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APPLYING QUALITY TOOLS TO IMPROVE STUDENT RETENTION 
SUPPORTING PROCESS, A CASE STUDY FROM WOU 

Chuah Poh Lean and Lim Peng Keat 

Wawasan Open University (Malaysia) 

Abstract 

Student retention is important in the management of any university especially one which is not financially 
independent. Administrators in such institutions need to look into ways to improve the retention rate to avoid 
loss of revenue.One of the methods is to ensure students are able to follow their study pathway and 
complete their study on time instead of dropping out. 

 

This case study looks at Wawasan Open University (WOU), a ten year old university, whose mission is to 
provide affordable learning experience to Malaysians. Inconsistency exists between departments in the 
university due to unclear communication and procedures causing delay in managing issues faced by some 
students. These students subsequently fail to enrol for the following semester. This paper will use “process 
mapping” and “Failure Modes and Effects Analysis” (FMEA) to establish a system that allows the university 
to monitor progression of these students and to highlight the need for counselling when necessary.   

 

Process mapping and FMEA are tools commonly used in solving product design or assembly process issue 
in manufacturing.  Using the case study of WOU, the writer will adapt the aforesaid manufacturing tools in 
an open distance learning education design.  Hopefully the effort made will turn these particular functions 
of the organisation to be more effective.   

 

A cross departmental team is formed to brainstorm the various aspects of the process and the potential 
failure modes. The failure modes are then prioritised systematically and the corresponding solutions are 
installed. The end result is a process that reduces interdepartmental conflicts thus providing students with 
clearer visibility in their study pathway.  

Keywords: Process mapping, FMEA, student retention, process improvement, resource constraint 

INTRODUCTION 

Student retention is an important area that all universities hope to excel at. It contributes towards the 
revenue of the university by reducing operating cost to recruit students. Wawasan Open University (WOU) 
is a non-profit university. Its mission is to provide affordable learning opportunities for all Malaysians. Some 
students are academically not qualified for public universities in Malaysia and can not afford private 
universities that charge higher fees. These students form the largest demographics among WOU students. 
To be able to monitor their performances and to provide timely intervention are crucial to keep them in 
active learning mode and to complete their study pathways. WOU has two learning modes, distance 
learning and full time study. The data and processes were taken from the full time learning mode. 
Nevertheless, it is expected that similar approach can be extrapolated to distance learning mode. This 
paper intends to systematically applying suitable quality tools to establish a manageable supporting process 
for these students. 

Problem statement 

WOU operates in a resource constraint environment. Each department focuses on tasks defined for the 
department and has been functional well as such However when a student service process involves various 
departments; the grey areas between departments are often not well addressed. Another issue with cross 
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department collaboration is the weakness of information sharing. Manually collected data is often stored at 
a function and failed to be disseminated at the point of decision making. This has caused lapse in services 
and frustrations among affected students.Another problem is the visibility o weak students is poor allowing 
students to fail beyond redemption point and subsequently drop out from the university. Figure 1 shows the 
percentage and count of student facing problem in their studies for the last six semesters and have potential 
of dropping out. These are the students that the improved process is trying to address. 
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Figure 1 Percenatge student facing problem in their study and has potential of dropping out 

 

Definition of Abbreviation and Acronym 

AA Academic Advisor 

CGPA Cumulative Grade Point Average 

FMEA Failure Modes and Effects Analysis 

RPN Risk Priority Number (Severity x Occurrence x Detection) 

WOU Wawasan Open University 

 

Research objectives 

This paper aims to apply a scientific tool to identify issues and tofind solutions in an education institute. This 
allow administrator to identify week students and alert appropriate functions to take action. The solution is 
a process that pans across departments’ boundary. It is hope that by the end of the activity, students’ 
retention can be improved. 

PROBLEM SOLVING METHOD 

A cross functional team is established to review the student retention issue. Process mapping is done to 
ensure all members understand the interaction of various departments to support the process. Then FMEA 
is used to identify critical areas that need immediate attention.There are many problems in any organisation. 
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Due to constraint of resources, only problem that is critical should draw attention. FMEA is a tool that allows 
the prioritisation to be objectively done. 

Process mapping 

Process mapping is a workflow diagram that projects a series of processes to complete a job. Process 
mapping allow clearer understanding among the members of a problem solving team. The source of the 
problem can be easily pin pointed and an improved process being mapped. 

Failure mode effects analysis (FMEA) 

Failure modes and effects analysis (FMEA) is a quality tool commonly used for identifying all possible 
failures in a design, a manufacturing or assembly process, or a product. FMEA is frequentlyadopted 
aerospace and automotive industries because of mission critical nature of their products. FMEA has the 
advantage of prioritise action critical to the process. Not all failures are equally important and not all action 
plans can be implemented in a resource constraint environment. FMEA helps to prioritise the action to be 
implemented based on severity of the problem, probability the problem occurs and detectability of existing 
control measure. These parameters are multiplied to form the Risk Priority Number (RPN). The higher the 
RPN, the more critical is deemed to be the problem. In a resource constraint environment, resources should 
be directed to solve critical problem with high RPN. 

Literature review 

Most of the articles in FMEA are associated with engineering, design process, supplier selection, material 
quality, project management, medical emergency [1][2][3]. There are relatively fewer articles related to 
education.Kenchakkanavar and Joshi (2010) applied the tool to improve the quality of engineering 
education in Bangalore[4]. Kaushik and Khanduja (2010) used the same tool as part of the six sigma 
improvement in education sector[5]. In this article, the processes are assumed to be equivalent to any 
engineering processes. There are also critique that view that FMEA is complex and there are many 
subjective opinions that make scientific decision making impossible, as a result there are many variants of 
FMEA  that tie with computing logic to make the RPN calculation more scientific[6][7]. 

RESULTS ANALYSIS 

A process mapping of student enrolment at the start of a semester until release of examination result at the 
end of the semester is shown in Appendix A. Both before and after improvement maps are shown. Before 
map shows the problem points and after map shows the improvement actions. The FMEA is shown in 
Appendix B. Following paragraphs demonstrate problem solving according to the RPN number. It starts 
with the most critical and gradually works down the list according to available resources. Since WOU 
operates in a resource constraint environment, the number of manual follow up, multiple approvals and 
interactionsbetween departments should be kept at the minimum. On the other hand information should 
ideally come from a single source and should be shared among the stakeholders. Part of the FMEA is 
reproduced in Figure 2 to show the areas that required immediate attention. 
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frustration 
among 
students. 

      7 Probation 1 
student 
becomes 
Probation 2 

6 Probation 
guidelines 

4 168 4 

    Students 
unable to 
progress 
according to 
standard study 
pathway 

7 Students may 
have 
psychological 
issue 

8 No control, 
lecturers are 
inadequate to 
address the 
issue. Lecturer 
has conflict of 
interest if 
double up as 
student 
counselor 

7 392 1 

Student class 
attendance 

Unable to 
detect students 
poor 
attendance 

Student 
absence >25% 

6 Lack of means 
to detect 
student 
attendance 

6 Manual 
attendance 
taking. 
Feedback by 
lecturer 

7 252 3 

Figure 2 Part of the FMEA thatrank actionable areas 

 

Examination result 

The examination result of the previous semester is released in the first week of the semester. This is usually 
the busiest period in the university. University has to aggressively recruit new students besides 
administering existing students who pass the examination to reenrol. At this juncture, it is easy for weak 
students who fail the examination to slip through the re enrolment because of lack of advices from 
appropriate parties. Secondary data taken from 2013 to 2016 is shown in Table 1. The data clearly shows 
that weak students would further slip into worse state if no proper intervention is given. 

 

Table 1 Number of students deteriorated in their studies from 2013 to 2016 

Status Headcount (Sep-2013 to Sep-2016) 

No. of students entered Probation 1 51 

No. of students further entered into Probation 2 28 

No. of students dropped out after Probation 1 8 

 

A process is installed where probation students or students fail to achieve CGPA above 2.0 are called upon 

to meet the lecturers. Each student is being paired up with a lecturer as his or her academic advisor (AA). 

The advisor’s duty is to provide a listening ear, to coach the student on proper study technique and to help 

student plan his or her study pathway. The advice given is comprehensive covering how many subjects the 

weak student is allowed to enroll, when to re-sit a fail paper and the best subject combinations for the 

student. It is obvious the advice given has to be uniform across the students. Students will complaint if they 

find out similar scenarios is given different treatments. To minimize the differences, a meeting is called 

among the academic advisors to calibrate the actions taken and to discuss any complex cases. The 

outcomes providesome certainty to students, assure Registrar that students do not arbitrarily drop or add 

subjects. At the end the enrollment process becomes more streamlined. 
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The guidelines or students under probation are being reviewed too. In the old way, students under Probation 

1 are allowed to take similar number of subjects as any other students. Once the statistics in Table 1 is 

known, the guidelines are revised so that students under probation 1 take fewer subjects to prevent them 

from further slipping into probation 2 and to improve the survival rate. Since this guideline was just 

implemented in May, 2017, one year is required to show its effectiveness. 

 

Class attendance 

Class attendance is another indicator thatallows the university to detect weak students. Weak students 
habitually cut classes. When attendance is taken manually, lecturers hold the extra duty to monitor the 
students and take action against these students or they have to inform the administrator of any abnormal 
incidents for further action. Sometimes parents or study grant providers have to wait longer than necessary 
period to understand the performances of their children or beneficiaries.  

After the team has brainstormed, an online attendance system was introduced in September. 2016. 
Lecturers, the deans, Registrar, examination office can acquire the attendance rate of each student online. 
While previously, lecturers have to manually tabulate the attendance rate, the online version tabulates the 
summarised data instantly. Thus more time can be spent on the actions rather than preparing the data. The 
various stakeholders as mentioned above share similar data on the student which means action taken are 
more homogenous.Students can look up their attendance rates from the student portal and take necessary 
actions to improve their attendance rates. 

 

Counselling record  

Examination result release and re-enrolment for weak students have to be done within 7 days. This is a 
rather short period. Academic advisor (AA) needs to understand the situations of the students and calibrate 
the advice given. Then students have to arrange with their AAs for counselling sessions. Service centre 
and Registry have to re-enrol the students per the outcomesof counselling. This means information sharing 
among the various functions is important. The old ways, AA have to manually fill up counselling forms and 
copies are distributed to the other two functions. This means time lapse, miscommunication issues are 
frequent. An online counselling was added in February, 2017. AA is responsible to key in the outcomes of 
counselling he or she has done with the student. Programme coordinator check that the suggested actions 
are valid and standardised among the different AAs. The information is then released to the service centre 
and registry for accurate re-enrolment. The information is also released into student portal for the student 
to implement the needful actions. 

Another side advantage from this information sharing allow supporting functions to pull out a student history 
in order to map out more effective study approach for the student. So gone are the days where physical 
records were kept in students’ personal folders without being used as valuable information source. 

Limitation 

A number of articles have discussed about the short coming of FMEA. The RPN calculation is depending 
on human experience and is not considered a good instrument of measurement [7][6]. Nevertheless, the 
method is well established to resolve engineering issues and should be capable enough to resolve some 
management process issues. With the forming of a team comprising experts from different functional areas, 
it is beleived that it should be able to resolve some of the management process issues. 

Institutionalise good practises to other area 

There are many similarities between distance learning and full time study. Among the actions that have 
already installed for the full time mode, class attendance is the least relevant for distance learning. Attending 
class is not compulsory in the distance learning mode. However since WOU provides comprehensive 
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discussion classes, weak students should seize the opportunities to attend as many classes as possible. 
The tutors are able to monitor their study and provide timely support.  

CONCLUSION 

Continuous improvement is a never ending process. The FMEA has to be continually updated to capture 
more critical areas for improvement. Action plans that have been implemented have to be monitored for 
effectiveness and sustainability. There is opportunity to standardise and institutionalise good practices to 
other areas. 
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APPENDIX 

Appendix A. Process mapping of student enrolment until release of examination results 

Before 

Process Support Activities Problems that need 
attention 

   

Student pick subjects from the 
study pathway, pay the fees at 
service centre. Manual 
registration process. Registry 
check the enrolment meets 
guidelines.  

 

Students attend classes. 
Manually monitor attendance 
rate, coursework results.  

Low attendance 
percentage escape 
detection 

Students sit for exam.   

Exam result is released, CGPA? 

 

The time between results 
release and re-enrolment 
dead time is about 7 
days, which is short. 

Weak students are not 
sure which subject to 
enrol for the semester 

Pass students continue normal 
re-enrolment.  

 

 

Weak students need help to 
decide on next step.  

 

Students need advices 
from the academic 
advisors. 

Service centre and 
registry need AA 
instruction to enrol the 
students. 

Information transmission 
among the functions is 
bad. 

Weak students re-enrol, sign up 
for resit paper. 

 

Start 

Student 

enrolment 

Student attend 

class 

Student sit for exam 

Result release 

Normal re-

enrolment 

Special re-

enrolment 

End 

Pass/Fai

l 

pass 
fail 
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Registry check enrolment is 
correct 

  

After 

Process Support Activities Added support activities 

 

 

 

 

  

Student pick subjects from the 
study pathway, pay the fees at 
service centre. Manual 
registration process. Registry 
check the enrolment meets 
guidelines.  

- 

Students attend classes. Monitor 
attendance rate, coursework 
results. Weak students are 
identified for extra advice. 

Online attendance taking. 

Analyse attendance data 
to identify weak students 
for counselling 

Students sit for exam.  

 

- 

Exam result is released, CGPA? 

 

 

Improve the probation 
guidelines to prevent 
students from slipping 
into more disadvantage 
stage. 

 

 

Pass students continue normal 
re-enrolment.  

- 

Weak students need counselling 
to help decide next step.  

Added AA calibration 
meeting to standardise 
the advice given to 
students. 

Added online counselling 
to share the information 
among the stakeholders. 

Weak students re-enrol, sign up 
for resit paper. 

- 

Pass/Fai

l 

Start 

Student 

enrolment 

Student attend 

class 

Student sit for exam 

Result release 

Normal re-

enrolment 

Special re-

enrolment 

End 

pass fail 
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Registry check enrolment is 
correct 
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Appendix B. FMEA 
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THE ROLE OF MASSIVE OPEN ONLINE COURSES (MOOC) IN 
MITIGATING AND STRENGTHENING ADAPTATION ON CLIMATE 

CHANGE  

Chiam Chooi Chea1 

1Open University Malaysia (MALAYSIA)  

Abstract  

Climate change and environmental quality are increasingly gaining their place in leveling and presenting 
the environmental conditions in each country. The effects of climate change can be felt in a rather pressing 
manner over the years for all countries; including Malaysia. Educating, training and creating awareness in 
developing countries will have to be country-driven; addressing the specific needs and conditions of the 
country itself in order to align to their national sustainable development goals, priorities and strategies. Due 
to a new wave in education recently, Massive Open Online Courses (MOOC) has the potential in reaching 
out to a large number of learners with free university-level education. MOOC can be a platform where 
suitable programmes aiming to provide knowledge and even creating awareness to a huge crowd can be 
achieved although there is a concern about high drop-out rate in MOOC despite a huge number of 
registrations for a course. Nevertheless, this should not pose as a concern if the aim of a course is creating 
awareness with an appropriate curriculum design and delivery of the course. This paper aims to highlight 
on the roles of MOOC on strengthening the mitigation and adaptation on climate change among developing 
countries. 

Keywords: Adaptation, Climate Change, Mitigation, MOOC.  

INTRODUCTION 

Climate change happens due to human activities that cause an imbalance between development and 
preserving nature. The effects of climate change due to global warming can be felt in a more frequent 
manner over the years by world makes climate change on the alert radar in every country in the world. The 
consequences of global climate change predicted by scientists in the past are now showing its signs; such 
as, loss of sea ice, accelerated sea level rise and longer, more intense heat waves. The global temperature 
will continue to rises for decades to come, largely due to greenhouse gases produced by human activities. 
According to The Intergovernmental Panel on Climate Change (IPCC), (2016), the extent of climate change 
effects on individual regions will vary over time and with the ability of different societal and environmental 
systems to mitigate or adapt to change. There is an urgent need to spread the awareness on the criticality 
of global climate change to all, creating the need of a strong platform to reach a very large crowd. Massive 
Open Online Courses (MOOC) would be able to be the tool to carry a heavy and important message across 
to a massive and huge crowd. 

There has been a positive progress on another aspect; a new trend in education recently. With recent boom 
in development of educational resources both in industry and academia, Massive Open Online Courses 
(MOOC) is a recent development in the educational scenario with the recent boom in development of 
educational resources both in industry and academia. The definition of MOOC (Massive Open Online 
Course) is web-based courses available for free to any participant from any place in the world (McAuley et 
al, 2010; Kop et al, 2011). European Association of Distance Teaching Universities (EADTU) defined 
MOOC as “online courses designed for large numbers of participants, accessible anywhere by the Internet, 
open to everyone without entry qualifications and offer a full/course experience online for free”.  

 

Massive Open Online Courses (MOOC) 

According to Commonwealth of Learning (COL), online learning provides not just formal education, but all 
forms of learning to achieve its sustainable objectives. COL even helps to support distance learners in 
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emergency and conflict zones through eLearning for International Organisations (eLIO); specialises in 
providing the “human touch” in its course offerings and has a cadre of more than 50 e-coaches who have 
worked with over 8,500 learners in 160 countries to offer individualised and customised support. It definitely 
can do with global climate change issues (mitigating and strengthening adaptation strategies etc). 

Education trend has changed over the years with easier access, within practical reach to mass learners. 
MOOC distinguishing features are no course fees imposed targeted to learners and sometimes can offer 
certificates but no degrees; MOOC offers courses of study not programs to learners (Muńoz et al 2016). 
Another distinguishing aspect of MOOC’s relates to the scalability (Porter & Beale, 2015). Stewart (2010) 
stated that “a MOOC is an online course with free and open registration, publicly-shared curriculum and 
open-ended outcomes”. A commonly agreed definition of MOOC are “online courses designed for large 
numbers of participants, accessible by anyone anywhere as long as they have an internet connection, are 
open to everyone without entry qualifications, and offer a full/complete course experience online for free” . 
European institutions are more involved in MOOC as compared to USA counterparts.  More importantly, 
institutions in Europe are increasingly developing a positive attitude towards MOOC and have positive 
experiences for the added values of MOOC (Jansen & Schuwer, 2015). Nevertheless, the number of MOOC 
courses has increased significantly in Asia as well; a sign indicating the MOOC scenario has yet to peak. 
Support for MOOC lies in the possibility of providing access to high class education at which only a limited 
number of individuals have had access till now (Andone et al, 2015).  

MOOCs are viewed and used differently by various parties. According to Jansen &Schuwer (2015), 
European institutions offers MOOC more to reach out to new students and creating flexible learning 
opportunities (for those new students). This is in contrast for many US institutions that offer’s MOOC to 
increase institutional visibility and drive student recruitment. The media often sees MOOC as the new trend 
of education and with such publicity, institutions hope that they can not only target alumni but can go beyond 
traditional markets for wider participation and obtain marketing gains (Jenner & Strawbridge, 2015). In line 
with this, many institutions offers MOOC as an opportunity of learning about online pedagogy (Jansen & 
Schuwer, 2015). Many institutions see this opportunity as a way of pioneering new platforms (Jenner & 
Strawbridge, 2015) and offering interdisciplinary courses (Prades et al, 2015) to further enhance their 
reputations. Furthermore, because MOOC are an innovation, many institutions do international 
collaborations (Jenner & Strawbridge, 2015) with other institutions from other countries to build up 
capabilities. Thus, several institutions offered courses pertaining to climate change to global warming, 
creating awareness on the severity of its negative impacts to humankind. As an example, University of 
South Pacific collaborated with UNESCO and Commonwealth Learning (COL) in offering course titled” 
Climate Change and Pacific Islands” via Massive Open Online Courses (MOOC). This course focuses on 
the effects of climate change on the Pacific Islands and actions that could mitigate these effects. MOOC is 
a very powerful platform to carry educational and awareness messages; besides, it could easily have mass 

reach and appeal to the world. Although MOOC is a good platform to create awareness on various issues, 

it has been under-utilised as an awareness tool used in promoting global climate change awareness in the 
world. 

 

1.2     Climate Change on Humankind 

Environmental research is complex and involves a variety of topics, such as water, land, biodiversity, 
pollution, food security. Climate change adds to the complexity and enhances the discussion of 
environmental problems as it requires comprehensive and interdisciplinary studies to aid decision-making 
and actions needed. Climate change has been constantly in the public eye because of its overarching 
importance and its effects have been felt over the years. 

