not too d i f f i c u l t  1 4 

2 9: 
zc 12 

Not a t  a l i  d i f f i c u l t  22 92 13 81 
Skipped 11 7 9 
No response - - - - 1 6 

Comments from CTV students 

a "He speaks quickly and decisively; sometimes will not understand (o r  
acknowledge) my approach t o  problem. " 

"Was able t o  go through assignment step-by-step t o  find and correct 
errors ."  

Comments from ABE students 

"She had a l i t t l e  accent b u t  i t  wasn't too hard t o  understand." 



26. Do you f e e l  comfor tab le  about te lephon ing your  t u t o r ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very comfor table 2 9 
7a 42 

6 1 
Somewhat comfor tabl  e 14' 30 
Not t o o  comfor table 
Not a t  a l l  comfor table 

l;b 29 - :d 9 - - - 1 6 
Ski pped 11 7 9 
No response - - - - 1 6 

Comments f rom U n i v e r s i t y  s tudents 

a " I ' m  shy . . . so I c a l l  when I r e a l l y  need help."  

"Feel l i k e  I ' m  i n t e r f e r i n g . "  
" I  never r e a l  l y  understood how 1, was supposed t o  c a l l  him (e.g. 
c o l l e c t  a l l  t h e  t ime  o r  what?)" 
"I grew up and have l i v e d  i n  a remote area and d i d  n o t  have a 
telephone u n t i l  I was t h i r t y  years o ld .  I ' m  s t i l l  'scared' o f  i t . "  

Comments f rom CTV students 

"The f a c t  t h a t  he i s  a st ranger,  bothers me a b i t .  L i v i n g  i n  a small 
town where you know everyone, has a l o t  t o  do w i t h  my f e e l i n g s  on 
t h i s ,  I t h i n k . "  
"I d i d n ' t  1  i ke t o  c a l l  t o o  often, b u t  on t h r e e  occasions, my progress 
was obst ruc ted because o f  p r i n t i n g  e r r o r s  i n  t e x t . "  

"My quest ions seem t o o  vague t o  mention." 

Comments from ABE students 

"My t u t o r  i s  always p leasant  and seems g lad  t o  answer any quest ions I 
may have." 

" I  d o n ' t  l i k e  t o  bother  her  t o o  much. I t r y  t o  do t h e  work mysel f  
and c a l l  o n l y  as a l a s t  r e s o r t . "  

"The t u t o r  be fore  i n  I n t r o d u c t o r y  i n  Dental Assistance was very 
thorough and phoned always and t a l k e d  w i t h  no rushes a t  a l l .  Made 
me f e e l  a t  ease." 



27. How thorough i s  you r  t u t o r  when g i v i n g  you i n f o r m a t i o n  over  t h e  
te lephone? 

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very thorough 15 62 20 87 13' 81 
Somewhat thorough 17 2 9 3 19 

:a 8 Not t o o  thorough 1 4 - - 
Not a t  a l l  thorough - - - - - - 
Skipped 

13 
7 9 

No response - - - - 

Comments f rom U n i v e r s i t y  s tudents  

a "Haven' t  d iscussed problems over  phone -- I can manage y j s e l f . "  

"He rambled" - "Real l y  were no i n s t r u c t i o n s  communicated -- cannot comment. " 

Comments f rom ABE s tudents  

"Very he1 p f  u l  and encouragi ng . " 
" I t s  hard t o  understand some math exerc ises  w i t h o u t  seeing i t  done 
s tep  by s tep  i n  f r o n t  o f  you." 

"My t u t o r  w i l l  go over  a problem area w i t h  me u n t i l  she i s  sure  t h a t  
I understand. " 



28. How h e l p f u l  a re  telephone conversat ions w i t h  your t u t o r ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % ' N % N % 

Very he1 p f  u l  11; 46 19 83 13 81 
Somewhat he1 p f  u l  3 8 3 13 1 6 

;c 4 Not t o o  h e l p f u l  1 4 1 6 
Not a t  a1 1 h e l p f u l  - - - - - - 
Skipped 'id 13 

7 
No response - - ;e 6 

Comments f rom U n i v e r s i t y  s tudents 

a "Helped t o  c l a r i f y  some p o i n t s  I was having d i f f i c u l t y  w i th . "  

"As i n  quest ion  14, I sometimes havq d i f f i c u l t y  i n  understanding t h e  
terms they  use." 

"Once I c a l l e d  t h e  t u t o r  because I d i d n ' t  understand what an 
assignment quest ion  was asking f o r .  Her answer "It i s  
s t ra igh t fo rward . "  Th is  d i d n ' t  he lp  me. But I "guessed" r i g h t .  

"Cannot comment -- i t  was n o t  a conversat ion about t h e  course 
per  se. " 

"Again, c a n ' t  answer because o f  t h e  above reason." ( I  haven ' t  
discussed problems over phone -- I can manage mysel f . )  

Comments f rom ABE students 

"I haven ' t  r e a l l y  t a l k e d  t o  her  about my course. " 
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29. D id  your  t u t o r  telephone you j u s t  be fore  t h e  exam? 

