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Introduction 

Distance Education (DE) has been occurring at Gavilan College for over 10 years and its 

growth has steadily increased over this time period.  The college has been undergoing a review 

of distance education and the development of handbooks and instructor guidelines.  As a part 

of this effort, the current study will examine the availability and effectiveness of support 

services for distance education students.    

 

Distance Education Growth 

In the fall of 2001, Gavilan College distance educators gathered and discussed goals and 

objectives for the new distance education program. Since this time, the college has followed the 

national trend of a continual growth in the number of online course offerings and of students 

enrolled in these courses. The last few years have also seen a demand for all instructors to have 

an online presence and to make course materials and resources available via the online format.  

Both the number of courses and the resulting distance education FTES has increased over the 

past 10 years (See Table 1 and Diagram1).  Additionally, the percentage of enrollment that was 

accounted for by distance education has increased (See Table 2).   

 

Table 1: Distance Education Section Comparison 
 

Term Sections 
Fall 12 74 
Fall 13 76 
% Change 2.7% 

 
Table 2: Enrollment time distribution.     
 

 Day Evening Hours by 
arrangement 

Distance Ed 

Fall 12 76.50% 16.10% 0.40% 7.00% 
Fall 13 75.33% 15.87% 0.37% 8.43% 
Number 11737 2473 58 1,313 
% Change -1.17% -0.23% -0.03% 1.43% 
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Diagram 1: Distance Education FTES over time.   

 
 

Distance Education Students 

Students who take distance education courses are mostly also taking in-person courses.  

To illustrate, 83.8% of Fall 12 distance education students also took an in-person course.  In 

general, distance education students demographic profile reflected the overall student 

population.  The average age of DE students was 27.9 while the overall student average age was 

27.1.  The percentage of the overall student population that was Hispanic-American was 46.3%, 

while 47.7% in the DE population.    Gender distribution, however, was different in the DE 

population as compared to the overall student population.  In the overall student population, 

52% reported being female, while 68% of distance education students reporting being female.  

Distance education, in general, also had lower success and retention rates as compared to the 

overall college rates (See Table 3).  These lower success and retention rates are similar to 

other colleges and to statewide differences.   

Table 3: Success and retention rates comparison 
 

Academic Year Fall 11 Spring 12 Fall 12 

Overall Success rate   61.55 % 61.58 % 64.66 % 

Overall Retention rate  80.70 %     80.82 %  

84.73 %  

DE Success rate   55.58 % 56.72 % 59.17% 

DE Retention rate 75.77 % 75.79 % 76.48 % 

Success is defined as the proportion of students who either received a grade of C or above or credit.  
Retention is defined as the proportion of students who received a grade of some kind.   
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Organizational Response  

In response to the growth, a distance education advisory committee was established.   Since 

2008, the group has developed a DE Master Plan and a Best Practices handbook.  These 

documents have been shared with the college community.  The Distance Education committee 

has asked for input from the college community to develop a growth plan for distance 

education. In an effort to make sure DE courses are engaging and of the same or higher quality 

than face-to-face courses, the DE office began offering a series of free training courses to faculty 

in online teaching and learning. The DE committee is making it a priority to visit with individual 

departments and shared governance committees to engage in discussions about what a quality 

distance education program should look like and to gain input and feedback to develop future 

policy and best practices. The committee is also developing a Faculty Distance Education 

Handbook that will recommend be put forward to the Academic Senate for adoption. 

 

Student Support Systems 

With the increase in distance education enrollment, questions have emerged about the level of 

support DE students are able to receive, particularly in comparison with in-person students.  

Additionally, how effective are support services offered to DE students.  The current study will 

be a critical review of the availability and effectiveness of these services.  The study will use 

multiple methods, including a catalogue and review of existing services and a student survey and 

focus groups.   

 

Methods 

Service Review  

In an effort to better understand the status of support services available to DE students, a 

review examining the components of each service and its accessibility to DE students.  For each 

program, a list of components for each service was developed.  Representatives for each 

program were contacted to verify what access was available for DE students.  Information was 

double-checked when available.  Once data was collected, recommendations for potential 

improvement were generated by the Director of Institutional Research and the Distance 

Education Coordinator.   
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Student Survey 

Each term students are asked to provide feedback on the quality of distance education services 

through an online survey.  The survey items were culled from instruments used by other 

colleges.  In Spring and Fall 13, additional items were added by the DE coordinator to assess 

the availability and effectiveness of student support services (See Distance Education Survey, 

Appendix B).    