The global demand for livestock products is expected to double by 2050, mainly due to higher standard of 
living worldwide. While, climate change is a threat to livestock production because of the impact on quality 
of feed crop and forage, water availability, animal and milk production, livestock diseases, animal 
reproduction, and biodiversity (Food and Agriculture Organisation, 2009). Due to the vulnerability of climate 
change, there is a need to provide adaptation strategies to the stakeholders in time of climate change 
challenge and threats. Phido et al (2016) used radio drama as a vehicle to provide farming, birth control 
techniques due to climate change to small holder farmers in Northern Nigeria. This shows that there are 
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ways to reach the outskirt community who lives in poverty and it can be reached in bigger mass with MOOC 
and literacy can be improved in the community as well. 

Malaysia has been free from famine, suffering, tsunamis, earthquakes, hurricanes, typhoons, floods, 
droughts etc over the last five decades. However, with no exception, the situation has changes recently 
and Malaysia too has to face the environmental challenges; some are man-made, others are not due to 
drastic global climate change. According to The Earth Institute (n.d), floods are the primary hazard affecting 
Malaysia, ranking in the top deciles for most of the western half of the country. Landslides and droughts 
are also significant though their effects are limited to much smaller areas in the eastern regions. When 
weighted by mortality, landslides pose a large risk for the north eastern part of the country. The hazards 
affecting the western region are distinctly different than those impacting the eastern areas. The country 
experienced its worst floods in its coastal area; namely, Kelantan and Terengganu in 2014. They were 
blamed on deforestation and climate change, which has also been termed the reason behind rising sea 
levels that are eroding the coastal area. Rapid urbanisation and pursuing of better quality of life has caused 
Malaysia to shift towards environmental degradation resulting from the series of challenges from 
environmental issues. Harmful waste secretions, climate change, environmental pollution and ecosystem 
breakdown, to name a few, are the environmental catastrophes that are accustomed by the general public. 

 

ENVIRONMENTAL PERFORMANCE INDEX (EPI) 

National Environmental Performance Index (EPI) is evaluated every two years to examine the 
environmental performance in Malaysia concerning different indicators such as climate change and water 
quality. The 2016 EPI ranks countries’ performance on high-priority environmental issues in two broad 
policy areas; namely protection of human health and protection of ecosystems. There are nine issue areas 
which comprised of 20 indicators within these two broad policy areas. Indicators in the EPI measures how 
close countries are to meet internationally established targets or, in the absence of agreed-upon targets, 
how they fared relatively to the best performing countries. Refer to Fig.1 for 2016 EPI’s Framework. 
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 Trend in CO2 Emissions per kWH 

 Trend in Carbon Intensity per kWH 

Figure 1: 2016 EPI’s Framework 

Source: Environmental Performance Index, 2016 

 

According to EPI (2016), Malaysia is placed 63rd out of 180 countries; a fall from 51st place in year 2014. In 
total, 180 countries in the Index represent 99 percent of global population, 98 percent of the world’s total 
land area, and 97 percent of global Gross Domestic Product (GDP). The top five performers are Finland, 
followed by Iceland, Sweden, Denmark and Slovenia. These countries share smart policies that target 
improvements to their natural and built environments, along with strong commitments to renewable energy. 
Malaysians shows a significant environmental awareness in water pollution, air pollution, waste 
management and climate change as there has been a relatively significant increase in the score for 
ecosystem vitality (water resources, wastewater treatment and fisheries). A slight score increase for air 
quality, water and sanitation, access to electricity and forest while the remaining indicators show a fall in 
score. Hence, the overall fall in its overall ranking by 12 ranks; from 51st place in 2014 to 63rd place in 2016. 

EPI (2016), Finland’s top ranking stems from it societal commitment to achieve a carbon-neutral society 
that does not exceed nature’s carrying capacity by 2050, a vision tandem with actionable goals and 
measurable indicators of sustainable development. Finland’s goal of consuming 38 percent of their final 
energy from renewable sources by 2020 is legally binding, and they already produce nearly two-third of 
their electricity from renewable or nuclear power courses. 

 

2.1    MOOC and Climate Change 

In regards to global deaths due to poor environmental services, relevant courses are needed to be designed 
and delivered to relevant communities. Surprisingly, more deaths occur globally due to poor air quality than 
to unsafe water quality; unsafe water was responsible for 2 percent of global deaths (approximately 1.24 
million), while poor air quality was responsible for 10 percent of all global deaths (approximately 5.52 
million). More than 3.5 billion people, which accounted half the world’s population are exposed to unsafe 
air quality. Dangerous air pollution is not confined to any specific country as it a global issue. While, 
approximately 1.3 billion people are exposed to poor air quality live in the East Asia and Pacific region. 
More than 50 percent of the population is exposed to unsafe level of fine particulate in China and South 
Korea, while it is as high as nearly 75 percent in Nepal ( EPI, 2016). 

Jaus (1982) found that there is a positive correlation between environmental education instruction and 
favourable attitudes towards environment. Many scientists, researchers and even policy makers in the 
affected countries always learn from successful countries in mitigating and adapting strategies in the 
environmental issues. Finland can share their technologies, best practices and actionable goals with 
countries strive to be as clean as Finland. This is where MOOC can come in play to gauge the geographical 
constraints in transferring knowledge and information. However, before using MOOC as the platform to 
have mass reach, relevant curriculum design, delivery, stable platform as well as suitable facilitator need 
to be taken into consideration. A good and effective course would be able to carry the message across and 
participants from the course can benefit heaps from it via MOOC. Participants can use the materials and 
learnt-knowledge with their counterpart in their respective countries. 

Many environmental-related courses are being offered via MOOC currently. University of South Pacific 
collaborated with UNESCO and Commonwealth Learning (COL) offered the course” Climate Change and 
Pacific Islands” via Massive Open Online Courses (MOOC) in 2015; which focuses on the  effects of climate 
change on the Pacific Islands and actions that could mitigate these effects. Other than that, a consortium 
of leading institutions has launched Massive Open Online Courses called agMOOCs; an online platform 
designed to help students, professionals, and organisations to acquire and enhance knowledge and skills 
in the agriculture domain. The platform provides free access to numerous high-quality courses online 
offered by renowned faculty from the premier institutes of the country. The intent is to reach out to thousands 
of learners through these MOOCs thus enabling them to access higher agricultural education. agMOOCS 
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is offering continuous courses such as “Basics of Entrepreneurship Development in Agriculture”, “ 
Agriculture Value Chain Management” and Integrated Pest Management. 

 

2.2    Issues and Challenges 

According to Chiam (2016), one of the main challenges in MOOC is high dropout rate in the course. Hence, 
there is a need to emphasis on the importance of the course design with appropriate assessment format 
and assessment load, without compromising the quality of the course. On the hand, there is a need for an 
effective facilitator to be in the threaded forum to ease tension that tends to rise among participants as the 
forum can be “noisy with many strong-opinionated voices”. 

On the other hand, practical and hands-on courses need to be designed and offered in the MOOC platform 
in order to have significant benefits to the participants from various countries. MOOC environmental courses 
need to include strategies in sustaining, mitigating and strengthening the climate issues; apart from critical 
issues and challenges that most countries face in relation to mitigation and adaptation to climate change to 
reduce health impacts. Some of the courses may be very technical and need the assistance of experts in 
these areas. Some of the courses can be (1) modelling climate change (2) develop and run a climate model 
to generate relevant and localised scenarios (3) greenhouse gas inventories (4) enhancement of 
institutional capacity for collection and collation of data (5) food sufficiency: stress on food production due 
to anticipated rise in temperature and prolonged periods of drought (6) coastal vulnerability index (CVI) due 
to sea level rise (7) technology transfer: access to cost-effective technology (8)  land use and forestry (9) 
trans-boundary disaster (10) meteorological station representativeness and disease. 

CONCLUSION 

Without a doubt, the process of environmental education is complicated and should be reviewed deeply at 
the affective, cognitive, behavioural and meta cognitive levels (Sanera, 1998). The issues of environment 
are the effect from the human’s activities that have no civic conscious and only think the monetary benefit 
without concern about the impact towards the environment and their future of life. The long-term effect from 
environmental pollution can be seen when the ecosystem is not able to endure the pollution. The major 
cause of this ecological crisis is regarding the value and belief in shaping human’s relation with lifestyle 
itself (Sardar and Ziauddin, 1985). Preventive measures should be carried out to slow the environmental 
catastrophe and mitigating long-term environmental damage is priority. One of the best ways of prevention 
is creating environmental awareness among society and educates people with relevant climate change and 
environmental-related courses.  

Education trend has changed over the years with easier access, within practical reach to mass learners. 
One of the open source learning is Massive Open Online Course (MOOC).  It is one of the most recent 
innovations in education today. Contrary to popular belief, online education need not be a lonely experience 
(McAndrews& Scanlon, 2013) and therefore, instructional design plays an important role in effective online 
pedagogies.  Hence, activities need to be interactive and engaging to result in discussions that were 
interesting and lively. Activities in a course should be student-centred that could lead to better engagement 
by the learners. MOOC is a good platform to create awareness on various issues but has not been utilsed 
fully as an awareness tool used in promoting global climate change awareness in the world. Lastly, MOOC 
can create opportunities in education for all, yet they do have its own challenges to be overcome in order 
for learning to takes place. 
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ABSTRACT 

Distance Learning Program Unit of Universitas Terbuka (UPBJJ-UT), which is the frontline in providing 
services and assistance to students in the region, has a central and strategic role. The role is primarily 
determined by leadership and ability to implement UT’s policy by the head of UPBJJ-UT as the local 
authority in the area in managing and maintaining quality of learning and services. UPBJJ-UT Tarakan as 
one of the 40 UPBJJ-UT, which are spread throughout Indonesia, has functions and duties to implement 
policies that have been defined by the UT Center, from the process of socialization and promotion to public, 
students’ registration, up to the graduation ceremony. The problems and obstacles encountered by each 
UPBJJ-UT have its own diversity and uniqueness that require every head of UPBJJ-UT to have different 
leadership style in leading the unit. There are many challenges for the head of UPBJJ-UT Tarakan in 
managing services to learners and stakeholders in the province of North Kalimantan and the region of 
Sabah Federation, such as: various socio-cultural heterogeneity; partnership and competition with other 
universities; as well as underdeveloped, foremost, and outermost (border) area with heterogeneous 
geographical contours. There are two questions related to services management, i.e., how is the 
effectiveness of leadership style of the head of UPBJJ-UT in managing the services? And how is the 
accuracy of the head of UPBJJ-UT in implementing services policy? 

Keywords: effectiveness, leadership style, policy implementation, distance learning 

 

INTRODUCTION 

Regional office of Open University (UPBJJ-UT) as the frontier in providing services and assistance to 

students in the region which is the authority has a central and strategic role. The role will be largely 

determined by the leadership and the ability to implement policies by the head of the regional office of Open 

University (UPBJJ-UT) as territorial manager that has authority in maintaining the academic and 

administrative services as well as the quality of learning.  

UPBJJ operational office are located in 34 provinces with 40 UPBJJ-UT offices throughout Indonesia, even 

in Java there are several provinces with 2 to 3 UPBJJ-UT offices in each province and there are 5 UPBJJ-

UT that specifically serve students at the frontier to support UPBJJ-UT for Foreign Services. Each UPBJJ-

UT office manages between 1,500 students up to 20,000 students with various social heterogeneity, culture, 

geography, access, and management resources of UT. 

Higher education policy in Indonesia is regulated under Law Number 12 Year 2012 and Act Number 4 Year 

2014 on the implementation of higher education including UT as one of them. Though, the law has not fully 

accommodated the implementation of open and distance higher education. Considering this kind of 

situation, UT’s rector and head of UPBJJ-UT should pay special attention in implementing and maintaining 

the quality assurance of its academic and administrative services efficiently and effectively.  

Nationally, UT with 40 UPBJJ-UT offices is the only high-performing Open and Distance Higher Education 

in Indonesia consistently serving the community and students as much as 325,000 learners, ranging from 
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metropolitan people to remote and regional areas. This is in line with the ideals of the Indonesian nation 

that every citizen is entitled to access quality education as well as the Nawacita (Indonesian President’s 

vision) program of the President of the Republic of Indonesia, point number 3, stating that remote or rear 

communities must be served and encouraged to employment opportunities as part of the national 

development policy. 

METHOD 

The method employed in this study was descriptive qualitative describing UPBJJ-UT Tarakan’s 

management during 2016-2017 period internally (the office management) and externally (the coordination 

and communication with UT’s partners and stakeholders in North Kalimantan and Sabah Federation of 

Malaysia. Document and interview were used as data collection technique in this study.  

UPBJJ-UT Tarakan 

UPBJJ-UT Tarakan as one of 40 UPBJJ-UT scattered in the region of Indonesia has function and task to 

implement policies that have been set by UT, starting from public socialization process, students’ enrollment 

and registration, until graduation process. Various problems are faced by every UPBJJ-UT. It requires 

professionalism, conceptual management, experience, and the art of leadership of the head of UPBJJ-UT. 

There are various challenges at UPBJJ-UT Tarakan in managing UT’s services, as follows: 

1. Social and Cultural Heterogeneity, 

Dayak ethnic is identical with Kalimantan ethnic. It is also the same with North Borneo with total population 

about 725.000 people that has some districts that are still closely related to Dayak ethnic. Generally, North 

Kalimantan has multi ethnic. Banjar and Bugis ethnics are the most dominant population in North 

Kalimantan. It can be seen from four regencies and one city, there is only one regency that is dominantly 

occupied by Dayak ethnic.  

2. Partnerships and competition with other universities; 

Formal partnerships have been well established by UT with the provincial government, district/ municipal 

governments, the Director General of Kota Kinabalu, Tawau Consulate, Indonesian Teachers Association 

(PGRI), University of Borneo Tarakan (UBT), UT managers in each territory in North Kalimantan and the 

Malaysian Federation of Sabah as well as other partners. 

3. Area condition and contour heterogeneity; 

The condition of the area and the contour of the landscape are quite varied, such as the archipelago, the 

land area, and the hilly terrain. Transport access such as rivers and sea, land, and air with the most 

transportation modes are through rivers and air especially in and to remote area, inland, and border area. 

4. Disadvantage, front, and outermost areas (border); 

The North Kalimantan province is a regional expansion of the East Kalimantan province. North Borneo 

previously until now is still the disadvantage, the front, and the outer (border) area with quite difficult and 

very limited access. The Nunukan and Malinau districts generally use rivers, sea and air access; particularly 

to reach sub-districts in the inland and border areas. 

5. Service Coverage; 

Higher education services, especially in UPBJJ-UT Tarakan, have reached almost 95% of services in 5 

districts/cities. There are still 4 sub-districts in Malinau District that have not been served because of difficult 

access. UPBJJ-UT Tarakan keeps trying to extend its services to those sub-districts. 

6. Resources of UPBJJ-UT Tarakan  



20 
 

UPBJJ-UT Tarakan office only has 12 staff to serve approximately 3,600 students, which consist of 4 civil 

servants, 6 annual contract employees and 2 daily employees. Judging from the aspect of job analysis is 

in accordance with the standard determined by UT, but from the aspect of the workload is very heavy. It is 

heavy not only related to the coverage area of work and the number of students served but it relates to the 

aspect of the analysis of positions that are captured especially by the civil servants. 

7. Communication Access; 

The communication in supporting the academic and administrative service process with various 

geographical factors mentioned above, is no longer an obstacle for students or communities in North 

Kalimantan in today's telecommunications. This is in line with the central government's supportive capacity 

for the provision of telecommunication towers reinforcement with 4G connection capacity In addition, 

generally students have cell-phone with features that make it easy to communicate and access UT’s 

learning process online. 

Some of the diversity and constraints mentioned above become challenges and opportunities for UPBJJ-

UT Tarakan in managing services as well as providing access to the community and students to learn. 

 

THE LEADERSHIP EFFECTIVENESS OF THE HEAD OF UPBJJ-UT TARAKAN 

UPBJJ-UT Tarakan as a new organizational unit has duties and functions to implement every policy 

mandated by the central government and UT, especially in providing services to the community and 

students in North Kalimantan of Indonesia and Sabah Federation of Malaysia with the standards and 

procedures specified in the UT standard quality assurance policy. The role of the head as UT's leader plays 

a strategic role, not only able to run procedural bureaucratic things that are routine even rigid. There is a 

saying "carry out in accordance with the provisions" or “carrying out instructions without criticizing them but 

not for defiance”. This is where the leadership role takes part in applying the leadership style carefully and 

intelligently in bridging the needs of the community/students as a beneficiary of UT with applicable policies 

and procedures. 

The seven points of diversity and challenges faced by UPBJJ-UT Tarakan in managing the services are 

not only related to the aspects of the new organizational condition that require an internal organizational 

understanding both regarding the structure and authority that must be performed by the staff, but attention 

to external challenges such as: 1). People lack of understanding that UT is a distance university, the stigma 

of UT students and alumni that UT lectures are difficult to pass; 2). The dominant role of learning group 

managers (POKJAR) in serving UT students indicates the occurrence of illegal levies and distortions of 

information on UT services; 3). Lack of scrutiny in approaching new partners in addition to UT managers in 

the area, which is to provide confidence and strengthen information and knowledge about UT related to 

distance education (PTJJ) as a form of education service with distance learning system (SBJJ) to local 

government In the Provinces and Regencies, Teachers' Association of Indonesia (PGRI), Association of 

Indonesian Kindergarten Teachers (IGTKI), Mother of Early Childhood Education (Bunda PAUD), 

University of Borneo Tarakan (UBT), Economic High School; Tawau Consulate, Education, Social and 

Cultural Functions; Commissioner General of Kota Kinabalu and Education, Social and Cultural Functions, 

Kota Kinabalu School of Indonesia and other partners. 

Those challenges become the locus and focus for the head of UPBJJ-UT Tarakan to effectively strengthen 

the leadership style's ability to accommodate the management of services to students and communities in 

North Kalimantan area and Indonesian people in Sabah Malaysia. Leadership style shows the expertise of 

a leader in managing UPBJJ-UT office in achieving service target that has been operationally accumulated 

in every annual plan and achievement from UT vision and mission. This will be the benchmark for the UT 

leader in measuring target achievement and successful management of UPBJJ-UT. 
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Leadership Effectiveness  

First, it can be seen from how the leader uses strategy in: managing and nurturing staff; mobilizing and 

motivating civil servants, annual contract employee, daily contract employee and other supporting staff. It 

requires appropriate placement by the leader in clarifying the duties and functions of each staff. This is 

inseparable from the ability and background of the staff, so it needs to explain in detail and the need for 

field understanding. 

Second, it can be seen from the ability of the leader and staff in keeping the student services satisfaction 

on various obstacles and problems in the academic process and academic administration caused by UT 

and UPBJJ-UT errors and the mistakes made by the students. The leadership style plays a role here to 

overcome and provide solutions to the students, such as students’ scores that weren’t published or scores 

below the average or zero score according to student's perception, slow acceptance of learning materials, 

late registration of courses, demand for taking test in other UPBJJ-UT. This is where the role of the leader 

to the staff in giving explanations and solutions as expected by the students. 

Third, it can be seen from the leader’s ability in maintaining partnerships with stakeholders to provide 

information and regular reports on the development and achievement of students studying at UPBJJ-UT, 

so that if there is a change of leadership to, the good relations with stakeholders can still be maintained. 

Effective leadership style is a style that can accommodate conceptual styles of leadership such as 

authoritarian, democratic, laisse faire, motivational, power, supervisory, participatory, transactional, 

transformational, charismatic, persuasive (Yukl, 2015; Kaloh, 2000; Djaenuri, 2015). In particular, the 

strengthening of leadership style in UPBJJ-UT Tarakan area tends to be more persuasive, democratic, 

transformational and motivational in approaching the students with consideration of heterogeneity aspect, 

even transactional style in operational service such as the provision of examination place, tutorial place, 

and implementation of the second residential tutorial. 

Leadership effectiveness in maintaining good relationships with partners or stakeholders and UT managers 

in areas by using persuasive, participative, transformative and transactional approaches is quite effective 

in maintaining service satisfaction. For all the head of UPBJJ-UT, policies that have been issued should be 

obeyed. Charisma of the leader need to be maintained but not in terms of image building. 

The effectiveness of leadership styles in leading and nurturing staff tends to be persuasive, motivative, 

democratic and authoritarian. This is inseparable from the staff’s ability and background, but it needs a 

separate approach in developing a newly-built UPBJJ-UT. 

ACCURACY IN IMPLEMENTING SERVICE POLICIES IN UPBJJ 

UPBJJ-UT Tarakan as one of work unit of UT has duties and functions in higher education especially service 

of open and distance higher education of course will not be apart from policy that have been determined by 

Ministry of Research, Technology and Higher Education of the Republic of Indonesia in implementing every 

policy of higher education which have Regulated in Law number 12 Year 2017, Act number 4 Year 2014, 

and Ministry Regulation, such as: establishment, change and dissolution of higher education; accreditation 

of study programs and institutions; the implementation of public higher education services, and others. 

These policies will be operationally implemented in UPBJJ-UT which is enjoyed directly by the community 

and students. 