Univers i ty  CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Yes 7a 29 - lb 4 
No 9 38 14 61 
Have n o t  taken exam 8 33 8 35 8 50 
Ski  pped 11 7 9 

Comments f rom U n i v e r s i t y  s tudents 

a " I  phoned t h e  t u t o r  j u s t  be fore  th-e-exam and found i t . h e l p f u 1 . "  
" I  c a l l e d  her . "  

Comments f rom CTV students 

" I  phoned her ."  

.Comments f rom ABE students - 
llAlthough I have no t  w r i t t e n  t h e  as y e t ,  she has t o l d  me what t o  

d study. " 
"But she dfd w r i t e  encouraging comments on t h e  assignment sheet, t h a t  

I should have no problem w i t h  t h e  exam, and what t o  concentrate my 
s tudy ing on." 

30. How h e l p f u l  was t h e  telephone conversat ion  you had w i t h  your t u t o r  
j u s t  be fore  t h e  exam? 

Un-i ve rs i  ty CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

Very he1 p f u l  3 43 la 50 2 50 
Somewhat h e l p f u l  3 43 1 5 0 1 2 5 
Not t o o  h e l p f u l  1 14 - - - - 
Not a t  a1 1 h e l p f u l  - - - - - - 
Skipped 2 8 28 2 1 
No response - - - - 1 25 

Comments from CTV students 

a "She gave me h i n t s  f o r  exam." 



31. Do you ' f e e l  t h a t  your  t u t o r  cares about how w e l l  you are  doing i n  
t h e  course? 

University . CTV ABE 
(N = 35) (N = 30) . (N  = 25) 
N % N % N % 

Yes, a l o t  6i ii 1 7 ~  57 Yes, a l i t t l e  7 23 
Not much 17 1 3 - - 
NO, n o t  a t  a l l  - - - 1 4 - 
I d o n ' t  know 5 14 5 17 1 4 
No response 1 3 - - 1 4 

Comments from U n i v e r s i t y  s tudents 

a " I  have no idea, b u t  she seems t o  put  a l o t  o f  e f f o r t  i n t o  marking 
t h e  assignments, so she must care." 

" I  typed a l e t t e r  t o  my t u t o r  be fore  t h e  exams t o  ask him i f  I was 
pushing mysel f  t o o  hard i n  order  t o  be ab le  t o  w r i t e  t h e  exam e a r l y  
due t o  my j o b  workload and o the r  courses I am presen t l y  tak ing .  He 
responded favourably."  

" I  have stopped t a k i n g  t h e  course, and no-one has c a l l e d  t o  f i n d  ou t  
why." 

"However, I can say I had few d i f f i c u l t i e s  w i t h  t h i s  course." 
"The few t imes I d i d  converse w i t h  him he d i d  no t  seem o v e r l y  
i n te res ted .  " 

Comments f rom CTV students 

"He was k i n d  enough t o  l e t  me know when he 'd  be ou t  o f  town and 
unava i lab le . "  

" I  f e e l  t h a t  he does, he would n o t  be doing t h e  j ob  o f  t u t o r i n g  i f  he 
d i d n ' t ,  I would t h i n k . "  

Comments f rom ABE students 

"Because he always t e l l s  me where t o  study hard, e.g. I had a problem 
w i t h  my assignment 6 i n  genet ic  supplement." 

"Yes, by t h e  comments w r i t t e n  on t h e  cover ing  assignment sheet." 
"But as I have pu t  t h e  assignments as ide f o r  t h e  t ime  being, I f e e l  
t h a t  I need a lower l e v e l  course f i r s t . "  

"She has phoned me and s a i d  she hadn ' t  had an assignment f rom me i n  a 
wh i l e .  She was concerned t h a t  I would get  behind." 

"She comments on how we1 ! I do." 
" I  t h i n k  she must care because she i s  very encouraging, al though I 
d o n ' t  t h i n k  i t ' s  her whole l i f e . "  



37. I n  what age category do you fa1 l ?  

University CTV ABE 
(N = 35) (N = 30) (N = 25) 
N % N % N % 

25 o r  l e s s  
26-35 
36-45 
46-55 
56-65 
Over 65 
No response 

General Comments 

. General Comments f rom U n i v e r s i t y  s tudents 

- " A  more cons is ten t  L i k e r t  Scale on t h i s  survey would have been 
he1 p f u l  . I d i  dn ' t 1 i ke t h e  d i f f e r e n c e  between very  . . . and somewhat 
... 'Usua l l y '  would have f e l t  eas ie r . "  

- "I t h i n k  i t  would be h e l p f u l  f o r  correspondence students t o  have a 
group rev iew w h i l e  t a k i n g  t h e  course. I n  a previous course taken, we 
had two reviews du r ing  t h e  course. They helped ' t i e  up t h e  loose 
ends. "' 

Genera? Comments f rom CTV students 

- "I have found i t  very  d i f f i c u l t  t o  ge t  Advisors when I need it. I 
found t h e  Math 181 course ( taken p rev ious l y )  was d i f f i c u l t  t o  
understand even though t h e  t e s t  was eas ier .  Also I found t h e  format 
o f  t h e  Elec 120 course jumped around a l o t .  I also  thought t h e  Elec 
110 d i d  no t  go i n t o  enough d e t a i l  about th ings .  I n  f a c t  both 
E l e c t r o n i c s  courses are somewhat simp1 i s t i c  (1  10 and 120). More 
e f f o r t  should be made t o  e x p l a i n  t h i n g s  i n  g rea te r  d e t a i l  and more 
s e l f  t e s t s  should be given. On t h e  o ther  hand, t h e  Math 181 went 
i n t o  t o o  much d e t a i  1. I n  general I am no t  sure I am g e t t i n g  my 
money's worth." 

