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Executive Summary

The primary goal of the Office of E-Learning at The University of North Carolinaat Wilmington
(UNCW) isto offer ingructional support and ass stance to faculty who are using technol ogy toolsto
enhance/or expand course content and delivery. A majority of e-learning support focuses on the Learning
Management Sysem (LM S), Blackboard Viga. Recently, E-Learning created a knowledge base within
Blackboard to ass & faculty with troubleshooting and problemsthat occur asthey use Blackboard Viga
for ingruction. The Needs Assessment team was procured to determineif the faculty using the
“Blackboard Help Course 24/7” are satisfied with the support and help it provides. The Needs
Assessment Team a so identified any poss ble problems with the current course and offered
recommendations for a solution.

The Needs Assessment Team developed a Training Needs Assesament (TNA) stage planner to identify
the needs and satisfaction levels of the faculty who use Blackboard Visgaa UNCW. The stagesfor TNA
were; conduct a preliminary interview with the E-Learning staff, identify the course functionality, review
the objectives of the course, survey the faculty with a UNCW online survey tool, consult with E-learning
gaff, and andyze exiding data. The objectivesfor each sage were to determine how the faculty would
use a help course and where the faculty feel they require additional support. Information regarding the
support faculty would like to see during non-office hours and a preferred method of support was also
urveyed.

Analysis of the data collected provided the Needs Assessment Team with the attitudes of the faculty and
exigting and desired skillsfor successful implementation of a support system for the use of Blackboard
Viga The faculty with more teaching experience are more apt to self troubleshoot and reference the help
course while the faculty with less experience prefer immediate methods of support such as calling the
help dek. From the data collected it is evident that when it comesto the experience of using online
ingructional tools, faculty membersrequire different types of support tools. Datafindings strongly
suggest that the less experienced staff/faculty require more training and support for Blackboard Viga

Based on the results and interpretations of the data collected the Needs Assessment Team recommends:

o Faculty/gtaff that prefer immediate and personal support for problems within Blackboard Vigta
should be provided with their preferences

e LiveChat and Live Online Conferencing tools should be incorporated into the help course to
accommodate the“immediate” support needs.

o Faculty and gaff awareness srategiesfor the*Blackboard Help Course 24/7” should be
implemented for promotions of the course.

e Additional dataand andysis needsto be collected to examine the relationship between experience
levels of faculty and type of desired support.

o New usersto Blackboard Vista should be provided with training and increased technica support
prior to their live online instruction.
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I ntroduction

The Univerdgty of North Carolina Wilmington (UNCW) is a public comprehensive univerdty, one of the
sixteen congtituent campuses of the University of North Carolina. UNCW consigts of approximately
12,000 students and 800 faculty members. Information Technology Sysems Divison (ITSD) isa
divison within UNCW that supports technology operations and provides service mai ntenance for
network applications at the university. Within ITSD are various departments that direct and advise
program devel opment, research, consulting, and communi cations involved with technology integration.

Technology Enhanced L earning, department within ITSD isresponsble for training faculty and staff from
approximately 4 colleges with current and emerging technol ogy. Within the department of Technol ogy
Enhanced Learning, isthe Office of E-Learning, which oversees all online and web-enhanced

ingruction. The hours of operation for E-Learning are 8 to 5 and there are two full time employees and
two graduate ass stantsin the office.

The E-Learning office also providesingtructiona support and ass stance to faculty who are usng
technol ogy tools to enhance and/or expand course content and delivery. They also ass & sudents with
online course difficulties. The majority of their support goestowards the Learning Management System
(LMS), Blackboard Viga. ThisLMS can be used for the ddivery of ingtruction, course management,
discussion boards, Wimba (a live online conference room), email, and chat.

In the Fall of 2007, E-Learning created a knowl edge base entitled “ Blackboard Help Course — 24/7” with
theintention of providing additional support and ass stance to faculty members who use the Blackboard
LMS. Thisknowledge base offersingructors quick accessto solutions 24/7 without having to call or
email the Technology Assgtance Center or the office of E-Learning. Features provided for ingructors
within the “ Blackboard Help Course” include discussion boards, job aids, and email.