Considering the seven challenges and heterogeneity faced by UPBJJ-UT Tarakan as mentioned above, it 

is not an easy thing to operationally to provide services to about 3,600 students with three major service 

groups, i.e. undergraduate, non-basic education students, basic education students, and graduate 

students. The ability to implement it clearly will intertwine with the ability of the head of UPBJJ-UT in 

organizing, interpreting and implementing policy precisely and accurately (Jones, 1993). 
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The rigidity in implementing those policies will give impacts on student services, such as in the new student 

orientation service (OSMB) if it is still based on 100 new students as the ticket for holding the OSMB 

activities will be difficult for regions with geographic contours such as in North Kalimantan. The ability to 

interpret technical policy is required by a head of UPBJJ-UT to keep the activities of OSMB can be run 

smoothly as a medium of information for UT and give real picture of UT in general and picture of complexity 

of students of UPBJJ-UT Tarakan. The implication is that students become confident and passionate to 

learn in various conditions. 

The consequences of a distance higher education must provide opportunities for all students massively and 

within a broad range, “If an educational organization offers or plans to engage in distance education 

activities, a qualified individual at an appropriate administrative echelon should be designated with 

responsibility for providing leadership” Simonson, et.al. (2012). The implementation of policies in distance 

higher education will not be separated from the ability of the head in interpreting each policy before being 

implemented. 

CONCLUSIONS 

1. The effectiveness of leadership style is the realization of the head of UPBJJ-UT’s achievement in 

achieving annual target of UT's vision and mission. The role is very strategic demanding 

professionalism and competence in facing challenges and heterogeneous and dynamic problems 

to provide solution for unfavorable services. 

2. The implementation of services is a concrete form to provide service satisfaction to students, 

stakeholders, or UT managers in the region. The ability of leaders in interpreting policy will 

determine whether or not students are satisfied with academic and administrative services provided 

UPBJJ-UT. 
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Abstract  

Society, nowadays, is characterized by globalization, increased access to information and knowledge, 

collaboration through social networking platforms, instantaneous communication and sharing of resources 

among communities of practices. This has not always been the case, especially for the UP Open University 

(UPOU), which was established in 1995 during the time when there was no synchronous online 

communication and instant messaging yet to speak of. Various student support services during the early 

years of UPOU were provided through the Learning Centers which were strategically located in different 

parts of the country. This paper aimed to document the contexts, beginnings and changing structure of the 

Learning Centers and how it provided support services over the years. The study made use of document 

analysis as well as analysis of the results of a workshop conducted among Learning Center Coordinators 

and other key UPOU staff involved in support services. Results showed the changing roles of learning 

centers given the major changes in information and communication technology (ICT) and the changing 

needs of independent learners in an online environment. One of the key recommendations of the paper is 

for UPOU to rethink how learning centers can adapt to the changes and how UPOU can strengthen its 

support services to its students. 

Keywords: technological changes, support services, online learning 

1 INTRODUCTION 

Most of the changes in the society nowadays were brought about by globalization and technological 

advancements. This can be readily observed through the increase access to information and knowledge. 

Communication becomes easier through the use of mobile network and social networking platform. The UP 

Open University’s (UPOU) course delivery has evolved alongside these advancements and changes in 

technology and pedagogy.  

When UPOU was established in 1995, communication was through the use of the traditional means such 

as telephone, fax machine and express mail. These were the means to send information and learning 

materials to its students. In addition to these, various student support services were provided through the 

Learning Centers which were located in different parts of the country. These centers had performed various 

functions related to student support services and other services of the University. . They played a crucial 

role in providing non-academic support to learners. They also served as connections between students and 

the university. Learning Centers had proven its importance in providing the needed support of the students. 

Similar to this was a study by Tait (2014) where he mentioned that Open University UK created learner 

support system through the range of study centers where support was delivered locally as possible in order 

to answer the immediate need of students. The core concept of student support was through nearness  

which is meant as geographically near [1].   

However, in recent years, UPOU had seen a shift in the structure of these Learning Centers due to the full 

implementation of the online delivery of instructions. UPOU had to rethink some of its services including 

the roles of the Learning Centers in the delivery of support to its students. According to Somayajulu and 

Ramakrishna (2008), institutions should adopt and adapt appropriate technological tools in order to give its 
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learner quality and quick support services through the use of web-delivery course materials and online 

support service system [2].  

This paper aims to document the contexts, beginnings and changing structure of the Learning Centers and 

how it provided support services over the years. 

2 METHODOLOGY 

This study made use of archival analysis. The information and data in the preparation of this paper were 

collected from existing UPOU documents such as occasional paper, handbooks, reports, manuals, and 

excerpts from meetings. 

Data gathered from a three-day workshop among Learning Center Coordinators and other key UPOU staff 

involved in support services were also analyzed. In the first workshop, LC Coordinators were given 

metacards to write their present roles on each student support functions identified and discussed by the 

resource speakers. At the end of this workshop, their responses were gathered collated, discussed and 

revised as a group. In the second workshop, each LC Coordinator was asked to plot the percentage of 

workload in a 12-month period. This activity assessed which among the present role has a high percentage 

of workload every month.  

3 DISCUSSION 

3.1 Historical Background of the Learning Center  

In the beginning, Study Centers were created to support and answer the immediate learning needs of UP 

Open University’s students. As a start, nine (9) Study Centers were established and located all over the 

country. In 1996, with the creation of an office that is responsible mainly in providing student support 

services, the Office of the Vice Chancellor for Student Support Services (OVCSSS) was established. One 

of its functions was the management of the said Study Centers which later on was renamed as Learning 

Centers.  

The Learning Centers’ main function was to serve as a place for students to avail of UP Open University 

services, both administrative and academic needs. Students visit the Learning Centers for enrolment, to 

obtain instructional materials and attend monthly study sessions. These Learning Centers were located in 

UP Campuses and other reputable institutions [3]. A total of 28 Learning Centers were established until 

1998. These Learning Centers passed through certain consideration before establishment. The strategic 

location, accessibility to students and prospective students, provision of physical facilities, qualified staff to 

serve as LC Coordinators and academicians to serve as tutor, available communication facilities and fast 

delivery services, and peace and order situation were the factors that were taken into consideration.  

In the first reorganization of the UP Open University, the creation of an office under the Office of Academic 

Support and Instructional Services (OASIS), led to a new learning support model in the use of internet. An 

Online Teaching and Learning Laboratory (ONTELL) was mandated to develop, implement and deliver 

UPOUs program through the use of internet [4]. The office assisted OVCSSS in the delivery of instruction 

through online and somewhat affected the role of the Learning Center.  

When UPOU started offering courses through online tutoring in 2004, additional responsibilities were 

requested from the LC Coordinators due to the absence of local tutors. Among the tasks were supervision 

of activities related to students courses, receive TMAs, supervision of administration and proctor of exams 

and assist students in the use of computer, IVLE and internet account. In this year also was the second 

reorganization which abolished the OVCSSS. Learning Centers were administratively supervised by the 

Office of the Vice Chancellor for Academic Affairs.  
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In 2005, three of the Learning Centers were reinvented to serve as Registration/Testing Centers. 

Registration/Testing Centers served as registration and testing venues for students. In the next year, only 

ten of the Learning Centers remained including seven from UP based UPOU offices, 2 Universities and 1 

Government Office[5]. Most of these Learning Centers were under the direct supervision of a UPOU regular 

staff. The rest of the Learning Centers were converted to Testing Centers. Additional Testing Centers were 

established in 2009. 

Another result in the offering of courses through online tutoring, was the increase of enrolment of students 

based abroad. This led to the creation of another form of a Learning Center that was called as the Virtual 

Learning Center for Offshore students in 2011. After that, a network of testing centers abroad was formed 

through a MOA with DFA designating Philippine Embassies and Consulates as venues for examinations.  

3.2 Learning Center Coordinators’ Perceptions on their Present Roles in Support 

Services 

The discussion of the Learning Center Coordinators’ perceptions on their present roles are divided into two 

topics. First is the comparison of their old functions with their perceptions on their present roles. Second is 

the amount of workload they spent for their present roles.  

3.2.1 Comparison of the Old Functions of the Learning Center Coordinators with Their Present 

Roles 

The result of the first workshop showed that most of the existing functions of the Learning Center 

Coordinators were very much different from the old functions they had before the online delivery of 

instruction (Table 1).   

Table 1. Functions of the Learning Center Coordinators versus Perceptions of their Present Role as 

Learning Center Coordinators   

Support System Functions of the Learning Center 

Coordinators before the Online 

Delivery of Instruction [6] 

Perception of the Learning 

Center Coordinators in their 

Present Role 

Admission Receive and facilitate application to 

curricular programs 

Forward links of forms to those who 

inquire via email 

 

Registration Register students in enrollment Remind students of enrollment 

schedule 

Assist in late registration 

 

Orientation Conduct orientation session for new 

students  

Encourage hands-on orientation 

with new students 

Guide students on computer use 

 

Learning Packages Distribute learning modules There were no learning packages. 

Students are directed to online 
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bookstore and inform them once the 

materials are available.  

 

Assignments and 

Exams 

Serve as venue for the tutorials or 

study sessions and or face to face 

laboratory courses including conduct 

of exams and submission of 

assignments.  

Schedule exams and arrange venue 

Remind/ Coordinate with proctors. 

Proctor exams and forward exams 

to Faculty Offices  

Library and Internet 

Facilities 
Provide library services 

Facilitate in the borrowing of books 

or materials from the Library.  

Forward emails to the library 

Support System Functions of the Learning Center 

Coordinators before the Online 

Delivery of Instruction [5] 

Perception of the Learning 

Center Coordinators in their 

Present Role 

Student Loan None 

Inform students regarding deadline 

of student loan 

Submit forms/documents to 

concerned offices 

Remind students to pa 

Scan proof of payment and send to 

cash office 

Graduation 
Provide administrative services  

related to graduation 

Facilitate the accommodation of 

students during graduation 

Refer application for graduation to 

concerned Faculty Offices 

Practicum/ 

Preceptorship 

Provide practicum/preceptorship 

services 

 

Assist the Faculty in Charge in 

conducting practicum pre- and 

post- conferences for  UPOU LC in 

Manila only 

Counselling/Advising 
Offers Guidance and Counselling 

services to students  

Refer inquiries to concerned faculty 

offices 

Provide moral support to students 

Administrative 

Concerns of Students – 

DRP, LOA, Completion 

Provide administrative services  

related to students’ concerns 

Sign and forward to Faculty Offices 

Administrative 

Concerns of Students – 

Clearance 

Provide administrative services  

related to students’ concerns 

Sign and check the clearance 

including the payment 

Monitor accountabilities 
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Inquiries and Other 

Concerns 

Respond to all inquiries about UPOU Respond to inquiries regarding 

programs offered 

Direct those who inquire to 

respective offices 

Program Promotion Facilitate program promotion Visit schools of UPOU graduates 

and nearest schools to encourage 

teachers to enroll in UPOU 

Explain what UPOU is to walk-in 

inquiries. 

 

In admission, registration, orientation and distribution of learning packages, their present roles are to direct, 

forward and assist students to avail of these services, contrary to their functions before when these services 

were outrightly given at the Learning Center. Before, they specifically received applications to programs, 

registered students, conducted orientation and distributed learning modules but nowadays, applicants 

submit applications through the online application system, register through the online registration system, 

are oriented through MyPortal and the use of internet and multimedia facilities and obtain materials through 

the course site or through online bookstore to obtain the hard copies of the module.  This is true in a study 

of Tait (2014), that student support in open universities shifted from geographical approaches to 

pedagogical approach through digital technologies which focuses the integration of support in teaching 

rather than a separate structure [7].  

As to library facilities, financial assistance (scholarship, student loan), counselling and advising, practicum, 

administrative concerns of students, graduation and program promotion, their present roles are to facilitate, 

forward and assist students in having these services from other offices of the UP Open University. The 

library provides different online services such as bibliographic services, referral services, document 

delivery, interlibrary loan and virtual reference; financial assistance is done by the OVCAA and OVCFA; 

counselling, advising, practicum, administrative concerns of students and graduation are taken care of by 

the Faculty Offices and the Registrar’s Office. The program promotion activity is being done by the 

University through the Information Office.  

Thus, the only functions that remain and are being done by the Learning Centers are to respond to inquiries 

and concerns of students, general public, faculty and community and the examination arrangements of the 

students. Bulk of their work encompass these two functions.  

3.2.2 Amount of Work Performed/ Allotted on Their Present Roles 

The results of the second workshop are shown in Table 2. Learning Center Coordinators were asked to 

plot the percentage of the work they have performed as their present role for a 12-month period.  

Table 2. Learning Center Coordinators Percentage of Work in Their Present Role for a 12-month Period 

Present Role LCs Jan. Feb. March April May June July  Aug. Sept. Oct.  Nov. Dec. 

Inquiries 

LC 1 10 10 10 10 10 10 10 10 10 10 10 10 

LC2 40 40 40 40 40 40 40 40 40 40 40 40 

LC3 50  50 50 50 50 50 50 50 50 50 50 50 

LC4 30 30 30 30 30 30 30 30 30 30 30 30 

LC5 10 10 10 10 10 10 10 10 10 10 10 10 
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LC6 50 50 50 50 50 50 50 50 50 50 50 50 

LC7 80 80 80 80 80 80 80 80 80 80 80 80 

LC8 50 50 50 50 50 50 50 50 50 50 50 50 

Program 
Promotion 

LC 1 20 20 20 20 20 20 20 20 20 20 20 20 

LC5 10 10 10 10  10 10  10 10 10 10 

LC7 10            

Registration 

LC 1 90   30    90     

LC2 20 30 10 10 10 10 20 10 10 10 10 10 

LC3 30       20     

LC4 20   20    20    20 

LC8 10       10     

DRP, LOA, 
Completion 

LC 1   30 10   20      

LC2 20 30 10 10 10 10 20 10 10 10 10 10 

LC3    20       20  

LC5 20 20 20 20 20 20  20 20 20 20 20 

Present Role LCs Jan. Feb. March April May June July  Aug. Sept. Oct.  Nov. Dec. 

Clearance 

LC2     10    10    

LC5 10 10 10 10 10 10 20 10 10 10 10 10 

LC6     10 10       

LC7     10 10       

LC8    10 10 10       

Exam 

LC 1  50 80  80 60 80 10 10 50 80 80 

LC2  10 30 30  20 30   30 30 30 

LC3  30 30  30 30 30 30 30 30 30 30 

LC4  40 40   40 40      

LC5 20 20 20 20 20 40 40 20 20 50 40 60 

LC6  10 10 10 10 10 10 10  10 10 10 

LC7 70 70  70  70 70 70 70  70 70 70 70 

LC8 30 40 40 40 40 40 40   50 50 50 

Comprehensiv
e Examination 

LC 1 40   50 20      20  

LC5     50        

Library and 
Internet 
Facilities 

LC 3 10       10     

Admin/Others 

LC 1 10 10 10 10 10 10 10 10 10 10 10 20 

LC2 30 20 20 20 30 30 10 30 20 20 20 20 

LC3 40 40 40 40 40 40 40 40 40 40 40 40 
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LC4 40 20 20 40 20 20 20  20 20 20 40 

LC5 50 50 50 50 50 50 50 50 50 50 50 50 

LC6 10   10    10 10   10 

LC7 10 10 10 10 10 10 10 10 10 10 10 10 

LC8  10 10 10 10 10     10  

 

It is shown in Table 2 that all Learning Center Coordinators were involved in three main roles for the whole 

year. These were on inquiries, examinations and administrative matters in the Learning Centers. Among 

the three main functions, it was on inquiries where they indicated the highest percentage of work done/spent 

by them and this role was part of their daily task. Specifically, LC7 had the highest percentage (80%) and 

LC1 and LC5 having the lowest (10%). In administrative matters such as management of equipment, 

facilities, library materials, budgetary matters (disbursement and operating expenses) and examinations 

the Coordinators allotted a greater percentage of their workload, LC5 having the highest (50%) and other 

LCs, 10%. Five among the Learning Center Coordinators included registration – one coordinator (LC1) at 

most had spent/performed 90% of his work and the least, LC2 and LC8 had 10% of theirs. As for facilitation 

of clearance almost all centers revealed 10% of their workload/time was devoted. Similarly, on the average 

10-20% of their workload was spent/devoted by four coordinators on facilitation of students’ DRP, LOA and 

Completion. The same percentage (10-20%) was indicated by three LC Coordinators to be part of their 

work, two coordinators stated that comprehensive examination was part (40,50 and 20%) and lastly only 

one considered provision of library and internet facilities to be 10% of their workload.  

4 CONCLUSION 

The results of the study showed that most of the present roles of the Learning Center Coordinators had 

changed given the major changes in information and communication technology (ICT) and the changing 

needs of independent learners in an online environment. They believed that they were functioning most in 

three out of their seventeen tasks namely inquiries, examinations and administrative matters at the Learning 

Center.  Somayajulu and Ramakrishna (2008) believed that distance education institutions should 

objectively assess the kind of support services afforded to the learners through redesigning the support 

staff structure in view of the conditions prevailing in the digital era[7]. Hence, it is vital for UPOU to look into 

the present set-up of the Learning Centers and rethink their functions in order to adapt to these changes 

and strengthen their support services to their students. 
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Abstract 

As users of the World Wide Web, open universities have been producing electronic texts to introduce and 
deliver their academic services. This paper is a corpus-driven study of these written electronic texts 
particularly the “About Us” section of 41 members of the Asian Association of Open Universities (AAOU). 
Guided by Swales’ (1990) seminal work on genre analysis, the researchers identified a total of 12 recurrent 
moves which indicate the open universities’ communicative purpose in the “About Us” section of their 
websites. Keyword analysis was conducted using the AntConc application (Anthony, 2017) to dissect the 
microstructure of the electronic texts. These included the data for frequency and keyness that determine 
overused and underused keywords and their importance in the section. Concordance for several keywords 
was also generated to thematically analyze how AAOU members used these keywords to portray their 
respective institutions. Findings of this study can be used as reference towards further improvement of the 
websites. These can also serve as reliable indicators of the discourse in the open and distance learning 
sector.  

Keywords: genre analysis, keyword analysis, corpus-based study, open and distance learning genre, 
academic web genre 

1 INTRODUCTION 

Genre analysis involves the study of language and its usage and application in different settings (Bhatia, 
1997). As a method that uncovers structural patterns of texts, genre analysis led to a plethora of studies 
that provided an understanding of genre across academic disciplines. Scholars have also come up with 
different approaches to genre analysis and applied these to written and spoken texts (Pho, 2013). However, 
the emergence of the World Wide Web offers new avenues to apply genre analysis to electronic texts. This 
provides a new area that will allow researchers to make sense of conventional knowledge as presented in 
the World Wide Web.  

In the context of education, scholars have been dissecting parts of university websites. Tomaskova (2015) 
studied the websites of American, British, and Czech universities to determine similarities and differences 
in terms of multimodal features. It was found that the universities differed in their representation, and these 
could be attributed to their social and cultural contexts. Meanwhile, some scholars took a critical approach 
in studying university websites as done by Zhang and O’Halloran (2013) in their analysis of the National 
University of Singapore’s (NUS) website and strategies which positioned the university as a global player 
rather than a national institution. Similarly, the study also found that in the past 14 years, NUS’s website 
shifted from an information-based to a consumer-based approach. These findings also resonated with the 
study conducted by Jessee (2009) which focused on student profiles published in university websites. 
These profiles were found to be promotional in function, but were also anchored in the academic and 
research thrusts of the universities. Given these examples, it can be said that scholars have recognized 
university websites as a means of promotion. While these assumptions have been founded, Caiazzo (2009, 
as cited in Yang, 2013) still recognized university websites as excellent study texts for corpus linguistics. 
Accordingly, this will permit an in-depth look into universities’ construction of social realities and the 
meanings that they attached in varying contexts. 

The current study is an attempt to apply corpus linguistics in written electronic texts, particularly the “About 
Us” section of Association of Asian Open Universities (AAOU) members’ websites (AAOU, n.d.). This 
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inquiry is important because it will provide an insight as to how AAOU members describe and portray 
themselves in the World Wide Web which the also utilize largely in distance education. This will also lead 
to the understanding of conventional knowledge among AAOU members during the period of study. 
Moreover, as genre is deemed as a dynamic construct (Bhatia, 1997), the inquiry will inform the members 
of the AAOU regarding their current communicative purposes, overused or underused keywords, and their 
usage of these words which they may opt to work on in the future. With these, the researchers asked the 
following questions:  

(1) What is the macrostructure of the “About Us” sections of AAOU members’ websites? 
(2) What are the overused and underused keywords utilized by AAOU members in their “About Us” 

sections? 
(3) In what contexts do AAOU members used specific keywords in their “About Us” sections?  