 

The survey was administered during the final 1/3 of the term.  In Spring 13, the survey was sent 

out to all students enrolled in any distance education course or any course that included an 

online component.  Instructors were notified to encourage student participation in the survey.  

Out of 4128 enrollees from Spring 13 who were in any DE or online supported courses, 243 

completed the survey.  The number of survey participants represents 5.8% of total enrollees.   

For Fall 13, the survey was administered to only students who enrolled in a course taught 

exclusively online.  A total of 79 students completed the survey, which represent 5.9% of the 

total population  

 

Student Focus Groups 

In an effort to further explore DE students’ experiences with support services, a series of 

online focus group discussions were conducted.  Four courses that represented the diversity of 

distance education offerings were selected for participation.  On each course, a forum 

discussion was posted with the following prompts: Have you used a Gavilan College support 

services online, if so briefly describe the service?  Was the experience helpful?  What improvements 

would you suggest?  Was there any service that you wished was online?  Would you be likely to use it? 

Students were asked to provide comments to these prompts.  A moderator responded to each 

comment clarifying and probing further.  Three classes, which represented 5.5% the total 

distance education Fall 13 offerings, were targeted for focus groups.  A total of 18 students 

responded to the online prompt.   

 

 
Results  

 
Service Review 
 
After the listed programs and their components were reviewed, it appeared as if 6 of 21 

student support programs had at least one component of their service not available for 
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students who are not able or willing to come to the physical campus (See Appendix A).  Some 

of the services missing an online component included: tutoring, Disability Resource Services and 

student services.   

 

Student Survey 

For both surveys, a large proportion of the survey respondents did not report using the 

support service (See Table 3 & 4).  In Spring 13, these rates ranged from 20.6% to 58.2% and 

30.4% to 87.3% in Fall 13.   

 

The Spring 13 survey, which included all students who had an online element to their course, 

revealed a relatively high level of satisfaction.  Some programs, such as DRC and Health Services, 

had a lower level of satisfaction (See Table 4).   Others, such as the library and the bookstore, 

had higher satisfaction levels (See Table 4).     

 

For the Fall 13 survey, which was administered to only online students, students rated support 

services at higher levels than the previous term (See Table 5).  Again, the library and bookstore 

had the highest reported satisfaction.  Veteran and ASB had the lowest satisfaction rates (See 

Table 5).   

 

The comments on the surveys revealed some of the reasons for the small proportion of low 

ratings (See Appendix C).  For example, Financial aid never replies. Sometimes if its a simple 

question where I don't really need to go into the office its inconvenient. Or, Seriously, put some people 

behind the phones and fix the counseling section of your website. It's been broken for over 2 years so 

it's impossible to plan a counseling appointment online. 
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Table 4: Spring 13 Survey online support service satisfaction results (All DE supported courses). 

 Not satisfied Somewhat satisfied Satisfied Very satisfied   

Count % Count % Count % Count % Mean % who did not report 

using the service 

A&R 23 12.4% 20 10.8% 80 43.0% 63 33.9% 2.98 23.5% 

ASB 26 19.5% 9 6.8% 57 42.9% 41 30.8% 2.85 45.3% 

Assessment 22 13.0% 15 8.9% 81 47.9% 51 30.2% 2.95 30,5% 

Bookstore 17 8.8% 23 11.9% 86 44.6% 67 34.7% 3.05 20.6% 

Career Transfer Center 29 22.1% 12 9.2% 52 39.7% 38 29.0% 2.76 46.1% 

Counseling 20 10.8% 23 12.4% 73 39.2% 70 37.6% 3.04 23.5% 

DRC 28 25.0% 7 6.2% 40 35.7% 37 33.0% 2.77 53.9% 

Financial Aid 25 13.9% 21 11.7% 70 38.9% 64 35.6% 2.96 25.9% 

Health Services 29 24.0% 9 7.4% 51 42.1% 32 26.4% 2.71 50.2% 

Library 20 10.9% 13 7.1% 73 39.7% 78 42.4% 3.14 24.3% 

Student Success Center 26 19.4% 10 7.5% 52 38.8% 46 34.3% 2.88 44.9% 

Tutoring 24 18.5% 14 10.8% 45 34.6% 47 36.2% 2.88 46.5% 

Writing lab 26 20.3% 10 7.8% 45 35.2% 47 36.7% 2.88 47.3% 

Veterans Services 33 32.7% 5 5.0% 34 33.7% 29 28.7% 2.58 58.2% 
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Table 5: Fall 13 Survey online support service satisfaction results (Only DE courses). 