The training needs assessment was conducted to determine if the faculty usng the“ Blackboard Help
Course 24/7" are satisfied with the support they receive during non-working hours. Information was
gathered concerning the delivery and type of support the faculty would like available between 5pm - 8 am
Monday through Friday and weekends.

Purpose of the Needs Assessment

A needs assessment was conducted to determine how the faculty would use a* Blackboard Help Course
247" and where the overall support needslie. Information was sought concerning what type of support
the faculty would like to see added during non-working hours, as well as, their preferred method of
receiving support. The team a S0 probed to gage the amount of troubleshooting faculty iswilling to put
forth prior to calling for support. The needs assessment al so determined the online instructional
experience of the faculty and the amount of online classes the faculty enrolled in the course are teaching
in the current semester. Information was gathered concerning the attitude of the faculty and staff toward
Blackboard support. Surveyswere conducted with faculty enrolled inthe course. Members of the e-
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learning staff were interviewed to assess the current situation with the "Blackboard Help Course 24/7".

Techniques Tools Purposes
Extant data Interviews Optimals
Analysis Actuals
Needs Surveys Causes
Assessment Feelings

Solutions

Needs Assessment M ethodol ogy

Description of M odel

Allison Rossett’ s“ Needs Analysis Procedure” was used as the badsfor planning and conducting the
needs assessment. This particular approach presented the rel ationshi ps between techniques, tools and
purposes.

Techniques
o Extant data was collected in order to represent current and actual performance of the "Blackboard
Help Course 24/7".

e A Needs Assessment was conducted in order to seek the opinions on the optimals, actuals,
feelings, causes and solutions from different sources.

e The subject matter analys s was used to help etablish the detail s of the optimal's and what
information the E-Learning staff needsto know.

e Theteam utilized varioustoolsin order to gather the necessary information.
¢ An o One-on-one interview was conducted with the E-L earning saff.
e A survey was deployed to faculty members.
Purposes
e Theteam gathered information for the following purposes. optimal performance or knowledge,
actual or current performance or knowledge, feelings of faculty members, causes of the problems
from various sources, and solutions to the problems from different perspectives.
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Stages/T echniques Tools and Sources

Preliminary interview of E-Learning staff

itquk;ecj;\/l atter Review Course Objectives
y Identify Course Functionaity
Needs Assessment Survey Faculty with UNCW online survey tool

Analyss Extant Data Meet with E-Learning group
Document Analys's (summary activity, usage, initial planning documents)

TNA Stage Planner (Appendix A)

Data Collection

Description of data collection process

The data was collected using an online survey (Appendix B). This survey was designed and sent out
through the UNCW Select Survey tool. This survey was sent out to each faculty member that is enrolled
in the "Blackboard Help Course 24/7". The survey was deployed on March 20™. The first reminder was
sent out on March 26th. March 27" wasthe cut off date for the survey leaving the rest of the week for
analysis of the results.

Description of instruments

The written survey explored themes such as tool s the faculty would like to see added to the "Blackboard
Help Course 24/7". It also measured the most preferred method of communication for help, and the
methods that faculty used prior to seeking ass stance. Questions were al so raised regarding what the
faculty knows about the "Blackboard Help Course 24/7", and what they would idedlly like from the
course. The faculty was also asked how they fed the help desk can optimally serve them.

Data Analysis and Findings

The faculty enrolled in the "Blackboard Help Course 24/7" were surveyed. Of the 190 faculty surveyed,
59 (30.8%) people responded. Severad methods were used to analyze the data. Open-ended questions
from the survey were cross case analyzed while the remainder of the survey information was analyzed
using SPSS (Appendix C).