2 RELATED LITERATURE 

In describing the macrostructure of the “About Us” section, the researchers will use Swales’ (1990) concept 
of rhetorical moves. Accordingly, rhetorical moves are discourse units that require researchers to segment 
parts of the texts based on its communicative purpose. In Swales’ seminal work, these rhetorical moves 
permit those who are not part of the discourse community to understand and learn about the genre. One of 
the foremost move analyses conducted on websites was done by Askehave and Nielsen (2005) on a 
European industrial company website.  Accordingly, the website employed the following rhetorical moves 
to achieve its communicative purpose: (1) attracting attention; (2) greeting; (3) identifying sender; (4) 
indicating content structure; (5) detailing (selected) content; (6) establishing credentials; (7) establishing 
contacts; (8) establishing a discourse community; and (9) promoting an external organization. Guided by 
Askehave and Nielsen (2005), a number of scholars have also followed through with genre analysis of 
websites. Isa, Ali, Fadzillah and Mohamad (2016) used Askehave and Nielsen’s (2005) rhetorical moves 
as benchmark in analyzing the websites of oils and gas companies worldwide. The same was done by 
Johari and Ali (2015) in their analysis of the websites of Malaysian small and medium enterprises (SMEs). 
The scholars found that while Malaysian SMEs had varying moves, the goal of these companies was still 
evident and that was to persuade customers to buy company products and/or avail company services. 
Sensitivity to audience’s needs could also be observed as the websites of Malaysian SMEs maximized on 
Islamic contents.  

In the context of education, move analysis has been employed in the study of academic outputs. It has has 
been applied to research articles across different fields of study. Cross and Oppenheim (2006) analyzed 
the abstracts of protozoology studies, and managed to uncover a five-move pattern which included the 
following: (1) situating the research within the scientific community; (2) introducing the research through its 
features and/or objectives; (3) describing the methodology; (4) discussing results; (5) drawing conclusions 
and presenting recommendations. A number of scholars have also been interested in the similarities and 
differences of abstracts written by native and non-native English speakers (e.g. Li, 2011; Marefat & 
Mohammadzadeh, 2013; Niu, 2013; Talebzadeh, Samar, Kiany & Akbari, 2013; Benham & Golpour, 2014; 
Nasseri & Nematollah, 2014; Al-Khasawneh, 2017). Aside from abstracts, move analysis has also been 
applied to application essays. Ding (2007) analyzed the moves used by medical and dental school 
applicants. Among these were “(1) explaining the reason to pursue the proposed study; (2) establishing 
credentials related to the fields of medicine/dentistry; (3) discussing relevant life experience; (4) stating 
future career goals; and (5) describing personality.” Samraj and Monk (2008) also used move analysis to 
compare the application essays of applicants to the Linguistics, Business Administration, and Electrical 
Engineering program of a state university.  

In the context of academic websites, Yang (2013) also conducted a move analysis in the “Why Choose 
Us?” section of websites of universities worldwide. The analysis yielded the following six moves used to 
promote universities to potential students: (1) establishing a distinguished status; (2) ensuring excellent 
teaching quality; (3) presenting a leading role in research; (4) offering attractive incentives; (5) enjoying a 
friendly environment; and (6) ending with suggestions. Meanwhile, Zhang (2017) dissected the “About Us” 
section of five universities in China, and found that there were seven obligatory or optional moves 
exemplified by 11 different subsections. These were as follows: (1) welcoming (e.g. president’s message); 
(2) establishing credentials (e.g. overview, history, facts & figures, publications); (3) describing 
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administration (e.g. leadership); (4) attracting attention (e.g. university logo, motto, song, video; (5) offering 
extra services (e.g. facilities available, international student services); (6) locating the service (e.g. visiting 
the campus); and (7) soliciting response (e.g. contact us).                

Aside from mapping out the moves in the electronic texts, genre analysis can also be approached through 
keyword analysis (Trible, 1999 as cited in Xiao & McNery, 2005). Keyword analysis allows researchers to 
determine the words considered as “key” since these have unusual frequency in relation to a reference 
corpus (Scott, 1997 as cited in Gabrielatos & Marchi, 2012). According to Scott (2011), keyness may be 
positive or negative. Words with positive keyness appeared “more often than would be expected by chance 
in comparison with the reference corpus” while words with negative keyness occurred less. Keyword 
analysis has been at the core of research studies in literature. Scholars relied on keyness to dissect the 
works of prominent writers such as Shakespeare (Culpeper, 2009), Jane Austen (Fischer-Starcke, 2009), 
and Irving (Cermakova, 2015). Likewise, social scientists have also incorporated keyword analysis in the 
study of media and politics such as Barrett’s (2007) comparison of articles about the war on terror published 
by newspapers in the United States, Great Britain, and Germany, Clark’s (2011) study about the Iraq war 
based on the broadcasts of BBC and CBS, and Charteris-Black’s (2012) dissection of Tony Blair’s 
speeches. Keyword analysis has also been helpful in understanding academic web genre. Yang (2013) 
generated the keyness of “Why Choose Us?” section of university websites through the use of Scott’s 
(2008) Wordsmith tool. The analysis yielded more overused than underused keywords. The keywords were 
also consistent with the promotional nature of the genre that also portrayed the universities as both 
authoritarian and inclusive. The use of collective pronouns such as “we” and “our” were overused to 
personalize (Fairclough, 1993 as cited in Yang, 2013) the universities, and connect more to the readers. 
Similarly, adjectives in superlative forms were also overused to attract more students. Words that conveyed 
absence or contradiction such as “no,” “but,” or “not” were avoided. 

While keyness renders a quantitative perspective of the electronic texts, scholars have also been interested 
in concordance lines which serve as indicators of the contexts where the words occurred (Kent University, 
n.d.). Concordances have been deemed helpful in the English language learning and vocabulary retention 
of non-native speakers (Jalilifar, Mehrabi & Mousavinia, 2014; Yilmaz & Soruc, 2015). Accordingly, 
concordances permit learners to make sense of English words easily. Aside from this, concordances also 
allow researchers to link words with the bigger context, a method forwarded by Weber (2001) in teaching 
law undergraduates how to write legal essays. Web genre has also benefitted from the use of 
concordances. Jimenez-Crespo (2011) analyzed American corporate websites geared for customers in 
Spain. Significant differences and impact were found in the use of Spanish words in original and localized 
legal sections.        

Guided by the literature cited on move analysis, keyword analysis, and concordance or keyword-in-context 
analysis, the researchers proceeded with the three-part genre analysis.  

3 METHODOLOGY 

The researchers have chosen to study the “About Us” section of AAOU members’ websites in order to 
grasp how open universities in Asia present themselves. In line with this, the researchers referred to the 
AAOU website to get the list of full and associate members. All of these members will be considered for the 
study. Exclusion will only apply in case of the following: (1) the university website does not have an explicit 
“About Us” page; (2) the university website is down during the duration of the data gathering; (3) the 
university website belongs to the supra-system where the open university is a constituent; and (4) the 
university website does not have a direct and complete English translation. In the course of the study, the 
researchers managed to dissect the About Us sections of 41 out of 63 full and associate members of AAOU.  

After the selection of samples, the researchers proceeded to conduct the move analysis. It is important to 
note that while Swales defined what constitutes as rhetorical moves, he did not specify how move 
boundaries can be determined (Lewin, Fine & Young, 2001, as cited in Nordquist, 2017). With these, the 
researchers relied on how each of the “About Us” section was divided. This came in the form of sub-
sections that have individual hyperlinks. The researchers read each sub-section and noted how these 
were sequentially arranged in the “About Us” section. There were many overlapping subsections and the 
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researchers had a consensus as to which sub-section should be merged with another. Since the 
researchers ranked how these subsections were presented, the median was used to arrive with the final 
sequence of the subsections or in this case, the rhetorical moves. If a tie between two rhetorical moves 
was found, the researchers then looked at the mode then the mean of the sequences.  

For the keyword analysis, the researchers manually collected the electronic texts through the use of an 
open sourced scraper (Heaton, 2010) for Google Chrome. The contents were then compiled in a notepad 
that was loaded to AntConc 3.5.0, and open sourced text analysis software developed by Lawrence 
Anthony (2014) of Waseda University. In order to measure keyness in AntConc, the electronic texts 
contained in the notepad were analyzed in relation to the British National Corpus (2007), one of the largest 
and most used reference corpus. Keyness comes in log-likelihood or chi-square statistics. In this study, the 
researchers have chosen to use log-likelihood as this is deemed more reliable and more considerate of 
data that do not have a normal distribution (Xiao, n.d.). More than the log-likelihood scores which determine 
statistical significance, Gabrielatos and Marchi (2012) suggested for researchers to also consider effect 
size which is the percentage difference of the frequencies of electronic texts being studied and the reference 
corpus. Both log-likelihood and effect sizes will be considered for the current study. The researchers did 
not employ a stop list. Instead, keyness for words was generated organically, and the researcher 
deliberated on the keywords that could be eliminated due to insignificance. These commonly included 
linking verbs, articles, prepositions, and conjunctions.  

The researchers also used the concordance function of AntConc to determine the location of the words and 
analyze how these words were used. The researchers agreed to focus on concordance lines for words 
related to the overarching theme of AAOU 2017 which is “Open University for Inclusive and Equitable 
Quality Education” (AAOU, 2017). In the selection of these words, the researchers first read the wordlist 
and through consensus, chose the words that fit the conference’s overarching theme. With regard to the 
context of the words, the researchers conducted a microanalysis of the subsections where the words 
appear. This was followed by paragraph and sentence microanalysis. The researchers relied on consensus 
in terms of merging and separating identified themes. 

4 RESULTS AND DISCUSSION 
 

4.1 Move analysis 
AAOU members varied in terms of rhetorical moves. The researchers focused on the 12 rhetorical moves 
present in 1 out of 5 “About Us” sections of AAOU members’ websites (see Table 1). First, institutions 
introduced themselves by providing an overview that encapsulates their establishment and mandate. For 
some institutions, this move may also come with the indication of the institution’s vision, mission, and goals. 
This is followed by a welcome message addressed to the visitors from the head of the institution. The 
message reiterated more on the thrust of the university, specifically on the programs offered that visitors 
may consider for application. Initiatives to live up to the university’s vision, mission, and goals were also 
discussed. AAOU members further introduced the head of institution by sharing his or her professional 
credentials which exemplified a prolific career in instruction, research, and public service. The aim of this 
move was to establish his or her suitability to govern the institution.  

Once the head of the institution had been properly introduced, majority of the institutions also opted to 
provide a section that delineates their mission, vision, and goals. This served as a venue where an idealized 
image of the institution was described and where integrity was being established by mentioning the 
principles that guide the institution. This rhetorical move was followed by the establishment of the 
institution’s accomplishments through its historical milestones achieved by the institution as a whole or by 
the members of its community.  

More details were provided through the introduction of the officials who were in charge of the offices in the 
institution and the key functions of these offices. These could also come in the form of organizational charts 
that showed the supra-system and sub-systems that worked interdependently to achieve the institution’s 
vision, mission, and goals. More facts and statistics were also provided along with current milestones on 
the instruction, research, and public service thrusts of the universities.  
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The last leg of the “About Us” section was geared more towards interacting with the visitors. This was 
accomplished through the rhetorical moves of offering services through various physical and online facilities 
and establishing contacts through the location of the offices, email addresses, and social media accounts. 
Information regarding institutional linkages is also indicated in order to show influence and connections with 
other institutions of similar mandates.  

It can be deduced that the rhetorical moves employed by AAOU members also resembled those that were 
mapped by Zhang (2017) in his dissection of “About Us” section of Chinese university websites. Some 
similarities with rhetorical moves in Yang (2013) and Askehave and Nielsen (2005) were also evident. This 
exemplified that the “About Us” section of AAOU members’ websites exemplified both a promotional culture 
that relied on authoritarian and inclusive portrayals. The former can be seen in the rhetorical moves that 
emphasized on information about AAOU members’ history and mandate, suitability of administrators, 
commitment to integrity, structure and functions of the organization, reinforcement of institutional 
accomplishment, and display of influence through networks and linkages. Meanwhile, inclusivity was shown 
through the welcome message from the President or Chancellor as well as the offer to provide services and 
the invite to visit the campus and connect through available channels. 

Table 1. Rhetorical moves employed by the AAOU members in their “About Us” sections 

Rhetorical Move Communicative Purpose Sub-section 

Introducing the institution 

Providing an overview of the 
institution through a number of 
information about its history and 
mandate. 

Overview 

Greetings 
Welcoming the visitors of the 
institution's website 

President’s Message 

Establishing administrator’s 
suitability 

Letting the visitors know that the 
institution is being run by a 
competent administrator with 
impressive credentials 

President’s Profile 

Establishing integrity 
Providing an ideal image of the 
institution 

Vision, Mission and Goals 

Establishing accomplishments 

Providing an overview of the 
opportunities and challenges 
taken and overcome by the 
institution over the years 

History 

Introducing the administration 
Providing the visitors with 
information about the officials 
who run the institution's offices 

Board of Directors, Executive 
Committee 

Detailing organizational structure 
Providing the visitors with 
information on the functions of 
the institution's offices 

Organization, Organizational 
Chart 

Supplying organizational data 
Providing facts and figures to 
describe the institution 

Facts and Figures 

Reinforcing accomplishments 
Providing information about 
current institutional milestones 

Achievements, Milestones 

Offering services 
Providing information about the 
services offered and facilities 
available in the institution 

Support and Facilities 

Establishing contact 
Providing lines of communication 
through different channels 

Contact Us, Campus Location 
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Establishing influence and 
connections 

Providing information about 
partner institutions and networks 

Linkages 

 

4.2 Keyword analysis  
The analysis in AntConc (Anthony, 2017) yielded a total 7300 words. Among these, only 2974 are 
calculated as keywords with significant statistical and effect sizes differences. An overwhelming majority of 
these keywords have positive keyness. As delineated in the methodology, the researchers decided to 
eliminate words such as linking verbs, articles, prepositions, and conjunctions. Please see Appendix 1 to 
find the top 100 keywords with positive keyness. A quick categorization of these keywords shows that 
AAOU members made sure to emphasize the salient characteristics of open and distance education. These 
can be seen in the high and positive keyness of words “open” and “distance” as well as the words “online” 
and “face” which was used to indicate blended learning (face-to-face plus online mode of learning).  

The choice of pronouns also resonated with Fairclough (1993 as cited in Yang, 2013) specifically the use 
of collective pronouns such as “their” and “our.” It could also be deduced that AAOU members were still 
largely dominated by male members as exemplified by the high positive keyness of the pronoun “his.” 
Yang’s (2013) findings that pertained to the use of positive adjectives were also evident in the “About Us” 
section of AAOU members. Words with negative connotations (e.g. “no,” “not,” or “without”) were not used 
as much as “all,” “first,“ “has,” “have,” “more,” and “well.” Same focused were given to verbs that denote 
positive actions such as “achieve,” “ensure,” “provide,” “providing,” “service, “ and “signed”  

Apart from the attempt to distinguish open universities from others through the mode of learning and the 
worldview of openness, the “About Us” section of AAOU members’ websites still used words that often 
characterized universities in general such as “international,” “quality,” “system,” “established,” national,” 
“professional,” among others. Physical and online facilities were also mentioned (e.g. “campus,” “centers,” 
and “institute”). Aside from these characteristics, a bulk of the Top 100 keywords with positive keyness 
pertained to the thrusts of the universities: academic (e.g. “learning”, “knowledge,” “students,” “programs,” 
“study,” “teaching,” course,” ”degree,” “faculty,” “learners,” “professor,” “registration” among others), 
research and public service (e.g. “research,” “public” and “policy”). There were also keywords that referred 
to the administration of the universities (e.g. “financial,” “Chancellor,” “mutual,” “understanding,” “division,” 
“President,” “council,” “business,” “department,” “memorandum,” “vice,” and “control”) whereas some cut 
across areas in the universities’ mandates (e.g. “development,” “ management,” “technology,” “services,” 
“resources,” “activities,” and “plan”). The universities objective to have societal impact was also apparent 
in the words “society,” “state,” “country,” “social,” “world,” and “Asia” among others.   

In terms of negative keyness, majority of the results were letters that served as enumerators (i.e. “a.” “b.” 
“c.” among others). The pronoun “I” is also found to occur least in the “About Us” section. This could be 
attributed to the fact that the said pronoun countered the personalization of the universities as collective 
entities. Hence, the use of the pronoun “I” was only limited to the 2nd rhetorical move which was carried 
out through the welcoming message of the organization head. 

4.3 Concordance analysis  
The researchers selected words for concordance analysis via consensus. These words should be 
associated with the overarching theme of AAOU 2017 which is “Open University for Inclusive and Equitable 
Quality Education.” After deliberations, the following words were selected: (1) open or openness; (2) 
access, accessible, or accessibility; (3) assessment; (4) quality; (5) inclusive or inclusivity; (6) equal or 
equality; (7) equity or equitable; (8) justice. 

4.3.1 Open or openness 
In the “About Us” section of AAOU members’ websites, the word “open” managed to have a high ranking 
and positive keyness primarily because the word was part of the universities’ names as well as the area or 
field of study of the academics working in the universities. Despite this, there were also varying contexts 
wherein AAOU members used the word open. These are as follows:  
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(1) accessibility of services, facilities, and materials (e.g. “Distance education utilizes open media,” 
“The objective is to framework a sustainable provision of quality open textbooks to teachers and 
students”);  

(2) as an adjective to describe what the universities stand for (e.g. “…our door to learning is always 
open,” “…we have to open the horizons of knowledge and provide a new and useful knowledge for 
them to achieve their ambition”); 

(3) a policy for admission (e.g. “In 1997, NOU abolished the entrance examination and started to offer 
a wider open admission to learners”); 

(4) mode of learning (e.g. “It has tried to increase the Gross Enrollment Ration (GER) by offering high-
quality teaching through the Open and Distance Learning (ODL) mode”); 

(5) a university practice (e.g. “It engages and encourages an open exchange of ideas and seeks input 
from all who wish to participate in its learning programs”); 

(6) a free source (e.g. “KNOU aims to serve as the fount that makes the dream of a better, harmonious 
world a reality for all by providing first-class educational environment, by its unwavering support for 
research, and by being an open source for knowledge and exchange to the members of our world 
community”); 

(7) a system (e.g. “The objective of SOES is to promote, advance and disseminate knowledge through 
the open and distance learning system, in order to provide education, skill development, and 
lifelong learning opportunities to all segments of the population from India and other countries…”), 

While the word “open” was mentioned more than 400 times (ranked 9th) in the “About Us” section of AAOU 
members’ websites, “openness” was only used 5 times (ranked 1833rd), once as a proper name for a 
program, another as a practice in admission and enrollment (e.g. “…the University has drawn up an 
innovative strategy, by offering greater flexibility and openness in terms of course-wise enrollment, so that 
learners can opt for a capsule of a few relevant courses which suit their requirements”) and  thrice with 
regard to the core values of the AAOU members (e.g. “Openness is one of the OUC’s core values,” “The 
OUC upholds the educational philosophy of Openness, Responsibility, Quality, Diversity, and 
Internationalization” and “The central part of this emblem symbolizes a peacock, the vehicle of Saraswati, 
the goddess of knowledge and wisdom. The circular strokes spreading outwards indicate openness, 
dynamism and contribution. The YCMOU emblem thus signifies the spread of knowledge, far and wide, 

which is the motto of the university”).  

4.3.2 Access, accessible, or accessibility 
In the AntConc (Anthony, 2017) wordlist, the word “access” ranked 142nd (n = 59) while “accessible” and 
“accessibility” ranked 624th (n = 16) and 2285th (n = 3) respectively. The contexts where these words were 
used were categorized as follows: 

(1) general admission (e.g. “To achieve the twin objectives of widening access for all sections of 
society and providing continual professional development and training to all sectors of the 
economy, the University uses a variety of media and latest technology in imparting education,” and 
“Asia e University views itself as an enabler to be harnessed by Asian educational institutions to 
increase cross-border accessibility of their programmes, especially in critical areas that are in 
demand for capacity-building”);  

(2) admission for the marginalized sector (e.g. “It (AIOU) has opened up educational opportunities for 
the working people and has provided access to females at their doorsteps,” “Expands access to 
affordable programs to underserved learners,” and “Specific efforts shall be made for providing 
access to education and equity in opportunities to women, Scheduled Castes, Scheduled Tribes, 
the rural population, the remote areas, tribal regions, differently-abled, and the socially and 
economically weaker sections of society”);    

(3) in relation to equality (e.g. “We aspire for the highest academic integrity and in providing equal 
rights, equal access and equal treatment where learning opportunities are concerned”);  

(4) in relation to equity (e.g. “The University shall strive to develop a national network using emerging 
technologies to meet the challenges of access and equity”);  

(5) in relation to academic instruction (e.g. “The choice of technology should take into account 
availability, accessibility and acceptability. Priorities in the use of technologies for distance 
education will have to be different in different contexts. The possibilities of outreach and economy 
of scale are as important considerations for IGNOU as individualised access and interactivity”);  
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(6) services and facilities (e.g. “Special focus is given to the development, access and delivery of the 
e-library. The digital library is accessible to all AeU Library members, students, staff, researchers 
and scholars from any place and at all times”);  

(7) attainment of higher education and quality education (e.g. “Our mission is to provide Filipinos 
everywhere access to quality higher education through innovative methods of teaching and learning 
that are designed to be responsive to their needs as well as to national development priorities” and 
“I hope that the University will continue to ensure quality of education and teaching and play an 
increasingly important role in improving access to Higher Education in the country”). 
 