 
 
Focus Groups  
The following were the themes from the focus group discussions (See Appendix D): 

 The services were great.   
 The library was particularly helpful.   
 Counselor and financial aid access was difficult.   

 
Discussion 

 
Prior to discussing the results from the current study, the weaknesses of this study must be 

acknowledged.  Firstly, both surveys and the focus group sampled only a small proportion of 

distance education students, approximately 5%.  Moreover, only a small sample of survey 

participants actually reported receiving a support service and subsequently provided a rating.  It 

may be that the students who completed the survey or participated in the focus groups and 

provide input are qualitatively different than the overall population, thus biasing the results.   

 

The results, suggesting some support services were not accessible to distance education 

students were shared through the appropriate organizational channels.  The findings that 

 Not satisfied Somewhat satisfied Satisfied Very satisfied   

Count % Count % Count % Count % Mean % who did not report 

using the service 

AR 0 0.0% 5 9.3% 27 50.0% 22 40.7% 3.31 31.6% 

ASB 0 0.0% 5 26.3% 10 52.6% 4 21.1% 2.95 75.9% 

Assessment 0 0.0% 4 14.3% 13 46.4% 11 39.3% 3.25 64.9% 

Bookstore 2 3.9% 6 11.8% 20 39.2% 23 45.1% 3.25 64.6% 

Counseling 1 1.8% 5 9.1% 28 50.9% 21 38.2% 3.25 30.4% 

DRC 0 0.0% 3 21.4% 7 50.0% 4 28.6% 3.07 82.3% 

EOPS/Calworks/Trio 0 0.0% 4 23.5% 5 29.4% 8 47.1% 3.24 78.5% 

Financial Aid 4 8.2% 8 16.3% 16 32.7% 21 42.9% 3.10 38.0% 

Health Services 0 0.0% 3 25.0% 5 41.7% 4 33.3% 3.08 84.8% 

Help Desk 0 0.0% 4 23.5% 9 52.9% 4 23.5% 3.00 78.5% 

Library 1 2.4% 4 9.5% 15 35.7% 22 52.4% 3.38 46.8% 

MESA 0 0.0% 3 21.4% 6 42.9% 5 35.7% 3.14 82.3% 

Student Success 

Center 
0 0.0% 3 21.4% 6 42.9% 5 35.7% 3.14 

82.3% 

Tutoring 0 0.0% 3 18.8% 8 50.0% 5 31.2% 3.13 79.7% 

Writing lab 0 0.0% 3 18.8% 7 43.8% 6 37.5% 3.19 79.7% 

Veterans Services 0 0.0% 3 30.0% 5 50.0% 2 20.0% 2.90 87.3% 
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particular components of support programs are not available or accessible via distance was 

concerning to the college community.  Several of these services, for example tutoring, are 

fundamental to student success.  These findings have prompted high-priority discussions on 

how to provide these services as soon as possible or, when not immediately possible, how to 

plan for the provision of these services.   

 

Most programs that did not have services for distance education students have responded by 

immediately piloting options.  For example, in November an series of online tutoring sessions 

were piloted using CCConfer.  Other programs, such as the student success center, started 

posting online versions of their workshops.  Other areas developed program plan proposals to 

be able to increase their distance assessable services. For example, the Financial Aid 

department developed an objective to improve phone response, which included a request for 

an additional financial aid technician.  While the deficiencies highlighted in the service review 

have not all been immediately remedied, the college has undertaken a heightened effort to offer 

and improve services for distance students.   

 

The surveys and focus groups found a relatively high level of satisfaction in distance support 

services from student respondents.  In most cases, however, students did not report receiving 

the service.  The rates of not receiving services was much higher for the students who were 

enrolled in strictly distance education courses (Fall 13).  These differences may suggest an 

accessibility issue or belie the nature of an online student.   

 

While overall satisfaction rates were generally high, the survey and focus group comments 

revealed some important access and quality issues.  Some students commented that the phone 

or online services did not respond to their needs.  These comments were summarized by 

program area and forward to the student service counsel and to the respective program 

manager.  In many cases, the program manger developed an immediate or planning response.   

In response to the DE Survey, the Counseling department requested for student records within 

a 5 year period be uploaded nightly to allow the online scheduling system to operate for a 

greater group of students.   These comments suggest there are still areas that are in need of 

improvement in order to provide exemplary support services for those students accessing 

services via distance.   
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The current study highlights the growth of distance education offerings at Gavilan colleges and 

the need to continue to examine and develop the accessibility and quality of support services.  