- "I t h i n k  t h i s  math course has no th ing  t o  do w i t h  what I am doing, a 
l o t  o f  t h e  quest ions -- i f  n o t  j u s t  about a l l  t h e  quest ions -- have 
noth ing  t o  do w i t h  what I need t o  know. A consumer Math course 
would be j u s t  what I need (bas ic  Math s k i l l s ) . "  



- "As an a d d i t i o n a l  comment, I would l i k e  t o  say t h a t  I t h i n k  t h e  t u t o r  
should make t h e  i n i t i a l  con tac t  a t  t h e  beginning o f  t h e  course. 
Although I am n o t  a shy person I do n o t  l i k e  t o  approach people over 
t h e  phone. I f  my t u t o r  had phoned me f i r s t ,  I would have f e l t  much 
more comfor table about c a l l  i ng him 1 a te r .  " 

- "I  f e e l ,  however, t h a t  t h e  course i t s e l f  needs l o t s  o f  improvement 
s t a r t i n g  w i t h  a new t e x t . "  

General comments f rom ABE students 

- "My son marr ied  a French Canadian g i r l  and I wanted t o  be ab le  t o  
converse a l i t t l e  w i t h  her French speaking parents. I s t a r t e d  t h e  
course and worked very  hard a t  i t  f o r  s i x  weeks and then we go t  very 
busy and invo lved  w i t h  t h e  wedding which was on May 21st  and I 
r e a l l y  j u s t  had about 6 weeks o i n  t h e  course. I sent i n  my min i  
t e s t s  and one major t e s t  which I got, I t h i n k ,  83 o r  84%. Since 
then i t s  f r u i t  season i n  t h e  Okanagan and o the r  chores b u t  I i n t e n d  
t o  p i c k  up t h e  course i n  t h e  fa1  1. I was very e x c i t e d  a t  t h e  
wedding t ime because even w i t h  my 6 weeks study which r e a l l y  i s  
nothing, I found I was p i c k i n g  up a few phrases o f  French f rom t h e  
in- laws.  The tapes are  abso lu te l y  excel  l e n t  and my t u t o r ,  was very  

. he lp fu l  and encouraging. She would speak French t o  me on t h e  phone 
and i f  I g o t  her  t o  repeat  it, u s u a l l y  I could  p i c k  i t  up. As I 
t o 1  d her i n  a note, I cou ld  read i t reasonably we1 1 , a1 so pronounce 
i t  because o f  t h e  casset tes,  and s p e l l i n g  wasn' t  t oo  bad, b u t  t h e  
ear  i s  so slow t o  p i c k  up t h e  spoken word. She i s  an e n t h u s i a s t i c  
teacher and I hope t o  do w e l l  when I get  a t  t h e  course again." 

- " I n  my other  course, no con tac t  was made w i t h  my t u t o r  whatsoever and 
.several  assignments have y e t  t o  be re turned.  ( I  have w r i t t e n  t h e  
exam). Her comments were vague and useless. She would r e f e r  t o  
concepts I obv ious ly  had no t  grasped, al though I d i d n ' t  know so a t  
t h e  t ime."  
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Frequency of Critical Incidents 

by Data Source and by Group 
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Tutor Marked Assignment Form (TMA) 
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OPEN UNIVERSITY 
, OPEN COLLEGE 

Reglstrv. Box 94000, R~chmond.  B C V6Y 2A2 

TUTOR MARKED 
ASSIGNMENT FORM 

-- - - - . - - - - -- - -- 
SECTION I - STUDENT TO COMPLETE - USE SEPARATE FORM FOR EACH ASSIGNMENT 

STUDENTS NAME STUDENT NUMBER 

-- 

COURSE NUMBER 7 

STUDENT:-PRINT YOUR NAME AND ADDRESS 
I N  THE SPACE PROVIDED ON THE BACK OF 
THIS SHEET. 

DATE SENT DAY M0 vR. 
TO TUTOR I I 

SECTION 2 - TUTOR TO COMPLETE 
DATE FROM STUDENT DATE TO REGISTRY 

DAY I MO I YR 

TUTOR'S NUMBER 

STARTED 

TUTOR'S 
SIGNATURE 

OVERALL ) MARK 0 % 

OUESTION GRADE? / SCORES 
TUTOR'S COMMENTS AND ADVICE TO STUDENT. 
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