 

4.3.3 Assessment 
The word “assessment” appeared 25 times and ranked 388th among the keywords with positive keyness. 
The word was used as a proper noun for councils and departments and a field of expertise of faculty 
members. Aside from these, AAOU members also talked about “assessment” in the following contexts: 

(1) the type or kind of assessment being used in the university (e.g. “The self-assessment activities, 
included in the books, help ensure the acquisition of learning outcomes” and “The evaluation model 
(for students) is also changing from summative assessment to formative assessment”); 

(2) the system or tools for assessment being used in the university (e.g. “SCDL has for the first time in 
India, introduced online assessment systems, to pursue our mission of providing learners with 
flexible learning opportunities anywhere, anytime and to provide ultimate convenience, ease and 
flexibility to our students”); 

(3) as part of university policies (e.g. “[The Academic Management Committee aims] To review and 
make recommendations to Senate on all matters of academic rules and regulations including 
admission and assessment policies”); 

(4) as a university process (e.g. “Planning & Development Division (PDD) (is) Involved in making five-
year plans and annual plans of the University, mid-term assessment of plans, and manpower 
planning”); 

(5) in relation to stakeholder’s performance (e.g. “The University will have to make strenuous efforts to 
sustain this hard-earned credibility by continuously improving the quality of learning materials, 
student support services and upgrading the system of professional development and assessment 
of academic and non-academic staff”). 
 

4.3.4 Quality 
Aside from the words “open,” “international,” and “distance,” one of the words with the highest positive 
keyness was “quality” which ranked 21st in terms of usage (n = 192). Through concordance analysis, the 
researchers found that the word “quality” was used a lot and in different ways: 

(1) a state of being (e.g. “The unique quality the OUK bears will make it the city university that 
stimulates the rejuvenation of higher education market, enhances the occupational 
competitiveness and learning ability, creates an international platform of global learning and media 
utilization, and increases turnover and transformation for the city”); 

(2) in relation to admission (e.g. “The new approaches to delivery modes, such as online open access 
of our study material, the use of technology to support flexible learning model  allowing learners to 
learn at a distance, experience enriched methods of Blended Learning/delivery methods and 
bringing parity in quality of education with regular students has raised the quality of students joining 
School of Open Learning since 2014-15 i.e. more than 50% students with marks above 60%  and 
approximately 10,000 with more than 80% marks have joined School of Open Learning in 2015-
16”); 

(3) in relation to assurance and control (e.g. “It is now well recognised that open learning is the most 
viable option to make education accessible to all in India. However, it must offer quality education 
if it is to compete and collaborate with the conventional system. Due to its inherent character, the 
ODL system lends itself quite naturally to quality assurance and control. The University envisages 
a proactive role for itself by sharing professional capabilities and resources, to maintain and 
coordinate standards of Distance Education in the country”); 
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(4) as a major initiative of the universities (e.g. “The higher education environment of Hong Kong has 
experienced substantial changes since 2008, some of which have significant implications for the 
operations of the University. These developments include, for example: the full implementation of 
the 3-3-4 academic system; the increased Government support for self-financing tertiary education, 
such as the provision of funds for teaching and learning quality enhancement, scholarships for 
students, and research for academic staff…”); 

(5) as a form of measurement (e.g. “Revisions implemented by integrating all of the requirements of 
quality standards required by the Act, Regulations State, AAOU QA Statements of Best Practices 
and also with the Strategic Plan and RENOP UT to meet national quality standards (BAN PT) and 
international (ISO 9001 and ICDE)”); 

(6) as a university policy (e.g. “Simintas UT's 2012 revised form an integrated quality policy which 
contains 10 components and 110 points in the form of quality policy statement as follows good 
practice”); 

(7) as a university practice (e.g. “HYCY controls quality management as well as course contents 
development by having established a ‘lecture development and management system’ for the first 
time among cyber universities in Korea”); 

(8) as a preference (e.g. “Through technology, learning can happen anytime, anywhere, but it is by 
focusing on quality that we believe everyone can achieve their dreams through ODL”); 

(9) as a principle (e.g. “In the spirit of moving ever forward through innovation and a dedication to 
quality, OUM has embarked on several initiatives to make studying even more accessible, 
affordable and flexible”); 

(10)  as an obligation to society (e.g. “Promote interdependence among Asian countries in all areas of 
cooperation by identifying Asia's common strengths and opportunities which will help reduce 
poverty and improve the quality of life for Asian people, whilst developing a knowledge-based 
society within Asia and enhancing community and people empowerment”); 

(11)  the state of university products (e.g. “Since 2002, the Open University (UT) has developed a quality 
assurance system (SIMINTAS) are used to ensure the quality of all products and activities at UT”);  

(12)  the state of resources (e.g. “The OUC has established four major supporting alliances to help fulfill 
its historic mission and realize its social values, develop a learning society and fully utilize available 
high quality social sources”);  

(13)  in relation to academic standards (e.g. “We believe in providing an innovative, comprehensive 
academic programmes that offer you top quality instruction, high institutional standards and a broad 
range of educational opportunities”); 

(14)  in relation to standards of learning materials (e.g. “In the last 26 years, IGNOU, through high-
quality self-learning material and innovative programmes, has established itself as a National 
Resource Centre and a provider of quality education — at par with other national and international 
institutions of higher learning”);  

(15)  in relation to human resources standards (e.g. “As part of all on going plans the OUK is engaged 
in, enhancing the quality of human resources development and international cooperation are the 
two major missions. The OUK, the most competent social education university, will not just facilitate 
the building and enriching of city education network, but also provide infinite possibilities for 
development in metro Kaohsiung with global opportunities and diversities in the future”);  

(16)  in relation to standards of university services (e.g. BJOU is dedicated to offering high quality 
educational service, fulfilling diversified and personalized continuing education and lifelong learning 
demands of all capital citizens, and promoting construction of Learning City Project in Beijing, by 
integrating education and technologies profoundly, implementing concept of ‘teaching without 
social distinction’, flexible yet diversified teaching methodologies and open-door enrolling policy”). 
  

4.3.5 Inclusive or inclusivity 
The word inclusivity was not used in the “About Us” section of AAOU members’ websites, but the word 
“inclusive” appeared 7 times and ranked 1370th among the keywords with positive keyness. AAOU 
members used “inclusive” both to characterize themselves (e.g. “OUHK is inclusive”) and their aspirations 
(e.g. “Being comprehensive and all-inclusive in the national and global domains and based on the world 
standards”). “Inclusive” was also a descriptor of accessibility that should be granted to society (e.g. 
“Inclusive access to higher education can thus transform our strong demographic advantage into a 
peaceful, modern and prosperous society”) and also a mechanism for its improvement (e.g. “The Indira 
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Gandhi National Open University (IGNOU), established by an Act of Parliament in 1985, has continuously 
striven to build an inclusive knowledge society through inclusive education”).  

4.3.6 Equal or equality 
The words “equal” and “equality” were both deemed as keywords. “Equal” occurred 14 times while “equality” 
was used 4 times. These words ranked 730th and 2015th respectively. Uses of the word “equal” were related 
to the following: 

(1) accessibility of admission (e.g.  “KKHSOU holds the promise of providing equal opportunities for 
higher education and bringing into its fold the deprived and denied sections of people of the North-
East. Starting from its inception, KKHSOU has been formulating quality academic programmes to 
suit the less-educated, educated and higher-educated groups, as well as, upholding the 
commitment to long-term goals of providing higher education and training, at the ‘doorstep’ of the 
seekers of higher education. Thus, with a view towards making higher education more accessible, 
KKHSOU has classified its diverse academic programmes to suit the potential learners of the 
following target groups: People living in rural, remote, mountainous and border areas, Persons 
deprived of higher education in young age and desirous to improve their qualification, People 
engaged in different services, business, agriculture or other professions, Persons deprived of 
admission in conventional Universities of the State, Women, particularly housewives who desire to 
avail the opportunities of education. People belonging to Scheduled Tribes, Hill tribes, socially and 
educationally backward classes, Physically-handicapped or differently-abled persons, People 
engaged in arts, crafts, cottage industries, Prisoners and jail-inmates, Working people who desire 
to develop their professional skills”); 

(2) accessibility of employment (e.g. “As an equal opportunity employer, Wawasan Open University 
provides a supportive environment that helps employees attain the right balance between their 
working lives and their personal commitments. We recognise the right and responsibility of our 
employees to play an active role in their professional development as they strive for excellence. 
We help them in this process by creating an honest and transparent decision-making process”); 

(3) equivalence in course credit (e.g. “The graduates of the College are conferred a diploma which is 
equal to the completion of first two-year study at a university”); 

(4) standards (e.g. “The establishment of the Sukhothai Thammathirat Open University can be deemed 
the opening of a truly modern university--one that enables those with the ability to seek knowledge 
and expertise to step forward into bold new horizons. It is clear that Thais are an intelligent people, 
lacking only opportunities to expand their own knowledge and ability. They are an intelligent people 
who have shown that when given the chance to study at advanced levels, their accomplishments 
are equal to--and sometimes even surpass--the achievements of other civilized nations”). 

With regard to the word “equality,” it was used to convey a goal or an aspiration (e.g. “The university holds 
the promise of providing equality of opportunities for higher education and bringing into its fold the deprived 
and denied sections along with the fresh learners”) as well as a principle that AAOU members would aim 
to uphold (e.g. “The OUC has established an alliance with a number of ministries and industry associations 
in accordance with the principles of ‘equality and mutual benefit, complementary advantages, distinctive 
development, resource sharing and win-win cooperation’”).   

4.3.7 Equitable or equity 

The word “equitable” was mentioned only once and was not considered as a keyword with positive or 
negative keyness. Meanwhile, the word “equity” appeared 4 times and ranked 2016th among the keywords 
with positive keyness. Unlike the words “equal” or “equality,” the discourse on equity was not as evident in 
the “About Us” section of AAOU members’ website. In discussing the motto that the institution had been 
trying to live up to, the Open University of Hong Kong reiterated about being “equitable” as an important 
goal of education.  

“Education is a public good. Chinese educational philosophy starts with self-cultivation, managing 
the family, contribute to the country and then pacify the world. Integrity is the core of education. 
Education's ultimate goal is to seek the truth and uphold the truth. Integrity means insistently 
practicing what we preach. Perseverance requires will power that makes a person resilient against 
adverse learning challenges. Diligence and effort can overcome any inadequacies in intellectual 
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endowment in learning. With perseverance, education is achievable for all, and thus, education 
becomes equitable.” 

In the use of the word “equity,” it can be observed that AAOU members considered “equity” as both a goal 
(e.g. “To be the premier Open and Distance Learning institution in Asia through excellence, efficiency and 
equity in lifelong learning” and “Specific efforts shall be made for providing access to education and equity 
in opportunities to women, Scheduled Castes, Scheduled Tribes, the rural population, the remote areas, 
tribal regions, differently-abled, and the socially and economically weaker sections of society”) and a 
challenge (e.g. “Provide an intelligent and flexible system of education to meet the challenges of access 
and equity, and work towards development of a knowledge society,” “The University shall strive to develop 
a national network using emerging technologies to meet the challenges of access and equity”) unlike 
“equality” which was deemed as a goal and a principle. 

4.3.8 Justice 
Much like the word “equity,” the word “justice” was also mentioned 4 times and ranked 2084th among the 
keywords with positive keyness. However, it would be important to note that the use of the word “justice” 
was very limited in the “About Us” section of AAOU members’ websites. In two concordance lines, the word 
“justice” pertained to positions taken by members of the universities. The other two concordance lines 
discussed “justice” as a core principle of the universities, specifically of the Open University of Hong Kong 
(i.e. “The motto in Latin is "Disce, Progredere, Crea." The motto encapsulates both the Chinese and 
Western Views of education: providing well-being, fairness and justice to all, and that all OUHK students 
and staff shall act with integrity and honesty, and live in harmony with the nature. They must learn, advance, 
and create with an open mind and strive for success with perseverance”) and the Payame Noor University 
(PNU) in Iran (i.e. “PNU is a university with an Islamic-Iranian identity which makes all its efforts to 
strengthen its scientific-research position among the other open and distance education universities of the 
world by developing excellence virtue and human virtues, promoting science and research, developing 
software movement, giving hope to its students and broadening knowledge boundaries. It has also made 
learning possible for everyone, everywhere, and at every time in a safe and secure place, based on the 
justice, and in line with the macro-policies of the Islamic Republic of Iran in national and global level”).  

Based on the concordance analysis, it can be deduced that AAOU members had been active in the 
discourse about accessibility, assessment, and quality. However, it remains unclear how AAOU members 
define openness. This is crucial since it is inherently at the core of the existence of open universities. In the 
same way, there isn’t much discourse on how inclusive AAOU members should be and the key measures 
and indicators that can aid AAOU members in determining if they are upholding and practicing the said 
principle. The debate between equality and equity should also become a point of discussion among AAOU 
members in order to clarify where the association and individual universities stand. The concordance 
analysis showed that AAOU members saw equality as a goal, aspiration, and principle. Meanwhile, equity 
was deemed as a goal and also a challenge to overcome. If the AAOU members opted to strive for equity 
as part of its worldview and practice, support should be in place in order to ensure that equity can be 
materialized. Lastly, justice seemed to be an elusive topic in the “About Us” section of AAOU members’ 
websites. This should be another point of discussion among AAOU members as open education could be 
a solution that would address the social injustice that arises out of inequalities in the distribution of access 
to knowledge. 

5 CONCLUSION 

The current study aimed to dissect the academic web genre as exemplified by AAOU members in their 
respective “About Us” sections. A three-part genre analysis was done. First, the move analysis resonated 
with the results previously found by scholars who also conducted similar studies of academic web genre. 
The 12 rhetorical moves used to achieve the communicative purpose of the “About Us” section also showed 
the promotional nature of university websites in a manner that was both authoritarian and inclusive (Yang, 
2013; Zhang, 2017). Meanwhile, the keyword analysis revealed the use of words inherent in open and 
distance education. However, majority of the keywords with positive keyness were also words that 
characterized both residential and distance education institutions. The use of words with positive 
connotations was also contributory to the promotional nature of the academic web genre. Lastly, the 
concordance analysis conducted showed the contexts wherein words were used by AAOU members in 
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order to make sense of social realities. It also revealed topics that should be further discussed in order to 
improve the sense of identities of AAOU members as well as their commitment to provide services that are 
in line with their academic, research, and public service thrusts. The depth of insights found in the 
concordance analysis echoed Caiazzo’s (2009, as cited in Yang, 2013) conviction regarding the use of 
corpus linguistics in the study of university web genre. 

In the future, researchers are also encouraged to conduct case studies of individual university websites, 
but with the inclusion of all the sections and sub-sections. This would entail the support and participation of 
data mining professionals who could cull large amounts of electronic texts efficiently via programming. In 
terms of genre analysis, researchers may also include an examination of multimodality, intertexuality, and 
steps in each rhetorical move of university websites. A comparison of corpora from open and distance 
institutions and residential universities may also be explored. Achievement of communication purpose 
should also be determined through evaluation of the university websites and opinion surveys with the target 
audience. These recommendations as well as the findings of the current study will serve as effective guides 
to open and distance education institutions in terms of improving and maximizing the impact of their 
presence online via their university websites. 
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Appendix 1. Top 100 Keywords with Positive Keyness in the “About Us” section of AAOU Members’ 
Websites 

Rank Frequency Keyness % Diff Keyword 

9 409 + 2819.79 2481077 open 

11 303 + 2088.59 1838034 international 

14 270 + 1861.01 1637841 distance 

21 192 + 1323.2 1164658 quality 

23 189 + 1302.52 1146459 system 

37 149 + 1026.78 903800.8 years 

39 148 + 1019.89 897734.3 time 

44 136 + 937.17 824936.9 established 

46 129 + 888.92 782471.8 cooperation 

54 110 + 757.97 667209.3 national 

57 106 + 730.4 642943.5 new 

59 102 + 702.84 618677.7 based 

74 88 + 606.35 533747.4 mutual 

79 85 + 585.68 515548.1 understanding 

94 79 + 544.33 479149.4 various 

105 73 + 502.98 442750.7 year 

113 68 + 468.53 412418.5 full 
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120 66 + 454.75 400285.6 number 

123 65 + 447.86 394219.1 professional 

3 1267 + 8748.68 7686090 university 

4 780 + 5381.19 4731729 education 

27 178 + 1226.69 1079728 school 

45 132 + 909.6 800671.1 educational 

47 127 + 875.14 770338.9 universities 

58 105 + 723.51 636877 centre 

60 101 + 695.94 612611.3 college 

64 95 + 654.59 576212.6 institutions 

89 80 + 551.22 485215.8 campus 

109 70 + 482.31 424551.4 centres 

111 69 + 475.42 418484.9 center 

125 64 + 440.97 388152.7 institute 

24 188 + 1295.62 1140392 their 

77 171 + 1166.21 518581.3 our 

76 86 + 592.57 521614.5 his 

30 167 + 1150.86 1012997 have 

36 302 + 2068.34 915933.7 has 

38 297 + 2033.89 900767.5 All 

48 124 + 854.46 752139.6 first 

68 91 + 627.03 551946.8 signed 

71 90 + 620.14 545880.3 more 

84 83 + 571.9 503415.2 well 

100 75 + 516.77 454883.6 ensure 

5 544 + 3751.44 3300048 learning 

7 433 + 2985.39 2626672 students 

15 239 + 1647.25 1449781 programmes 

16 236 + 1626.56 1431582 academic 

25 187 + 1288.73 1134326 student 

26 179 + 1233.58 1085794 study 

31 167 + 1150.86 1012997 higher 

33 164 + 1130.18 994797.5 teaching 

35 152 + 1047.46 922000.1 courses 

49 123 + 847.57 746073.1 programs 

50 123 + 847.57 746073.1 support 

56 106 + 730.4 642943.5 degree 

73 89 + 613.25 539813.9 faculty 

75 86 + 592.57 521614.5 course 

83 83 + 571.9 503415.2 studies 

87 82 + 565.01 497348.7 program 
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101 75 + 516.77 454883.6 learners 

110 70 + 482.31 424551.4 self 

114 68 + 468.53 412418.5 professor 

127 64 + 440.97 388152.7 prof 

128 63 + 434.07 382086.2 registration 

51 121 + 833.79 733940.2 provide 

85 82 + 565.01 497348.7 achieve 

88 81 + 558.11 491282.3 service 

98 76 + 523.66 460950.1 providing 

41 142 + 978.53 861335.6 financial 

69 90 + 620.14 545880.3 chancellor 

80 84 + 578.79 509481.6 division 

86 82 + 565.01 497348.7 president 

90 80 + 551.22 485215.8 council 

96 77 + 530.55 467016.5 business 

97 76 + 523.66 460950.1 department 

103 73 + 502.98 442750.7 memorandum 

112 69 + 475.42 418484.9 vice 

124 64 + 440.97 388152.7 control 

66 94 + 647.7 570146.1 training 

62 98 + 675.27 594411.9 online 

70 90 + 620.14 545880.3 face 

18 206 + 1419.72 1249588 development 

19 203 + 1399.04 1231389 management 

42 138 + 950.96 837069.8 technology 

63 97 + 668.38 588345.5 services 

72 90 + 620.14 545880.3 resources 

92 79 + 544.33 479149.4 activities 

122 65 + 447.86 394219.1 plan 

52 118 + 813.11 715740.9 knowledge 

61 101 + 695.94 612611.3 information 

40 146 + 1006.1 885601.4 research 

81 83 + 571.9 503415.2 society 

82 83 + 571.9 503415.2 state 

93 79 + 544.33 479149.4 public 

95 78 + 537.44 473082.9 policy 

106 72 + 496.09 436684.3 country 

108 71 + 489.2 430617.8 social 

115 67 + 461.64 406352 world 

117 66 + 454.75 400285.6 asia 

118 66 + 454.75 400285.6 general 
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119 66 + 454.75 400285.6 government 
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 Abstract 
 
This research aimed to explore self-regulated learning and autonomous learning performance of distance 
students at Universitas Terbuka from Yogyakarta region office. Questionnaires for gathering students in 
understanding and implementing self-regulated learning, autonomous learning style as well as written 
distance learning experiences were given to the students.  The grade point average (GPA) was also 
collected and was correlated with the students’ self-regulated learning performance. Descriptive survey 
design was adopted and purposive sampling was implemented to select appropriate respondents. Data 
were analyzed by adopting basic descriptive statistics. The results show that the students’ performance in 
self-regulated learning was first indicated by time management through planning learning activities 38.8%, 
and target completion of study 30.5%.The second was proved by planning the target learning 38.8% and 
36.1% making learning schedule. The implementation of self-regulated learning in learning modules was 
the third indication demonstrated by 47.2 % through signing the essential materials and 38.8% through 
learning course review and doing assignments. The competence for getting deeper understanding of 
modules was done by taking part in face-to-face and online learning support 55.5%, and answering 
formative test and online self-evaluation 47.2%. The the way to read modules was through scanning 
(41.6%). Students whose self-regulated performance was good got 2.26 – 3.57 GPA. 
 