In some areas, this development is already underway in response to this study’s findings.  Other 

areas need to continue to enhance and strengthen services.  Future studies will assess if these 

improvements are impacting students access and experience with support services.   
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Appendix A: Service Review Data 
 

Service Components Distance Ed Recommended Improvement 
Admission and records       
  Application X   
  Transcripts X   
  Registration X   
  Paying fees X   
  Clearing holds X    
  academic appeals X   
  grievance X   

  

academic dismissal forms Partial Forms 
online/In person 
meeting required 

Add online or phone meeting if 
appropriate 

Assessment       
  study aids X   

  testing  
not done with 
AccuPlacer   

  test score X   
  appointments X   
        
General information activities X   
  security X   
        
Career and transfer 
center *** Currently not open       
  post jobs X   
  counseling  X   
  resume assessment no ****enable online review 
        
Counseling       
  academic career x 
  transfer assistance X   
  general counseling X   
        
DRC        
  accommodations  X   
  testing/application  No enable via distance as appropriate 
  tutoring  No enable via distance and publicize  

  counseling No 
enable via distance 
and publicize 

        
Orientation campus orientation X   
  in-person/online DE X   
        
Help desk (business 
hours)       
  answer X   
        
EOPS       
  application X   
  counselor X   
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  workshops No Add those online 
  case managements No Add distance option and publicize  
        
Financial aid Forms X   
  Support X   
        
Library reference X   
  data X   
  library card  X 
        
  resources for classes X   
        
MESA counseling No enable via distance and publicize 
  information  X   
        
        
Trio counseling No enable via distance and publicize 
  information  X   
        
        
Student government elections No enable via distance 
  events No enable via distance 

  participation No enable via distance 
        
Student success center       
  counseling  No enable via distance and publicize 
  workshops No enable via distance and publicize 
        
        
Tutoring       
  tutoring center No enable via distance and publicize 
  math lab No enable via distance and publicize 
  writing center No enable via distance and publicize 
  workshops X   
        
Veterans       
  forms X   
  information X   

  readjustment counseling no 
Add online or phone meeting if 
appropriate 

        
Bookstore       
  store X   
  books X   
        
Early alert notices X   
        
Health services advice  X   

referrals X   
  workshops X   
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Appendix B: Distance Education Survey Spring 2013 
 
 
Students only, please. 

1  Which of the following reasons describe why you enrolled in a DE course?  

Meet requirements for associate degree/vocational certificate/transfer  

Improve my job skills/expand my job opportunities  

Personal interest  

Convenient with my work schedule  

Convenient with my child-rearing schedule  

On-campus sections were full  

The course is not offered in a classroom setting  

Prefer this method  

Other  

2  Which best describes the courses you are taking this term? 

I'm only taking online courses  

I'm taking some face to face courses, and some online  

I'm taking some face to face (F2F) classes with some resources/activities online  

3  
If you participated in an orientation session for your distance education (DE) course, please indicate what 
type or if not, please select "Did not take an orientation" from the list. 

4  
If you participated in an orientation, please use the scale to rank how satisfied you were with your 
orientation session. Select N/A if not applicable.  

 
Not 

satisfied 
Somewhat 
Satisfied 

Satisfied Very 
Satisfied 

N/A 

Presentation  
     

Information  
     

Delivery  
     

 

5  What aspect of these courses has caused the most trouble, delay, or frustrations?  

1. Log-in problems  

2. Computer hardware/software problems  
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3. Navigating around the iLearn website  

4. Getting registered/added/dropped to courses  

5. Getting technology help for problem with iLearn  

6. No Problems to report  

Something else?   

6  
Please use the scale to rank how satisfied you were with accessing and getting help from a distance (online, 
phone, email etc) with the following services? Select N/A if not applicable.  

 
Not 

satisfied 
Somewhat 
Satisfied 

Satisfied 
Very 

Satisfied 
N/A 

Admissions and Records  
     

Associated Student Body  
     

Assessment  
     

Bookstore  
     

Career Transfer Center  
     

Counseling  
     

Disability Resource Center  
     

Financial Aid  
     

Health Services  
     

Library  
     

Student Success Center  
     

Tutoring  
     

Writing lab  
     

Veterans Services  
     

 

7  If you were less then satisfied with the services ranked above, please indicate what might have made your 
experience better or list additional services accessed from a distance that would have been helpful for you at 
Gavilan College? 