Before the data could be andyzed using SPSS, each response for questions 1-14 was assigned a humber
within an excel soreadsheet. After thistask was complete then the data was exported into SPSS. Each
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column was determined nominal, scae, or ordinal based on the response required from the survey
question. Frequency anaysisand cross tabs were performed for survey responses that were most relevant
to the purpose of the needs assessment.
The following optimal and actual findings were gathered after the survey results were compiled.
Optimal expectations
e Faculty members would be aware of the "Blackboard Help Course"
¢ When faculty members encountered a problem, they would search the "Blackboard Help Course”
e The"Blackboard Help Course™ would be frequently used by faculty members
e Thejobaidsprovided in the "Blackboard Help Course" would be used often
e Thediscusson board would be frequently used by faculty members

o Writteningructions provided in the "Blackboard Hel p Course" would be very he pful

e Faculty members would beinterested in utilizing the Live Chat or Live Online Conference
feature

Actual Findings
o Slightly more than half (60%) of faculty members were aware of the "Blackboard Help Course™

¢ When faculty members encountered a problem, most of them (64%) would cdl or Email the TAC
help desk

o Mog of the faculty members (64%) indicated that they rarely use the "Blackboard Help Course”

e Mog of the faculty members (71%) have never used the job aids provided in the "Blackboard
Help Course™

o Mog of the faculty members (72%) have never used the discussion board provided in the
"Blackboard Help Course™

e Mog of the faculty members (60%) found the written ingtructions provided in the "Blackboard
Help Course" helpful

e Half of the faculty members are not interested in utilizing the Live Chat feature (50%) or the Live
Online Conference feature (47%)

The survey revealed (Appendix D) that the majority of faculty members, 37 respondents (62%) have been
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teaching online for 2 or more years, and 30 respondents (50%) are teaching 3 or more online courses per
year. When asked about the course ddivery of the online courses they teach, 35 respondents (58%) stated
that they were partially online (web enhanced).

Length of experience teaching online courses
e 13%1 year or less
o 17% Between 1-2 years
o 62% 2 or more years
e 8% Will teach in the future

Number of online courses per year
o 22%1 course
o 28% 2 courses
e 50% 3 or more courses

Course Delivery
o 42% Fully online
e 58% Partidly online (Web Enhanced)

The survey gquestioned faculty members on how they resolve problems that they encounter on Blackboard
during E-Learning bus ness hours, 22 respondents (37%) indicated that they call the TAC help desk and
16 respondents (27%) stated that they E-mail the TAC help desk. When asked about encountering
problemswith Blackboard during E-Learning office non-bus ness hours, 20 respondents (33%) indicated
that they Email TAC help desk and 17 respondents (28%) sated that they self troubleshoot. The survey
also reved ed that 36 regpondents (60%) were aware of the 24-7 Blackboard Help Course and 28
respondents (68%) of the faculty who indicated that they were aware of the help course stated that

they had used it. In addition to, those who had used the help course were asked how frequently they used
the Blackboard Help Course. The majority of those who answered, 25 respondents (64%o) indicated that
they rarely used it.

During bus ness hours
e 37%Cadl the TAC help desk
o 27% E-mail the TAC help desk
e 10% Cadl the Office of E-Learning
e 13% Search Blackboard Online Help (Ask Dr. C)
e 7% E-mail the Office of E-Learning
e 7% Search Blackboard Help Course

During non-business hours
e 33% E-mail TAC hep dek
o 28% Self troubleshoot
e 15% Search Blackboard Online Help (Ask Dr. C)
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e 15% AsKk colleague
e 8% Search Blackboard Help Course

Awareness of Blackboard Help Course
e 60% Yes
e 40% No

Used Blackboard Help Course
e 68% Yes
e 32% No

Frequency of Use
o 64% Rarely
o 28% Never
e 8% Oncein severd days
o 0% Several timesaday
o 0% Onceaday

Information from the survey revealed that the faculty would like to see the following support features
added to the “ Blackboard Help Course” 29% of the respondents felt the support they are receiving meet
their needs. Another 32.8% were unsure of their support needs at thistime. 11% of the respondents would
like to incorporate more training regarding tool use withinthe LM 'S and set up training for evenings and
weekends. Another 11% would like to see more technical support from ass stance for Mac users, to
increasing the number of staff in E-Learning. 7.3% of the respondents would like to see Blackboard
support set up specificaly for sudents. 3.6% feel more comfortable receiving technica support over the
phone. 3.6% of the respondents would like to see changes made to the LM S software.