Key words: distance education, self-regulated learning, autonomous learning 

 

1. INTRODUCTION 

Distance education manages the learning process without face-to-face interaction. It is an education where 
learners are separated and use “interactive telecommunications system to connect learners, resources and 

instructors [7]. It means that learning process is conducted using interactive media to facilitate learning 

interaction. The separated learners means that learners are scattered anywhere. They learn in various 
places, such as at home, at the office, and at anywhere they stay. Learning process is also done at anytime; 
it can be in the morning, in the afternoon, at night, etc.  
 
The interactions between teachers and distance learners are conducted through various media. Media 
connects between teachers and students. Utilization of media in is the minimum requirement of delivery 
learning process. Learning interaction is seen as a process of changing student behavior, in that the role 

of self-learning process becomes very important [4].  
 
The components of the learning process in distance education  include learning materials, methods of 
learning and assessment. The three components can not be separated. Learning materials are materials 
to be learned by learners with techniques and learning strategies facilitated by the learner so as to become 
a learning process. Learning method is a technique and strategy of self-regulated learning to master the 
concept, certain principles or skills. Assessment serves as a tool to monitor student learning progress, 
weakness and lack of learning process that is being implemented. 
 
The learning process that should be done and facilitated by lecturers needs to be replaced by the existence 
of teaching materials covering component of learning materials, study guide, and teacher or tutor manual 

[8]. These three components are combined into a set of learning media called a module.  
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Distance learners mainly use strategy of self-regulated is learning content material in a certain course.  Self-
regulated in their learning process can act both autonomously and causally to influence their outcomes 

and experiences [9]. 

Research on the self-learning performance of distance learning students in UT Yogyakarta want to know 
the self-regulated performance. Data collection was conducted using questionnaires to gather students in 
understanding and implementing self-regulated learning and autonomous learning style as well as written 
distance learning experiences.  
In this study, researcher examined student perceptions of distance learning and self-regulated learning 
including how they implement. The grade point average is also gathered and compare with the self-
regulated learning performance.   

 
2. METHOD 
 
This descriptive study aimed to explore self-regulated performance of distance students enrolled in 
Universitas Terbuka, Yogyakarta. To measure self-regulated learning performance eight indicators were 
used. Two indicators explore the perception of distance education system and self-regulated learning, five 
indicators explore the implementation learning process in relation with the self-regulated learning, and 
finaaly explore the relation of self-regulated performance with GPA. Research questions in this study are 
a. How do distance learners perceive the characteristics of distance learning?   
b. How do distance learners perceive self-regulated learning?  
c. How do distance learners manage  time for learning in distance learning?  
d. How do distance learners make learning plan?  
e. How do distance learners manage learning modules?  
f. What learning support provided do distance learners prefer?  
g. How do distance learners read modules? 
h. How is self-regulated performance in relation with Grade Point average (GPA)? 

 
2.1. Participants  
Participants in this study were students who enrolled in distance learning at Universitas Terbuka located in 
Yopgyakarta region office at least two semester participation. There were 36 participants enrolled in this 
study.  
                                        Table 1. Sample study 

Participants (semester ) Number of participants Study Program  

First  2 Elementary Education Program 

second 

12 Communication Science Program  

3 Tax Program 

3 Elementary Education Program  

Third 
6 Communication Science Program     

1 Literature  

Sixth 2 Elementary Education Program 

Eighth 3 Elementary Education Program 

Nineth 4 Elementary Education Program 

 
Table 1 represent participant represent participants 6 different semesters and 4 different study program. 
The participants from the elementary education program were mostly chosen for distance learners in 
Yogyakarta 80% of them are taking this program.  

 
2.2. Data Collection  
This study employed purposive sampling to choose the participants for the questionnaire. Purposive 
sampling is a type of sampling technique based on some considerations to get the representative data. 
(Jakni, 2016).  In the present study, this involved choosing distance students has been enrolled in 
Universitas Terbuka Yogyakarta region ranging from the first semester students to ninth semester students 
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to explore distance students’ performance of self-regulated learning. A questionnaire was designed to 
circulate among 36 students who are active distance learners at Universitas Terbuka.   
 

2.3. Data Analysis  
The quantitative data from the questionnaire was analyzed using simple statistic by counting the chosen 
alternatives indicators of self-regulated learning in order to perform descriptive statistical analysis. 
Qualitative data from open-ended questions were also analyzed to complete the information gathered from 
questionnaires. 
 

2. THEORETICAL AND CONCEPTUAL FRAMEWORK  
 

2.1. Self-regulated learning 

Distance education in higher education is an educational system that organizes the learning process for 
students remotely by applying students' self-regulated learning capability in studying the subjects they take. 
Self-regulated learning is a key requirement of learning process. Autonomous learning is defined as a 
learning that is conducted though learning active, learning by doing, interacting with the environment, and 
having purposes. It must have its own way to interact with the environment, learn from its experience 
(especially from its mistakes), decide what to do by itself, be able to adapt to different environment and 

tasks, and be able to assimilate advice [3].  

Doing self-regulated learning has consequences that students are required to have their own initiative in 
learning materials, do all the independent tasks, establish self-learning skills and apply their learning 
experiences. Self-regulated learning in many ways is determined by the ability of distance learners to 
manage and learn effectively. Effective independent learning can only be done if students have strong self-
discipline, initiative, and motivation to learn. Learners’ learning motivation, goal setting, action control and 

learning strategies played a significant role in their learning performance” [6]..   

Distance learners are generally required to be able to learn independently.  They do not depends on the 
teachers anymore like when they  studied at senior high school. They have their own initiation for learning. 
They can learn individually or make study group for learning together. 

2.2. Self-regulated learning Strategy 

Self-regulated learning strategies include a variety of learning strategies that distance learners can choose 
to engage in self-learning. They do not have to master all of these strategies, but they need to know and 
then choose the most appropriate strategy to apply. The ability to choose a learning strategy will help greatly 
not just in learning, but also on doing other activities. To be a reliable planner and manager for various 
activities is needed.   

Self-regulated learning in UT is determined by learning effectively. The ability to conduct self-regulated 
learning is determined by the students’ competence to learn efficiently and effectively. To be able to learn 
independently efficiently and effectively, distance learners are required to have self-discipline, initiative, and 
strong motivation to learn. They must be able to arrange time efficiently, so they can learn regularly based 
on a self-determined schedule for learning. The process of self-regulated learning, learners need to set 
their learning goals, make their learning plans, choose their learning strategies, monitor their learning 

processes, evaluate their learning outcomes and suppress interference [6]..The ability of speed of reading, 

scanning, and skimming also helps them understand the contents of the materials [2]. Environment 

structuring, Goal setting, Time management , Help seeking, Task strategies, and Self-evaluation [9]. 

2.3. Learning Materials for Distance Learners 

Universitas Terbuka, as a higher distance education, organizes learning delivery system using text based 
media in the form of modules and non print learning material such as web based supplement, digital library, 
and open educational resources. UT also offers some others learning material which is based on digital 
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material video, audio, and animation. There are also online tutorial and face-to-face tutorial for learning 
support.  
 
Learning materials are the only major learning medium in the open and long distance learning system. It 
consists of modules which are designed for self-learning system so that students are able to master the 
competencies of the courses. It also contains some exercises and formative assessments completed with 
the feedback in each module to help students check their understanding. Universitas Terbuka uses printed 
materials which are also called modules as the main teaching and learning materials. The modules do not 
only contain learning materials but also instructions and guidance for students to study the material so that 

students can learn independently [1]. 

Module serves as a substitute for lecturers in the classroom [1]. Components of teaching materials include 

modules and each module consists of learning activities. Each learning activity contains an introduction, 
material description, concrete examples, tasks, cases or graphs. In addition it also comes with exercise and 
guidance answers to the exercises that provide tasks that must be done students after learning the 
description and examples. The purpose of the training is to strengthen student mastery of the concepts or 
principles learned. The summary is a summary of the concepts described in the descriptions and examples. 

Formative test in every learning activity of the objective test is intended to measure the level of student 
mastery of the material that has been studied. The key to the formative test is placed at the end of the 
module. Feedback and follow-up is a description of how to calculate the percentage of correct formative 
test answers done and feedback on the level of mastery achieved. The bibliography contains a list of 
references that the module writer uses to describe descriptions and examples at once readable to enrich 
the student's knowledge of the material discussed in the module. 

2.4. Characteristics of Learning Material for Self-Regulated Learning 
 
The teaching materials are then divided into modules.Therefore, in each teaching material there is a section 
that gives a general overview of the material coverage of each subject in each module. Distance 
instructional material arae categorized into nine characteristics such as self-instructional, self-explanatory 
power, self-paced learning, self-contained, individualized learning materials, flexible and mobile learning 
materials, communicative interactive learning materials, multimedia, computer-based materials, and 

supported by tutorials, and study group [8].    .  
 
Sself-instructional in distance learning system means instructional materials that is designed to make 

distance learners learn by themselves [8]. Self-instructional creates learning condition as if learners interact 

with the lecture. Self-explanatory power means that distance instructional materials provides explanation 
of the material by using easy language that is easy to understand, a logical sequence, communicative 

language, and interactive language [8].. Self-paced learning materials allow learners learn on their own 

capability, they do not depend on other learners. Self-contained materials mean that contents are complete 

[8].  Individualized learning materials let learners learn based on their own learning style, ability, and 

characteristics [8]. Flexible and mobile learning materials enable learners to learn at any time, place and 

at any condition [8]. Communicative interactive learning materials facilitate interaction process when it is 

learned [8]. Multimedia, computer-based materials permit learners to access in web-based facilitation. 

Supported by tutorials, and study group means that learning process may needs learning support through 

tutorial [8]. 
  

 2.5. Self-regulated learning in print media 

The main teaching material in UT is a printed material as the instructional materials. In addition to printed 
materials, instructional materials can be in the form supplements of instructional materials, non-printed 
teaching materials such as audio cassettes, audio CDs, video CDs, interactive video CDs, computer-
assisted teaching materials and web-based supplement of instructional materials. UT names the printed 
materials as modules.  
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As the main media for learning process, distance learners in UT are encouraged to obtain modules by 

ordering through e-book store [4]. Learning materials in modules represents the  lecturer presentation so it 

is designed as the material Lectures. Learning interactions are designed integrated in presenting contents.  

To understand content distance learners must learn the course overview  and all tasks and exercises that 
should be done during taking  the course, and then read through the introductory contents of the module 
well to know the outline of the  contents of the module, the learning objectives, as well as how to learn the 
contents of this module.  

The next learning process is to read contents in the modules more carefully and record / make summaries 
/ mark the concepts Important with the explanation using learners’ own words. To add the understanding 
of contents, watch non print teaching materials that complete the material. Do all the the exercises and 
formative tests   to deepen  understanding learning material in each modules and it facilitates practice for 
taking examination. Re-read the summary  whenever the final examination of the semester is near, and 

take part in tutorial [4]. 

3. RESULT 
3.1. Perception of Characteristics of Distance Learning 
 
The perception of the students about the characteristic of distance learning system is to know how many 
of them understand that distance learning require self-regulated. Their understanding were calculated and 
the results were shown into percentage and were sen in table 2.  
 

Table 2. Distance learners’ perception about the characteristic of distance learning  

No Characteristics of distance education Percentage 

1.  Distance learning system  25.0 

2.  Change of learning culture paradigm 8.3 

3.  Self-regulated ability 72.2 

4.  High commitment 47.2 

 
As seen at table 1. There are four indicators that 72,2 % students stated that learning in a distance should 
have the ability for self-directed learning. This means that students realize that self-regulated learning is 
requirement for learning process need in distance learning system. However, their perception about the 
importance of self-regulated learning is not synergistic with the understanding of the importance of changing 
the paradigm of learning culture. There were 8,3 % students know that learning in distance must change 
their learning culture paradigm.  
 

3.2. Perception of Self - regulated Learning 
As it is discussed above that self-regulated learning is the way distance learners handle learning process. 
Distance learning institutions such as UT manage the delivery learning system mainly through self-learning 
or self-regulated learning. From data collection, the results show that the students’ performance in self-
regulated learning was first indicated by time management through planning learning activities 38.8%, and 
target completion of study 30.5%.The second was proved by planning the target learning 38.8% and 36.1% 
making learning schedule.This information reveals that the participants are relatively realize the importance 
of self-regulated learning in distance education. The maximum percentage is not achieved do to the pass 
habitual learning which tends the spoon feeding learning activities. They seem to face the problem of 
changing learning culture paradigm.   
 

3.3. Management of Time Allocation for Self-regulated Learning 
Time management is an important part of self-regulated learning management. In this case, the allocation 
of time is related with all activities undertaken is self-regulated learning. Based on information gathered 
through questionnaires there are tame allocations for learning, learning objective decision, assigning 
graduation target, assigning course grade target, learning activities decision, and planning of learning 
process. Table 2 represents the percentage of these indicators of time allocation.  
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   Table 3. The way distance learners manage the time allocation 

No Time management Percentage 

1. Allocate learning time 83.3 

2. Decide learning objectives 16.6 

3. Assign graduation target 30.5 

4. Assign the course grade target 27.7 

5. Decide learning activities 19.4 

6. Plan learning process 38.8 

7. Learn catalog 27.7 

 
As seen in table 3 most of participants manage learning time. It indicates that most distance learners realize 
the importance to determine when to learn and when to do other things. In managing time for learning, 
participants relative assign the graduation target and plan leaning activities to achieve the target. Activities 
such as assigning learning objectives, finishing study target, course grade target, and learning activities are 
rarely implemented by participants, and this case indicated by the lower percentage of participants’ 
preference.  
 

3.4. Learning Plan in Distance Education 
        
Learning plan in a distance learning is deeded to plan, implement and evaluate learning process so that 
students decide when to learn, when to do other things.  
 
                                 Table 4. How distance students plan learning. 

No Learning plan Percentage 

1.  Decide the time for learning 25.0 

2.  Decide learning target  38.8 

3.  Conduct self-evaluation 13.8 

4.  Evaluate learning plan implementation 25.0 

5.  Create learning schedule 36.1 

 
In table 4  there is no dominant ways of learning plan among the five indicators. However the lowest 
percentage is self-evaluation. There is only 13.8 % of students conduct self-evaluation. It indicated that is 
rarely conducted by the students and hasn’t been a learning culture in distance learning. Whereas self-
evaluation is very important in distance learning system. Through self-evaluation learners are able to know 
the progress of learning process. Self evaluation is an important step in the process of distance learning 

system for each individual learner in order to know the effectiveness of achievement of learning goals [2]. 
 

3.5. Way of Learning Modules 
 
The main teaching material of UT is a printed material called modules. In addition printed materials, UT 
also provides additional teaching materials in the form of non-printed teaching materials.  
 

Table 5. How distance learners learn modules 

No Implementation self-learning in learning modules Percentage 

1.  ordering modules or borrow from friends 38.8 

2.  learning the course review and all the tasks 38.8 

3.  learning the introduction at glance 13.8 

4.  marking essential concepts  47.2 

5.  learning the summary 19.4 

6.  writing own summary for each module 25.0 

7.  learning modules the near set time with examination 22.2 

8.  creating concept maps 11.1 
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In table 5 shows the implementation of self-regulated learning in learning modules. There are eight 
indicators alternatives provided by the participants. The results reveal that the third indicator of self-
regulated learning performance demonstrated by 47.2 % through signing the essential materials and 38.8% 
through learning course review and doing assignments. The competence for getting deeper understanding 
of modules was done by taking part in face-to-face and online learning support 55.5%, and answering 
formative test and online self-evaluation 47.2%.  
 

3.6. Learning supports 
 
UT in providing learning assistance provides learning services as it can deepen the understanding of 
learning materials in the module. 
 
 

 
                Figure 1. How distance learners perceive available learning support 
 
The diagram shows students’ effort to deepen understanding learning material facilitated by UT. It means 
that not all distance learning supports are demanded by students. Only the face-to-face tutorial interests 
the students, there are 55.5 % students like to join the face-to-face tutorial. The second demanded by the 
students is the formative assessment.  

 
3.7. Way to Read Modules 
 
Reading modules is a major way of following the distance learning system. Ability to master the technique 
of fast reading, skimming, scanning is needed in order to understand the distance learning distance 
learning. 
                      Table 6. The percentage of reading style  

Reading method Percentage 

Speed reading 41,6 

Scanning 50.0 

skimming 25.0 

 
From table 6, we can understand that distance students can read module relatively effectively through 
speed reading and scanning. These items were chosen by the participants with fairly high percentages. 
However, skimming method of reading module is rarely conducted for only 25% participants chose this 
reading method.   
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 3.8. Self-regulated performance in relation with GPA 
 
Self-regulated performance in distance learning will influence learning outcome.   
 
                        Table 7. Show the self-regulated performance viewed from GPA achievement 

Self-Regulated Performance Grade Point Average (GPA) 

1.0 - 1.9 
(%) 

2.0 - 2.9 
(%) 

3.0 - 4.0 
(%) 

Manage self-regulates learning 50.0 51.6 83.3 

Manage learning time 50.3 54.4 58.3 

Assign Learning target 45.4 50.3 58.3 

Learn Course review  27.2 27.2 33.3 

Learn essential concept 33.3 54.5 66.6 

Join the Face-to-face and online tutorial 58.3 45.5 66.6 

Have Speed reading ability 41.6 45.4 50.0 

Do the formative  41.6 45.4 50.0 

 
Students whose self-regulated 
 performances are good that are indicated by all of the self-regulated performance got 2.26 – 3.57 GPA.  
 

4. DISCUSSION 
 
In this study, the exploration of self-regulated learning performance of the distance learners at Universitas 
Terbuka Indonesia Yogyakarta region office represented their profiles in their experiences of self-regulated 
learning or autonomous learning. The main idea of the findings is  on distance learners’ perception of ODL 
characteristics and on the exploration of about the self-regulated performance of the distance learners.  
In the first part of exploration, distance learners perception about the characteristics of distance education 
reflect that 72.2% of the sample chose self-regulated as the characteristics of ODL. High commitment 
indicator was also chosen by 47.2%. In relation this perception of the sample about characteristics of ODL, 
the perception of the self-regulated learning was chosen by 38.8% learning time allotment and learning 
plan. In this result reflect that sample’s perception of characteristics of ODL is indicated by self-regulated 
learning through determination of learning time allocation and learning plan.  
In the second part of the exploration, sample of this study were examined their profile of self-regulated 
learning. The first profile of self-regulated was examined through management of time allocation for self-
regulated learning. The results show that 83.3% of the sample did the time allocation for learning which 
mostly for learning process 38.8%. To manage the time it is also indicated by the assigning target 
graduation (30.5%) and course grade target (27.7%), in this case represent that sample have the target for 
deciding time allocation. However, it contradicts with the time allocation for learning objective (16.6%) and 
learning activities (19.4). Time allocation for self-regulated learning is conducted in the allocation design. It 
needs deeper confirming whether the time allocation design was really implemented or not.  
The second profile of distance learners in self-regulated learning shown by the way sample plan learning. 
Sample was examined through five indicators. Learning target decision and learning schedule creation 
were somewhat conducted represented with 38.8% and 36.1%. Time for learning decision and learning 
process evaluation had the same proportion around 25%. Planning to conduct self-evaluation was the 
lowest sample preference means it is hardly realized that self-evaluation in self-regulated learning is an 
important component.  
The third profile of self-regulated learning was examined through the way sample learn instructional 
materials. The starting point of learning showing by getting modules and reading the course review was 
chosen 38.8% sample. The most widely done was learning by marking the essential concepts which were 
chosen by 47.2 % sample. While the least desirable learning activities was 11.1% chose creating concept 
maps. The fourth profile of self-regulated was explored by how sample interest to learn through the learning 
supports available. The most popular learning support to follow is the help of learning in the form of either 
the face-to-face tutorial or online indicated with 55.5 % sample did it. In this case, learning support was still 
needed by sample and it means that learning support for distance learners is still in demand and it indicates 
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that the ability of self-directed learning is still low. This condition is supported by the least sample that 
choose to learn through non printed learning materials.  
The fifth profile is seen from the way sample read modules. Scanning reading method was most reading 
strategy conducted by 50% sample. However, most samples relatively did speed reading, scanning and 
skimming. The last profile of self-regulated learning performance was examined through the relation 
between the GPA of semester that has been taken.  
 