The faculty was surveyed on the current features offered on the* Help Course”
e A discusson board iscurrently provided on the*Help Course”
0 52% found not helpful
0 32% found helpful
0 16% found very helpful
0 2% have never used it

27% of those surveyed have used the discussion board. 72% have never used the discussion board, and
33% skipped the question.
e Written Ingructions
0 32% found not helpful
0 60% found helpful
0 7% found very helpful
0 50% did not respond

These numbers are based on 29% of the usersthat have used the written job aids. 71% of the regpondents
Anderson, Dorgan, Somech, Winzeler
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had not used the written instruction with 31.6% of the respondents skipping the question.

The faculty was also surveyed about the type of support they would like to see added to the “Help
Course”.
e LiveCha Feature
0 50% not interested in alive chat feature
0 28% interesded inthelive chat feature
0 22% very interested
0 40% did not answer

e Live On-Line Conference Feature:
0 47% not interested
0 29% interested
0 24% very interested
0 36.6% did not respond

The final two survey questions allowed for open-ended responses from the faculty members (A ppendix
E). When reviewing the data, the responses were classified into appropriate categories. The faculty was
asked about additional support that they would like to see added to the “ Help Course” . Five responses
could not be used because they were not answered. Of the remaining 55 responses the foll owing types of
regponses were established:

o Unsure/Not able— 14 (32.8%) regpondents are unsure of their support needs at thistime.

e None/Fine — 16 (29%) respondents felt that the support they are currently receiving meet all of
their needs.

e More Tech Support — 6 (11%) respondents would like to see more technical support. These
responses ranged from; more help for Mac usersto increasing the number of saff in E-Learning
that are available for support.

e More Training — 6 (11%) respondents would like to see more training set up on how to use the
LMS. Requedsfor training included; tool use and setting up weekend and night face-to-face
trainings.

o Helpfor Students— 4 (7.3%) regpondents would like to see a section of the " Blackboard Help
Course” st up for sudents. Therefore, students can find solutions for their own problems.

¢ New to Blackboard — 4 (7.3%) regpondents are new to the Blackboard LM S and are unsure of
their support needs at thistime.

e Phone with Person — 2 (3.6) respondents would feel more comfortable to contact technical
support using the phone.
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e Other —2 (3.6%) respondents would like to see changes made to the LM S software.

On survey question 16, (Appendix F) the faculty members were asked how the Office of E-Learning can
help them achieve their online teaching goal's, 6 responses could not be used because they were not
answered. Of the remaining 54 responses the following types of responses were established:

¢ None- 12 (22%) respondentsfelt that no changes were needed at thistime.

e Fix LMS Technica Problems— 11 (20.4%) respondents wanted the Office of E-Learning to
continue to work on the technical issues with Blackboard.

e Technica Training—8 (14.8%) respondents would like for various technical training sessonsto
be conducted in order to assst them with their online courses.

o More Saff/Live Asd gance — 6 (11%) regpondents wanted more staff members or live asssance
to be added in order to better addresstheir online teaching issues and/or needs.

e Ingructional Training for Blackboard — 6 (11%) respondents felt that instructional training for
Blackboard should be provided to help with the construction and i mplementation of their online
course.

e Other — 3 (5.5%) respondents wanted to provide feedback on the Blackboard system because they
were unhappy with the Blackboard system, they wanted more people similar to the current staff
because they felt they were quick to respond to questions, and would like to have a separate
number to the TAC for faculty members.

e Don't Know/Unsure — 2 (3.7%) respondents did not know or were unsure of what changes could
be donein order for the Office of E-Learning to asss with their online teaching goals.

e Student Support — 2 (3.7%) respondents would like to see student support sessons provided in
order to address problems students are experiencing with blackboard.

o ToolgSoftware — 2 (3.7%) respondents felt that more updates on tools and trid software should
be provided.

o  Quit WebCT -2 (3.7%) respondents wanted to quit usng WebCT’ sversion of Blackboard and
use the origina Blackboard.

Recommendations
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Interpretation
Since 40% of the faculty was unaware of the "Blackboard Help Course 24/7", they were unable to

compare it with other means of support. Out of the 60% that are aware of the course 32% do not use it
because they prefer to receive quick answersthrough alive person.  The team found that the people who
had been teaching for 2 or more years, online, were comfortable with self-troubl eshooting such as
searching the "Blackboard Help Course 24/7". (Appendix E)

The findings revealed that users with more experience within the LM S require a different type of support.