5. CONCLUSION   
 
This descriptive study tried  to document the self regulated learning performance of distance learners from 
UT located in Yogyakarta region office. Self-regulated learning is an importance component of distance 
learning system since this learning style needs self motivation, self plan, self implementation, and self-
evaluation. All of the learning activities are on their own management for their own self-regulated learning 
process. Therefore, they are supposed to  have the necessary skills to direct their own learning 
process.This study explored self-regulated learning performance of distance learners examined based on 
their perception of distance learning system and self-regulated learning and on another part were the profile 
self-regulated  implementation which is expected to describe self-regulated learning profile based on six 
components of self-regulation. These are time allocation, learning plan, target decision, learning schedule. 
In learning modules are learning essential concepts, doing formative test, reading through scanning, taking 
part in tutorial. The study found that distance learners understand the need of self-regulated learning in 
distance learning process. In  the second exploration, distance learners perform well enough in allocating 
learning time, learning plan, target decision, and learning schedule. In learning modules, distance learners 
learn the essential concepts, doing formative tests, learn through scanning, and take part in tutorial.  More 
specific findings of the study can be summarized as follows:  
The first part of this study  
 Distance learners perceive that distance learning need self-regulated ability. 
 Distance learners relatively perceive self-regulated learning in time allocation, learning plan, target 

learning,  
The second part of the study  
 Distance learners manage time for learning through time allocation for planning learning, target 

learning, and learning activities.  
 Distance learners make learning plan start from target learning decision, create learning schedule, and 

length of time for learning. 
 Distance learners manage learning modules through marking the essential concepts and taking part 

in a tutorial for the help from tutor explanation.  
 Distance learners were mostly intending to take part in face-to-face and online tutorial. Another 

learning support that they follow is doing the formative test.  
 In term of reading type, distance students were relatively read modules through speed reading and 

scanning 
The last part of the study self-regulated learning competence compared in relation to the grade point 
average. The more component of self-regulated learning is implemented the higher the GPA.   
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Abstract 

Over the years, online learning has been a pervasive mode of channelling knowledge. There exists many 
challenges in providing such service one of which includes lack of motivation in students to engage in online 
discussions. Therefore, in order to have a positive learning experience, it is vital to identify the factors that 
encourage students’ motivation. The distance-learning program followed by The Open University of Sri 
Lanka (OUSL) compels the active participation of students in online learning in order to channel course 
related content. This paper classifies the motivational factors into intrinsic and extrinsic, both factors are 
measured through the semantics of the content posted on Facebook, the platform used to conduct the 
experiment. The evaluation is based on the reaction through virtual gestures such as likes, shares, 
comments and replies the students use for each post that is related to the respective motivational factors. 
Each of the virtual gestures are given a weightage with corresponding to its popularity. Later a formula is 
deduced based on the weightage and the overall reach that produces the output of the total response rate 
for each post.  

This research will help the teachers to identify the factors that encourage the students to participate in 
online discussions. 

Keywords: online learning, e-learning, intrinsic, extrinsic, social media 

INTRODUCTION  

E-Learning is an important instrument in the higher education by eliminating some drawbacks of the 
traditional face-to-face education system in this emerging information society. Hence, this becomes 
increasingly popular among both teachers and students offering flexible learning methods by creating 
student-centered learning. This is a rapidly growing field facilitated from virtually anywhere, that is much 
faster, cheaper and potentially better. There are numerous existing e-learning systems such as blended 
courses which are classes where a portion of the traditional face-to-face instruction is replaced by web-
based online learning [1]. The addition of technology to higher education by establishing better e-learning 
systems will provide tremendous benefits for students. There exists many e-learning systems, which can 
emulate the role of a good teacher in a classroom environment [2]. 

Siemens [3] describes that today's learning depends on connectivity among individuals and it tends to 
dissolve frontiers between formal and informal learning. Social networking sites (SNS) on the web are 
becoming increasingly popular during the last decades among the population between the age of 15 and 
35 years. Facebook is an informal learning environment and serve as an alternative Learning Management 
Systems (LMS), where some Moodle plugins allow access to share information in a controlled environment 
[4]. It has the ability to share, create events, post, chat, comment and interact with other users online. 
Teachers would be able to create closed groups, which allow asynchronous and synchronous interactions 
between members and pages in Facebook to share their materials and motivate students towards a course. 
It increases the interactivity among all the students by breaking barriers such as limited time and location 
while teacher may act as a facilitator to smooth the interactions and provide necessary guidance.  

Keeping student motivated for online discussions is different from each student group and course. As 
identified, the problem is to find appropriate factors to increase the participation of learners when posting a 
topic in the Face book.  
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It was examined, the intrinsic motivation; a kind of internal energy, occurs when the student pursues 
learning due to their personal interest in a topic, and extrinsic motivation; external factors to stimulate 
students. Those motivation factors have been widely studied and they have been used on both 
developmental and educational practices. Both motivation factors are important ways of driving behaviours 
as they are found to co-exist and are highly sensitive to situational influences. This motivation can be given 
to students via social media networks to support their e-learning activities. 

This research examines how different types of motivators can be used to improve the participation in online 
discussions. It is expected to find the suitable factors such as images and emoticons to be used when 
posting a topic. Social media is used for the group platform since most of the young generation are using 
them regularly. 

BACKGROUND AND RELATED WORK 

Many factors affecting Extrinsic and Intrinsic Motivation in e-learning environment. This research will 
investigate the factors that can affect the students to engage in e-learning via social network platforms and 
the impact these factors have on students’ performance.  

Prior research of Dai Hasegawa’s shows that they have gathered series of student details from the learning 
management system, e-learning system, exam results and analysed these data. This research reported 
different types of Intrinsic Motivation used in e-learning and the results of their analysis shows that e-
learning contents help students to score higher in the exams. Other than that, this highlights that they had 
intrinsic motivation to pass the exam [5]. This research specifically focused on improving social networks 
such as Facebook, Twitter engagement for the distance learning platforms in a controlled environment. 
Samuel Ouya’s research implemented a solution that can be used in distance learners to connect with the 
society. [6] 

This Ines Messias’s study aims to understand how the engagement of social network with a LMS such as 
moodle can contribute to increase the student engagement in their learning process and they have 
measured the impact level of this on the knowledge acquisition process. They have collected data from the 
student posts in online discussions, forums and Facebook groups with different techniques for analysis. [7] 
In this study, they investigated the factors that motivates users to use new software and this study mainly 
focuses on user’s intrinsic motivation.  

According to T. Chintakovid, intrinsic motivation internally operates and controls the performance of an 
activity and users with intrinsic motivation as it always tries to use the new features. This research shows 
that this factors of intrinsic motivation impact users to adopt for the new software better than the extrinsic 
motivation [8]. 

METHODOLOGY 

The selected sample include diploma level students enrolled in the Diploma in Information Systems (DIST) 
program conducted at OUSL for the academic year 2016/2017. For the DIST program, students are 
selected after their Advanced Level(A/L) examination conducted in Sri Lanka (Sri Lanka Quality Framework 
SLQF Level 2). The social media platform that was used to conduct our experiment was Facebook as it is 
popular among our students compared to the other social media sites.  

A closed group was created on Facebook where the teachers posted content related to their respective 
courses. The four courses include Internet Applications, Fundamentals of Programming, Operating 
Systems and Mathematics. The intrinsic and extrinsic factors were determined through the semantic 
orientation of the posts published. The research was conducted for a period of 6 months and the posts were 
equally distributed over that period. The following table 1 shows the words that was used in the posts that 
made the distinct difference in identifying the factors between intrinsic and extrinsic. 

The motivational factors of the posts was later examined by the response each posts received. The 
responses include virtual gestures available on Facebook such as likes/emoticons, shares, reach, posts 
from individual students and comments. Each of the virtual gestures was assigned a weightage and based 
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on a formula the magnitude of the intrinsic factor and the extrinsic was computed. The Table 1 shows the 
semantics that reflect the intrinsic and extrinsic motivational factors which were used in the Facebook posts. 

Table 1: Words that reflect the intrinsic and extrinsic motivational factors. 

Intrinsic Interesting Fun Learn Up to date Innovative 

Extrinsic Presentation Evaluation Viva Mini project Examination 

 

The following formula examines the values for the identified factors, which are capable of identifying the 
impact the motivational factors have on the students. The weightage was assigned to the above identified 
factors, based on the gravity of the interaction which directly affects the interactivity via extrinsic and intrinsic 
posts as indicated in the following equation.  

 

𝐴 = [
𝐿𝑖𝑘𝑒

𝑆𝑒𝑒𝑛
∗ 20] 

𝐵 = [
𝐶𝑜𝑚𝑚𝑒𝑛𝑡

𝑆𝑒𝑒𝑛
∗ 15] 

𝐶 = [
𝐶𝑜𝑚𝑚𝑒𝑛𝑡(𝑙𝑖𝑘𝑒)

𝑆𝑒𝑒𝑛
∗ 10] 

𝐷 = [
𝑆ℎ𝑎𝑟𝑒

𝑆𝑒𝑒𝑛
∗ 20] 

𝐸 = [
𝑃𝑜𝑠𝑡

𝑆𝑒𝑒𝑛
∗ 35] 

𝐴 + 𝐵 + 𝐶 + 𝐷 + 𝐸 = 100% 

RESULTS AND EVALUATION 

The results were produced based on the posts related to extrinsic and intrinsic which were published in a 
particular Facebook group created for students enrolled in the DIST program. The Table 2 shows the results 
that was calculated based on formula for every intrinsic post.  

The posts were named as ‘Post-I’ for Intrinsic posts and ‘Post-E’ for Extrinsic posts for the illustration 
purpose.  

Table 2: Posts published in the Facebook group related to extrinsic factors 

Factors Extrinsic  
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Like (20%) 2 1 2 5 4 6 3 3 12 4 1 0 7 4 54 

Comment (15%) 0 0 1 7 2 0 0 8 8 0 0 5 0 0 31 

Comment-Like (10%) 0 0 0 5 1 2 0 6 7 0 0 7 0 0 28 
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Share (20%) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Post (35%) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Total Seen 12 8 9 22 24 22 21 24 25 23 15 24 21 19 269 

The Fig. 1 consists with all the factors relevant to each extrinsic posts. The 1st post for the extrinsic factor 
which is “Post 1-E” shows only 3.33% of likes and “Post 4-E” in the Fig.1 shows 4.77 % of comments, 4.55 
% of likes and 2.27% of comment-likes based on the values in the table 2. 

According to the result column of the table1, it shows 20% of likes, 10% of comment-likes and 12% of the 
comment for the total extrinsic posts for the Facebook group.   
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Figure 1: Posts related to extrinsic factors 

 

 

The Table 3 shows the results that was calculated based on formula for every extrinsic post.  

Table 3: Posts published in the Facebook group related to intrinsic factors 

Factors Intrinsic 
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Like(20%) 3 3 5 3 4 5 5 6 4 38 

Comment -Like (10%) 0 0 0 0 0 0 0 0 0 0 

Comment(15%) 0 0 3 0 0 0 0 1 0 4 

Share(20%) 0 0 0 0 0 0 0 0 0 0 

Post(35%) 0 1 0 0 0 0 0 0 0 1 

Total Seen 14 6 20 9 23 20 21 24 13 150 

Following Fig. 2 displays how each factor affect on each intrinsic post. The 1st post for the intrinsic factor 
which is Post 1-I shows 4.29% of likes and Post 3-I shows 2.25 % of comments and 5 % of likes and in this 
Fig. 2 it clearly shows most of the intrinsic posts contains more weight for the likes.  

According to the last column of the Table 3, it shows 25% has obtained for likes, which is the highest 
percentage comparing to other factors.  
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Figure 2: Posts related to intrinsic factors 

 

The Fig. 1 and Fig. 2, demonstrates the results based on the Formula, which was identified according to 
the impact factors. From the above results it shows that the student engagement for the online activities 
which focuses on extrinsic motivation is higher the intrinsic motivation activities. The use of semantics 
relevant to extrinsic motivation is more effective to be used in the online activities to increase the students’ 
engagement toward the online academic activities. 

CONCLUSION 

The social media platforms used to encourage students in academic is necessary to in-cooperate the use 
of blended mechanism of extrinsic and intrinsic motivation factors with several different social media 
platform integrated with the LMS. For instance, there exists some platforms such as Moodle where student’s 
engagement could be increased by encouraging and motivating them towards distance learning activities.  

This research shows that even the popular social media platforms such as Facebook is not sufficient to 
intrinsically encourage students to participate in academic activities. This strongly enforces the need for 
extrinsic motivational factors are essential in educational activities. Therefore, it is highly recommended for 
teachers to use the semantics stated in the Table 1 while interacting with students.  
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Abstract 

Motivation is an integral part of human resource management. If employees are motivated, only then the 
organizations can earn profits. Higher education is the most important area where employee’s motivation 
is compulsory. If the faculty members are motivated enough they can contribute more towards 
organizational learning. Rewards and recognition also effect on motivation level. Motivation of faculty 
members in distance education is more vital than traditional education system as they are geographically 
separated from students and needs to be more motivated. The study was conducted in order to measure 
the motivation level of faculty members as well as impact of rewards and recognition on their motivation 
level. Virtual University of Pakistan Lahore ( VU) was selected as a target organization. . The questionnaire 
consisting of 39 items was adopted for data collection. 156 faculty members filled the questionnaire. Results 
proved that rewards contribute more towards motivation of faculty members instead of recognition. The 
study can be used for future research in distance education. It can also help the organization to enhance 
the motivation level of their employees. 

 

Key words: Distance Education, Faculty members, Motivation, Rewards, Recognition 

 

INTRODUCTION 

Motivation is an integral part of human resource management. If employees are motivated, only then the 
organizations can earn profits. Higher education is the most important area where employee’s motivation 
is compulsory. If the faculty members are motivated enough they can contribute more towards 
organizational learning. Rewards and recognition also effect on motivation level. Motivation level can be 
affected due to the method of learning and teaching. There may be different factors affecting motivation 
among faculty members in learning systems. According to Kreitner and Kinicki (2004) motivation is “The 
psychological process which causes the arousal, direction and persistence of voluntary actions that are 
goal directed.” Tangible incentives are more important and effective in enhancing performance of the 
employees for those tasks who are unaccomplished before. These incentives both support their quality and 
quantity to achieve goals. Employee motivation is greatly influenced by rewards, recognition and incentives 
(Board, 2007) . In today’s dynamic environment, organizations wish to create a reasonable balance 
between their performance and motivation. For this purpose rewards and recognition are the most preferred 
factors for enhancing employee motivation. These factors increase the self-esteem of the employees and 
make them committed. It is the responsibility of managers to keep their employees motivated and 
successfully achieved the goals which will influence the organization effectiveness (Oosthuizen, 2001). 

This research will reveal information about the level of motivation among faculty members of distance 
learning. It will also discuss on how to increase the level of motivation to enhance learning at university 
level. Several criticisms on online and distance education have made the quality of education question mark 
and it is strongly related with satisfaction and motivation of faculty members to perform their duties and 
tasks. Motivation depends upon both intrinsic and extrinsic elements. These both factors combine produced 
fully motivated, committed and dedicated employee.  

The research objectives are  

To measure the motivation level of faculty members. 
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To study the relationship between rewards, recognition and motivation. 

To measure the impact of rewards and recognition on motivation. 

Motivation is measured on these dimensions. 

Work Content: It includes Opportunities to learn, sense of accomplishment, challenging work, routine work. 

Working conditions: It includes relaxed working hours, not being overloaded, opportunity to mix up with 
colleagues. 

Leader/Supervisor: It includes employees are well supported by their supervisors and can be convinced 
easily. 

Personal: It includes choice of employee to work at best place. 

Research Question is “What is the impact of rewards and recognition on motivation level of faculty 
members”? 

The research will help to know the major indicators of motivation which can help the organizations to retain 
their employees. It will also help in organizations policy making. It will tell in detail the dimensions which 
can increase the motivation level.  It will also help the future researchers.  

 

LITERATURE REVIEW 

Commitment and motivation of all employees depends upon rewards and recognition (Andrew, 2004). 

According to Lawler (2003) organization’s survival and existence mainly depends upon how they treat their 

employees. Many companies have gained success only through their well-balanced reward and recognition 

system which were offered to their employees besides their business strategy. Motivation of employees 

can be enhanced through effective rewards system which can ultimately result in organization performance. 

It is evident that growth of companies is based on how well they treat their employees, how much their 

employees are motivated and how effective the compensation system is offered to employees (Deeprose, 

2006). Performance management of employees is one of the important organizations strategy that it deals 

with human capital(Drucker, 2012). Rewards enhance the motivation level and increase the significant 

performance of employees. Lawler (2003) pointed out that attraction of rewards depends upon the amount 

by which it is offered and to the employees, it’s the weightage which an employee gives to a certain reward.  

Good managers always recognize the efforts of the employees and reward them accordingly with tangible 

offers. It increases their motivation level. Good employees also offer reasonable chances for promotion in 

order to recognize the abilities and skills of the employees. Promotions basically enhances the commitment 

and loyalty of employees with the organization (Deeprose, 2006).  Rewards, recognition and incentives are 

the key factors to bind the employees with the organization now-a-days. It ultimately increases the 

performance of the employees and organizations. Employees mostly have a greater level of job satisfaction 

when  they experience the new tasks and have challenging opportunities involving mental capabilities (Bull, 

2005). 

According to Robbins and Judge (2012) Promotion is of vital importance as it offers the opportunity to grow 

for employees. It also increases the job responsibilities of the employees. It offers them good social status. 

Likewise recognition is another integral element of motivation which is offered through appreciation and 

assigning a good status to the employees at individual level which brings internal change in employee to 

be loyal with organization. (Barton, Duchon, & Dunegan, 1989) argued that the most discriminating factors 

of motivation among different companies is their recognition and rewards system. 

According to Wilson (1995) conditional recognition is offered to employees with subject to some 

achievement. Moreover employees’ efforts are strongly observed in it. It is evident that employees are very 

attached with their jobs if they earn good rewards and recognition. It influences their motivation level. 

Rewards increase the satisfaction of employees with their jobs. It binds employees with the organization. It 
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increases the performance of the employees whether employees has performed well once or repeatedly 

has good performance throughout the year. 

According to Eastman (2009) intrinsic motivation is favorable to bring creativity while extrinsic motivation is 

not conducive to produce creative work. Gagné (2009) prescribed a new framework for knowledge sharing 

motivation. According to this model, staffing, job designs, training practices and compensation systems are 

necessary for enhancing motivation level.  

There is a significant relationship between rewards and recognition with motivation (Ali & Ahmed, 2009). If 

rewards policies are improved, and recognition is offered to employees their motivation level and job 

satisfaction will enhance explicitly.  Danish and Usman (2010) confirmed that if rewards being offered to 

employees were to be altered, then there would be a corresponding change in satisfaction and work 

motivation. 

Romano (2003) recommended to supervisors and bosses to use recognition as motivating factor. He further 

argued that recognition is the factor which enhances the employees’ loyalty and bind them with the 

organization. He argues that companies who care for their employees’ feelings and catch their emotional 

power gain competitive advantage over others who lack in it. Even it is the basic remedy to reward 

employees in genuine from the organizations to keep them motivated. 

According to Sarvadi (2005) rewards system must be strategic in  nature and comprised of four essential 

elements which are compensation, benefits, and recognition as well as the appreciation. The most common 

flaw in management system of the organization is that they ignore the element of recognition and 

appreciation to employees which is very low cost and favorable resulted element in reward system (Sarvadi, 

2005). 

The current study is aimed to measure the motivation level of faculty members in distance education and 

to identify the impact of rewards and recognition on motivation. Based on literature review, theoretical 

framework is followed as shown in Figure-1. 

 

RESEARCH METHODOLOGY 

The current study was aimed to measure the level of motivation among faculty members in distance 

education and to identify impact of rewards and recognition on motivation. The study was descriptive and 

explanatory so structured questionnaire was used to collect the data because it is recommended tool in 

any descriptive research. The study setting was non-contrived because of open environment induction. 

(Malik, Ghafoor, & Naseer, 2011). The unit of analysis was individual i.e. Faculty members of Virtual 

University of Pakistan. The study was cross sectional in nature because data was collected for a single 

time to present study (Sekaran, 1983). The target population was all the distance learning education system 

in Pakistan. Sample size of 156 faculty members was adopted. Convenience sampling allowed the author 

to select the sample.  