The more experienced users are abl e to troubleshoot their problems by using a variety of methods such as
searching the "Blackboard Help Course”, Ask Dr. C, and self-troubleshooting. The users who are new to
the LM Srequire adifferent level of support. From the results, users new to the LMS require more direct
and immediate support.

A majority of the faculty are unsure of the support they currently need or will need in the future.

When asked about delivery of online support the faculty was divided. 53% were interested in
incorporating alive chat feature within the "Blackboard Help Course 24/7", and 50% were interested in
incorporating alive online conference. Since some of the faculty were unaware of these features they did
not respond to the questions, which left only 60% that actually responded to these questions. This
reconfirms our previous interpretation that faculty/staff that are new to online ingtruction need to be
targeted for further training.

Prioritization of the findings

One of the difficulties of the results of these findingsisthat a magjority of the faculty are unaware of their
support needs. Since this number isso large, it can be interpreted that these faculty are unaware of the
support optionsthat are available to them. These findings aso show that thisfaculty may not be aware of
tools and software that are avail able to them to enhance their online courses and student learning.

Recommendations

Another type of support needsto be devel oped for those faculty/staff membersthat prefer instant support.
Since 50% of the faculty were interested in the Live Chat and Live Online Conference tool, the Office of
E-Learning should incorporate those toolsinto the "Blackboard Help Course 24/7". A change
management plan needsto be created to inform the faculty of these new tools and their features. Thiswill
al so improve awareness among the faculty of the "Help Course.”

More analysis needs to be doneto find out if there isa correation between those faculty that are unsure of
the type of support they need and their experience teaching online courses. This support could bein
the form of training onthe LM Stools, technica training, or software used for to enhance online learning.

The office of E-Learning needs to target the new usersto the LM'S and provide more training and
technica support prior to their online classes going live.

Appendices
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Appendix A

TNA Stage Planner
1. Subject of TNA: Help Course for Instructors using Blackboard Vista

2.Stage #: 1

3. Summary of information being sought: To gather the optimal and actual performance of the
Blackboard help course.

4. Source of information: e-learning staff
5. Tools required for this stage: Interview/Course analysis
6. Questions/Agenda:

Gain a sense of the problem
Faculty knowledge
e-learning's feelings
Promotion of help course
Design of help course
Course Functionality

TNA Stage Planner
1. Subject of TNA: Help Course for Instructors using Blackboard Vista

2.Stage #: 2

3. Summary of information being sought: Faculty input and data regarding the effectiveness of
the help course

4. Source of information: UNCW faculty
5. Tools required for this stage: Online survey
6. Questions/Agenda:

Who is accessing it?
How helpful was it?
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What are the faculty needs?
Troubleshooting

TNA Stage Planner
1. Subject of TNA: Help Course for Instructors using Blackboard Vista

2.Stage #: 3

3. Summary of information being sought: Input from E-Learning group and identify the course

functionality

4. Source of information: E-Learning Group
5. Tools required for this stage:

6. Questions/Agenda:

non-working hours needs
tools that would help (e.g. live chat, application sharing

Context
Resources Constraints
LMS Staffing
Horizon Wimba Lack of quantitative data
LMS Sysem Administrator Glitches within Blackboard
Maintenance of LMS
Time
Purposes
Description Status Sources
Optimal: Done E-learning
Provide an effective 24/7 faculty
troubl eshooting resource for the
faculty at UNCW who utilize
Blackboard |earning management
system for ingtructional
purposes.
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Actud: Done E-Learning
All job aidsand handouts were
compiled and organized ina
Blackboard course asa

knowl edge base for ingructors

Feelings: Done Faculty
Half of the population were
either satisfied with the support
they receive or they are unsure of
the support they will need

Causes. Done Faculty Survey
The faculty are not utilizing the
"Blackboard Help Course 24/7".