Virtual University of Pakistan can be used as the sample representing the faculty members belonging to all 

other distance learning education systems in whole country.  For this purpose a non- probability sampling, 

i.e. convenience sampling technique was used to record the response of 156 faculty members. The 

convenience sampling was used because the information was gathered from those employees who were 

accessed quite easily and conveniently and who were willing to participate in the current study. (Danish & 

Usman, 2010). “A convenience sample was used, which according to Leary (2004) refers to a sample of 

participants that are readily available. Such samples, he postulates, are used because they are easy to 

obtain and not representative of people in general. Therefore the finding of studies, such as the present 

one which utilizes convenience sampling, is low in generalizability”. (Eastman, 2009). The research was 

explanatory in nature. Primary source were employees of the distance learning educations system and 
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secondary sources were books, journals & internet. The target population was the faculty members. A well-

developed 39 items personally administered questionnaire was used as a data collection tool with local 

consideration. It was distributed among all faculty members. The questionnaire was consisted of 39 

questions. 5 point likert scale was used for rating. Range was set from 1 to 5. 5 shows the strongly agree 

while 1 shows the strongly disagree. 26 questions were related to dependent variable i.e. motivation. 9 

questions were related to rewards and 4 questions were related to recognition. The questionnaire was 

adopted from Roberts (2005) “The relationship between rewards, recognition and motivation at an 

Insurance Company in the Western Cape”. Cronbach’s Alpha coefficient was used to measure the 

instrument reliability. Cronbach’s Alpha value was 0.847 which was acceptable and depicting good 

reliability. SPSS 17.0 was used to analyze the data. Correlation and Regression tests were applied on the 

data.  

RESULTS AND DISCUSSION 

Virtual University of Pakistan was chosen as an organization for motivation audit. Faculty members of 

Virtual University of Pakistan were selected as individuals. Convenience sampling of non-probability 

sampling technique was applied. Sample size was 156. An already developed  

questionnaire by Roberts (2005) was distributed among the faculty members at 5 point likert scale which 

contained 39 questions on different factors of motivation. Data was computed in SPSS 17.0 and descriptive 

statistics was applied on the data to draw the results. The results were as follows; 

The age of the sample size was depicted in three ranges. Table-1 shows that 50.6% of the sample falls in 

the age of 26-30 years, 41.7% of the sample falls into the age of 31-35 years and 7.7% is fallen into the 

age of 36-40 years. The sample size has 74 females and 82 male. 105 Instructors and 51 Lecturers 

recorded their responses. 

Table-2 shows the descriptive statistics of motivation level. There are different factors of motivation which 

have been used for measuring the motivation level of the employees of chosen organization.  

Motivation 

Work Content: The mean value of this factor is 3.45 with standard deviation of 0.364 which shows that there 

is low variability is the data. The mean value shows that sample is somewhat between the neutral and 

agreement range as neutral is coded as 3 and agree is coded as 4 according to the scale used in the 

questionnaire. This shows that employees of this organization are not very clear about their work content.    

Working condition: The mean value of this factor is 3.02 with standard deviation of 0.662 which shows that 

there is less variability is the data. The mean value shows employees have no opinion about the working 

condition of the organization as they have neutral response about it. 

Personal Skills: The mean value of this factor is 3.58 with standard deviation of 0.656 which shows that 

there is less variability is the data. The mean value is inclined towards agreement which shows that 

employees have autonomy in the choice of their work and task has been assigned to them according to 

their skills and competencies which motivate them for doing quality-oriented work. 

Leader: The mean value of this factor is 3.47 with standard deviation of 0.740 which shows that there is 

less variability is the data. The mean value is somewhat between neutral and agreement which shows that 

employees have no opinion regarding their supervisor’s role or they can not want to express their opinion 

about it. 

The overall motivation level of the employee of Virtual University is 3.38 as shown in Table-2 which show 

that the employees are not very motivated and organization really needs to improve this situation for 

enhancing the performance and quality of their work.  

Rewards 
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Pay: The mean value of this factor is 3.41 with standard deviation of 0.708 which shows that there is less 

variability is the data. The responses of employees are neutral and they have not expressed their opinion 

regarding the pay which is one of the factors of the motivation. 

Benefit: The mean value of this factor is 2.86 with standard deviation of 0.804 which shows that there is 

less variability is the data. The mean value shows disagreement of the employees and it shows that 

employees are not satisfied with the benefits offered to them. 

Promotion: The mean value of this factor is 2.60 with standard deviation of 0.930 which shows the distance 

in the data points of the responses. The mean value shows disagreement of the employees and it shows 

that employees are not satisfied with the promotion policy of the organization. 

The overall level of satisfaction of the employee of Virtual University regarding Rewards is 2.95 as shown 

in Table-2 which show that the employees are not very happy in terms of rewards and organization really 

needs to improve this situation for enhancing the performance and quality of their work.  

Recognition 

Recognition: The mean value of this factor is 3.17 with standard deviation of 0.741 which shows the distance 

in the data points of the responses. The mean value shows the neutral responses of employees and it 

shows that employees have no opinion about the recognition provided by the supervisors or organization. 

Table-3 shows the Pearson correlation analysis between two variables. The Correlation coefficient between 

motivation and rewards is .526** which depicts that moderate and positive relationship exists between two 

variables. If rewards policy will be improved, the level of motivation of employees will be higher. The 

correlation coefficient between motivation and recognition is .566** which again depicts moderate and 

positive correlation between both variables. If recognition will be offered to employees their motivation level 

enhances. It reveals that rewards and recognition has significant relationship with motivation. 

Table-4 shows the linear regression analysis.  ANOVA shows the significance level which is less than 0.5 

and proves that model is good fit. It is evident that relationship exists between two variables. The value of 

R is 0.656 and value of R square is 0.430 which depicts that 43% change in dependent variable will be 

caused by independent variable. The value of adjusted R square is 0.423 and standard error of estimate is 

0.327. It proves that rewards and recognition has significant impact on motivation. The unstandardized 

coefficient B of recognition is 0.247 and in case of rewards is 0.255. It shows that rewards are better than 

recognition. The regression coefficient B depicts the value of change caused in dependent variable due to 

one unit change in independent variable. The regression analysis between rewards, recognition and 

motivation shows that R square is 0.430 which indicates that if we want to measure the motivation level of 

faculty members in virtual university of Pakistan then 43% variation can be caused by rewards and 

recognition factors. It proves that rewards and recognition has strong impact on motivation. 

The analysis reveals that rewards contributes more towards motivation instead of recognition It shows that 

faculty members of Virtual University of Pakistan are more interested in rewards rather than recognition. As 

rewards are tangible and every one can measure it in terms of payments, benefits and promotion.so faculty 

members more prefer it. The data indicates that administrators of Virtual University of Pakistan needs to 

pay attention towards reward policy and tried to improve it in order to enhance the motivation level of 

employees. They should develop promotion policy in order to strengthen the career of their employees. On 

the other hand recognition also has significant impact on motivation. Employees need constructive 

feedback and admiration as well. 

CONCLUSION 

 The study was aimed to measure the motivation level of employees and to identify the impact of rewards 

and recognition on motivation. The analysis proved that rewards and recognition has significant relationship 

with motivation. If the rewards system are improved then motivation level will also increases. If the 
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recognition policy will be strong, employees will be motivated as well. The data also reveals that rewards 

and recognition has strong impact on motivation. 43% change will occur in motivation level of employees if 

rewards system and recognition policy will be effective. Moreover faculty members of Virtual University of 

Pakistan prefer rewards on recognition. Promotion policy is lacking in virtual university of Pakistan which is 

significantly affecting the motivation level of faculty members. 

Managerial Implications  

Organization can focus to improve its promotion policy as employees are dissatisfied with it and it is shown 

by the data analysis which has great impact on the motivation level of employees. The benefits may be 

improved and market competitive for the employees. The proper recognition system can be introduced in 

the organization for appreciating the employee’s effort for increasing their morale and motivation. 

Recognition is effective tool to enhance the motivation level of employees. The organization can pay more 

attention to the working conditions and try to improve it for providing facilitating work environment. Faculty 

member can be offered courses be keeping in view their qualification and expertise. Faculty members can 

claim for next level of career if promotion policy is introduced. Faculty members can be provided credit of 

their good work in order to enhance their motivation level. Administrators of Virtual university of Pakistan 

can design promotion policy and can earn employees loyalty as it can reduce the turnover intention of 

faculty members.   

Limitations and Future Research 

The basis of the study were quantitative so have limited generalizability  In future focus group can be 

organized in order to get more open responses of faculty members. In future this study can be conducted 

in a qualitative approach. The sample size is not so much impressive. Non- Probability sampling technique 

was used. In future probability sampling method can be applied. The study contained limited sample size 

of 156. In future while conducting research, the sample size can be increased. 
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Table 1- Demographics 

Age 

  Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 26-30 79 50.6 50.6 50.6 

 31-35 65 41.7 41.7 92.3 

 36-40 12 7.7 7.7 100.0 

 Total 156 100.0 100.0  

 

Designation 
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  Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Instructor 105 67.3 67.3 67.3 

 Lecturer 51 32.7 32.7 100.0 

 Total 156 100.0 100.0  

 

 

Gender 

  Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Female 74 47.4 47.4 47.4 

 Male 82 52.6 52.6 100.0 

 Total 156 100.0 100.0  

 

 

 

 

 

Table -2 Descriptive Statistics 

 N Minimum Maximum Mean 
Std. 

Deviation 

Work Content 156 2.59 4.18 3.45 .364 

Working conditions 156 1.00 4.33 3.02 .662 

Personal 156 2.00 5.00 3.58 .656 

Leader 156 1.00 5.00 3.47 .740 

Payment 156 1.33 5.00 3.41 .708 

Benefits 156 1.33 4.33 2.86 .804 

Promotion 156 1.00 4.33 2.60 .930 

Recognition 156 1.00 4.50 3.17 .741 
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Valid N (listwise) 156     

 Mean Std. Deviation N 

Motivation 3.3839 .43075 156 

Reward 2.9580 .60745 156 

Recognition 3.1731 .74195 156 
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Table-3 Correlation Analysis 

  motivation reward recognition 

motivation Pearson Correlation 1 .526** .566** 

 Sig. (2-tailed)  .000 .000 

 N 156 156 156 

reward Pearson Correlation .526** 1 .391** 

 Sig. (2-tailed) .000  .000 

 N 156 156 156 

recognition Pearson Correlation .566** .391** 1 

 Sig. (2-tailed) .000 .000  

 N 156 156 156 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

Table-4 Regression Analysis 

Model Summary 

Model R R Square Adjusted R Square 
Std. Error of the 

Estimate 

1 .656a .430 .423 .32726 
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a. Predictors: (Constant), reward, recognition 

 

ANOVA 

Model  Sum of Squares df Mean Square F Sig. 

1 Regression 12.373 2 6.187 57.765 .000a 

 Residual 16.386 153 .107   

 Total 28.759 155    

a. Predictors: (Constant), reward, recognition, b. Dependent Variable: motivation 

 

 

Coefficients 

Model 
 Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig.  B Std. Error Beta 

1 (Constant) 1.845 .147  12.539 .000 

 recognition .247 .038 .425 6.414 .000 

 reward .255 .047 .360 5.428 .000 

a. Dependent Variable: motivation 
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Abstract 

Open Distance Learning (ODL) is now widely provided in most learning institutions all round the world. 
Having to juggle within work and other responsibilities, matured or adult learners are longing for a flexible 
mode of learning environment. The educational delivery system of ODL gives learners with the widest 
flexibility. It supports learners with control over time, venues and a flexible time frame to complete their 
studies. Even though with a wide range of flexibility, there are hiccups and issues. One essential component 
of success aspect for learners attending ODL programme is the level of learning support provided by the 
institution. This paper is based on a quantitative research investigating the learning support and services 
provided by Open University Malaysia for its ODL learners at the Kedah and Pahang Learning Centres.  

Keywords: learning supports systems, learning environment, open distance learning, adult learners. 

1 INTRODUCTION 

As the demand in technology increases and the need to enquire knowledge becomes borderless, many 
ODL providers are looking into improving their services to offer a better open distance learning experience. 
The continuous and vigorous growth of ICT has inspired ODL providers to assimilate such technology 
tsunami in the education industry. Attending conventional classroom lectures or discussions are becoming 
non-compulsory, especially for part time learners. According to McCloughlin & Marchall, (2000) students 
are now “faced with a new learning environment and the expectation that they will have independent 
learning skills and the capacity to engage in activities that require self-direction and self-management of 
learning”. As adult learners, it is generally presumed that they have such attributes. However, this general 
presumption does not apply to all learners and may not generalize all open distance learners. Therefore is 
precisely important that ODL institutions to create a conducive learning environment and have essential 
learning support to cater its learners effectively.  

Open University Malaysia (OUM) is Malaysia’s premier open and distance learning (ODL) institution.  It is 
a unique private university owned by a consortium that comprises Malaysia’s first 11 public universities and 
started its operation in 2001 with only 753 learners. These public universities provideOUM their prestige 
and expertise in various fields to add value to its wide range of academic programmes. The University has 
been offering a variety of programmes for more than 16 years, and continually searching for ways to develop 
the learning experience. OUM practices blended learning as well as online learning to educate its learners. 
The blended pedagogy gives an insight of self managed learning using materials provided online, face to 
face tutoring and online forum discussions through myINSPIRE. To move in path with the progress of 
technology, OUM has also introduced a mobile app called myOUM to serve as the all-in-one mobile 
platform, hence allowing learners to handle various learning activities via their smart phones. 

This new technologies are also having huge impacts on the way in which learner support is practiced and 
conceptualized.  Through the Internet, learners can instantaneously be in contact with other learners as 
well as with a variety of learner support such as tutors, facilitators, a librarian,and administrative staff at 
learning centre or even their academic advisor. Conventionally learner support in distance education has 
been acknowledged as being a completely different set ofactivities from those associated directly with their 
programme. However, with the implementationof online learning, this distinction does not always hold and 
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the line between the twosets of activities has become much more blurred . An online course may consist 
of no more than a syllabus and a reading list, with the content being created through interaction between 
learners and course facilitator. This indeed presents new challenges as well as opportunities for 
practitioners. 

The main objective of this study is to determine the on the importance of learning support to be given to 
Open and Distance learners. The transition from conventional learners to ODL learners is not easy (Saw 
et. al., 1999).  Their differences in age, educational background, as well as working experience managed 
to conclude the fact that each and every learner could be similar or vastly different from other learners 
(Dzakiria, 2012).  Therefore a learner who has been away from the education environment for a long period 
of time may encounter issues of being less competent and lacking in the learning skills. These are the 
learners who need learning support to enable them to boost up their confidence.   

 

2 LITERATURE REVIEW 

2.1 Learning Support System 

Brindley, Walti and Zawacki-Richter (2004)mentioned that learner support activities include tutoring and 
teaching; counselling as well and advising learners. This includes services such as orientation, learning 
and study skills, academic advising, and career and personal counseling.The administrative activities 
include registration of learners, infrastructure support for activities such as peer tutoring, library and 
information systems, not forgetting alumni organization. To summarise, learner support activities are all the 
interactive processes that are deliberate to facilitate and support the learning process. To support such 
system, Open University Malaysia (OUM) aims to facilitate such services at all its learning centres.  

OUM has 34 Learning Centres throughout Malaysia, which enable learners to attend tutorial and seminars, 
consult their tutors or facilitators as well to interact with their course mates.  These centres are located in 
major cities and most of them are fully owned by the University. They are administered by a group of 
personnel appointed by the management headed by a Director for each learning centre to administer and 
manage their respective learning centre. Some of the major activities conducted at these learning centres 
are to plan and conduct marketing activities, provide  extensive learning support and maintain customers’ 
level of satisfaction so as to retain students.  

This study aims to concentrate the impact of learning support provided two (2) learning centres which are 
the Alor Setar Learning Centre and the Kuantan Learning Centre . The data for this paper is based on the 
learners who registered in 2016. There are three academic semesters each year which comprises of the 
January, May and September. Each semester is about four (4) months of academic activities including the 
examination which falls on the last months of every semester. The intake for the three (3) semesters in 
2016 is stated in Table 1.  

Table 2.1.AlorSetar and Kuantan Learning Centre Intake by Semester for 2016 

Semester AlorSetar Kuantan 

January 109 173 

May 74 110 

September 110 94 

TOTAL 293 377 
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One of the learning support activities conducted by these learning centres for all newly registered students 
is the Learning Skills Workshopwhich one of it is the compulsory tutorial. This compulsory tutorial provides 
initial orientation to essential procedures and services that will guide new learners during their studies. 
During the workshop, new learners were given information on the assistance that the learning centre will 
render such as guidance in assignment writing, extensive exposure to open and distance learning methods 
such finding information from the library requesting for e-journals etc. The management believes that having 
all the facilities at all learning centres a will enhance learners’ learning skills and eventually improved 
retention. The learning support provided by the learning centres will encourage students engage effectively 
with their studies and at the same time retain them from deferring or quitting along the journey of their 
studies.  The online learning importance will grow significantly for adult learner.  The educators will face a 
great challenge in providing a constructive “social” atmosphere via electronic platform.  The changes in 
technology will continuously take place when new technology is introduced.  It is vital for the teaching staff 
to adapt, change and continuously learn how to make the electronic environment used become acceptable 
socially and to recognize their role as change agents for the institution (Cercone, 2008). 

 

3 METHODOLOGY 

In the data collection methods, a questionnaire was used with seven (7) items to measure the satisfaction 
level of the students.  The four (4) rating scales were used to measure the satisfaction level of the students 
participated in the Learning Skills Workshop.  The items of questions were asked based on the workshop 
content, information sharing, effectiveness of media delivery, printed materials, facilitator knowledge and 
sufficient time provided for the workshop.  In this study, the data were collected from the respondents from 
AlorSetar and Kuantan Learning Centre.The questionnaire were distributed during the three (3) sessions 
of  Learning Skills Workshop that held in January, May and September 2016. 

4 FINDINGS 

A total of 478 questionnaires were distributed to the respondents at both learning centres in January, May 
and September 2016 semesters and the total data collected were 478.  The  total of 291 questionnaires 
collected were coming from respondents from Alor Setar and 187 questionnaires from Kuantan Learning 

Centre.  The summary of findings is presented in the Table 3.1 and Table 3.2 below. 

Table 3.1. Students Satisfactory Level of Learning Skill Programme at Alor Setar Learning Centre, 
Kedah 

No. Items Below 
Satisfactory 

Satisfactory Good Excellent 

1. The content is beneficial  5 260 26 

2. Information shared was useful and 
according to the level of 
understanding of the participant. 

  273 18 

3. Activities and media used was 
effective to deliver content 

 10 281  

4. Printed materials were orderly and 
easy to understand. 

  291  

5. Facilitator was knowledgeable   291  

6. Facilitator was able to respond to 
questions amicably. 

  280 11 

7. Allocation of time for the workshop 
was sufficient. 

  291  
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Based on Table 3.1, the students satisfactory level of Learning Skill Programme at Alor Setar Learning 
Centre, Kedah described that all items asked were rated at ‘Good’ level.  The items no. 1 on content 
beneficial, items no. 2 on information shared and the item no. 6 were on facilitator response rated as 
‘Excellent’.  This exhibited that the students found the content is very beneficial to them and the facilitator 
able to respond  amicably. 

Table 3.2. Students Satisfactory Level of Learning Skill Programme at Kuantan Learning Centre,                         
Pahang 

No. Items Below 
Satisfactory 

Satisfactory Good Excellent 

1. The content is beneficial  3 107 77 

2. Information shared was useful and 
according to the level of 
understanding of the participant. 

2 1 115 69 

3. Activities and media used was 
effective to deliver content 

 15 108 64 

4. Printed materials were orderly and 
easy to understand. 

 18 107 62 

5. Facilitator was knowledgeable  4 110 73 

6. Facilitator was able to respond to 
questions amicably. 

 3 104 80 

7. Allocation of time for the workshop 
was sufficient. 

 9 103 75 

 

Based on Table 3.1 above, the students satisfactory level of Learning Skill Programme at Kuantan Learning 
Centre, Pahang described that the majority items asked were rated at ‘Good’ level.  Besides that, all of the 
items also were rated as ‘Excellent’.  The highest rating of ‘Excellent’ was described through the facilitator 
ability to respond to the questions amicably.  It is also found the items also rated  ‘Satisfactory’ level as well 
as items no. 2 on information sharing were rated at ‘Below Satisfactory’ level.   

There were varied answers of satisfaction level expressed by the student through Learning Skills Workshop 
for both learning centres.  This is due to different background of the students for both learning centres.  
There is a lot of improvement needs to be done in Kuantan Learning Centre especially in the information 
sharing, effective media for content delivery as well as the printed materials used. 

5 CONCLUSION 

As far as concern, the Open Distance Learning (ODL) is now widely provided in most learning institutions 

all round the world. The educational delivery system of ODL gives learners with the widest flexibility in 

various aspects.The growth of ICT has enabled ODL institutions to offer a new learning environmentthat 

requires the students to maneuver their own self-management learning process.Learning Skills Workshop 

is one of the activities provided to guide new learners toassist them during their studies.In conclusion, the 

finding shows that the content in Learning Skill Workshop is very beneficial to the students. It also presents 

the facilitator ability in responding to students during the session. Thus, it givesa significant impact to new 

students in order for them to venture new learning environement consist in ODL. 
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