Solutions. TNA Team
Provide a "demao" of what the
Blackboard Help Course will
offer the faculty Outsource to
another company

Appendix B

Blackboard Support Survey

1. How long have you taught online courses? *
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1 year or less
Between 1-2 years

2 or more years

O 0O nono

I will be in the future

2. How many online courses are you teaching per year?*

3. The majority of the online courses you teach are:*

»
»

Fully online (100%)

Partial online (Web enhanced)

4. When you encounter a problem with Blackboard during E-Learning business hours, how do you
resolve this problem?*

Call the TAC help desk

Call the Office of E-Learning

E-mail the TAC help desk

E-mail the Office of E-Learning

Search Blackboard Online Help (Ask Dr. C)

OO0 n0nan

Search Blackboard Help Course

5. When you encounter a problem with Blackboard during E-Learning office non-business hours
(5pm-8am, M-F and weekends), how do you resolve the problem?*

> Search Blackboard Online Help (Ask Dr. C)
> Search Blackboard Help Course
> Self troubleshoot

» Ask colleague
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10.

e

E-mail TAC help desk

. Are you aware that the Office of E-Learning provides a 24-7 Blackboard Help Course in

Blackboard?*

C
C

Yes - (Continue to next question)

No - (Continue to question #15)

Have you ever used the Blackboard Help Course?

e

Yes (Continue to next question)

O

No, Explain why

How often do you use the Blackboard Help Course?

Several times a day
Once a day
Once in several days

Rarely

O O0n0n

Never

How often have you used the job aids provided in the Blackboard Help Course?

]

Often used

C
C

Used

Never used

How often have you used the discussion board provided in the Blackboard Help Course?

E
€

Often used

Used

Anderson, Dorgan, Somech, Winzeler
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11.

12.

C

Never used

How helpful do you find the written instructions provided in the Blackboard Help Course?

L

Very helpful

L

Helpful

L

Not helpful

How helpful do you find the discussion board provided in the Blackboard Help Course?

L

Very helpful

C

Helpful

C

Not helpful

13. Will you be interested in using the Live Chat feature if provided to the Blackboard Help Course?

C Very interested
C Interested
£

Not interested

14. Will you be interested in using the Live Online conference feature if provided to the Blackboard

Help Course?

E Very interested
C Interested
e

Not interested

15. What support components would you like to see added to the Blackboard Help Course?*
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[ o

16. How can the Office of E-Learning help achieve your online teaching goals? *
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Appendix C

Statistics
Frequency of
Aware of Use of Bb using Bb
Bb course course course
N Valid 59 40 13
Missing 0 19 46
Mode 1 1 5
Aware of Bb course
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 35 59.3 59.3 59.3
No 24 40.7 40.7 100.0
Total 59 100.0 100.0
Frequency of using Bb course
Cumulative
Frequency Percent Valid Percent Percent
Valid Rarely 3 5.1 23.1 23.1
Never 10 16.9 76.9 100.0
Total 13 22.0 100.0
Missing  System 46 78.0
Total 59 100.0
Bar Chart
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Aware of Bb course

40—

30

Frequency
S
1

10

Use of Bb coure

20

Frequency

10
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Frequency of using Bb course

10
8—
>
O 67
c
()
35
o
Q
LL
4
2_
Crosstabs
Case Processing Summary
After business hours * Number of courses Crosstabulation
Count
Number of courses Total
1 2 3 or more 1
After Ask Dr. C 3 1 5 9
business  Search Bb Help Course 1 1 3 5
hours Self-troubleshoot 2 8 7 17
Ask colleague 4 0 5 9
E-mail TAC 3 7 9 19
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Total 13 17 29 59

Crosstabs
Case Processing Summary
Cases

Valid Missing Total
N Percent N Percent N Percent
After business hours *
HsIne ! 59|  100.0% 0 0% 59|  100.0%
Length of time

After business hours * Length of time Crosstabulation

Count
Length of time Total
2 ormore | lwillbein
1lyearorless | 1-2years years the future
After Ask Dr. C
business 0 1 6 2 9
hours
Search Bb Help Course 0 2 3 0 5
Self-troubleshoot 3 5 9 0 17
Ask colleague 4 2 3 0 9
E-mail TAC 1 0 15 3 19
Total 8 10 36 5 59

Appendix D- Blackboard Survey Results (PDF)
Appendix E - Open Ended Quegtions 15 (PDF)

Appendix F - Open Ended Questions 16 (PDF)
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