 

8  
Please indicate whether each of the following were either helpful or not helpful in your DE course.  

 Helpful Not Helpful N/A 

Technology used for instruction  
   

Instructor’s presentation  
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Course materials  
   

Student-to-student interaction  
   

Student/faculty interaction  
   

Faculty availability  
   

Faculty /responsiveness to questions/concerns  
   

Self-assessments and practices  
   

Discussion to analyze and comprehend course material  
   

 

9  I learned (more/less/about the same) in my DE course as I would have learned in my on-campus course(s).  

 More    Less    About the same    N/A    

10  
I interacted (more/less/about the same) with my DE instructor than I normally would have done with an 
on-campus classroom instructor.  

 More    Less    About the same    N/A    

11  
I had (more/less/about the same) course-related interaction with other students in my DE class than I 
normally would have in an on-campus classroom.  

 More    Less    About the same    N/A    

12  
I would take another DE course from Gavilan College.  

 Yes    No    No opinion    

13  
I would be interested in being able to either complete all my general ed courses online or to be able to 
complete a degree fully online.  

Yes No  

14  
Where do you access your DE course?  

Home  

Campus building  

Work  

Internet cafe  

Public library  

Anywhere via mobile device (phone, iPad)  

Other  
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15  Additional comments regarding the recent experience in this distance education class  
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Appendix C: Survey Comments   
 
Spring 13 
 

 I have found that the following that I checked as Not Satisfied, they don't help assists in a students 
success, especially online. 

 More than satisfied with services provided 
 I was satisfied with all services 
 I have nothing to contribute here. My experiences have all been good. 
 It gets too complicated to use those services, like you have to jump through hoops to do it. Simplifying 

the process or just being there more often would help. 
 My experience at the bookstore the first time was not what I expected, coming from someone who is 

experienced with working with customers. One of the guys there was really rude and not much of a help. 
Maybe better service and a friendly attitude would have helped. 

 The Bookstore is a little difficult to find online. Making it more obvious and directly accessible would be 
helpful. 

 I am less than satisfied in the area of financial aid. I find that if I can take my courses online, I should be 
able to send financial aid forms online as well (such as my data sheet). 

 Financial aid does not help those who’s parents make enough money to make them ineligible to receive 
compensation, even if the student themself is paying for their own college education. 

 Financial Aid is awful at processing information. I sent in my Ed Plan 2 months ago and they still haven't 
posted it as process. Same with other services, they are slowly processed. And the bookstore has insane 
prices. Its not right. 

 Financial aid section not easy to navigate thru. Not able to find when check are distributed. I know its 
there just cant find it. 

 Hard to get in touch with someone with concerns about my financial aid-- 
 The financial aid section is too vague with award information but in regards to what documents are 

needed, the greed/red flag indicators work very well and it makes it visually understandable and gets 
attention where it is needed on the part of the student applicant. 

 The staff seemed as though I was just another statistic coming in & out of their work flow. Customer 
service needs to be improved upon- esp. in Admissions and Records. 

 Whenever i tried to get a hold of someone in admissions i was always put on hold or got voice mail, i 
hardly ever got to speak with a live person on the phone. 

 The person in admissions office is really rude! It's the light complected girl with long hair I don't know her 
name. 

 With admissions and records; more concern for the students need then being busy on the cell phone and 
having patients helps, instead of being short with the student. With financial aid, no one ever calls back, 
and no one has ever answered the phone. You always have to leave a message, plus things do not get 
updated in a timely manner when you've submitted certain requests.......?! 

 As far as counseling and its relation to the financial aid requirement for the educational plan, I wasn't 
thrilled about the requirement of a face to face appointment with a counselor.  For someone like myself 
who takes online courses due to lack of availability during normal business hours (I work full time during 
the day and commute), requiring students to meet face to face seems counterintuitive to the convenience 
of online classes. 

 Every time I have gone to schedule an appointment with a counselor they are closed or unavailable. It's 
very inconvenient with my work and school schedule. It also is kind of hard to have a dedicated counselor 
because the site does not always give you the option of the counselor you want. 

 I feel our counselors could be of more assistance, as well as they could offer to have more than just walk 
in appointments. When you do wait for them, they simply ask what do you want and that\'s all. They have 
not once shown an interest in getting me out of Gavilan and further into the world like I would expect a 
counselor to do. 

 I went to the counseling office two months ago to get my transcripts looked at and find out what classes I 
still have to take. Time has passed and I don't know what classes to take nor did I get my code for the 
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proper English class. Now I am taking classes in summer and fall that I probably don't need, I am now 
guessing. 

 Seriously, put some people behind the phones and fix the counseling section of your website. It's been 
broken for over 2 years so it's impossible to plan a counseling appointment online. 

 Could not place an order online for books. System problem at Gav. 
 I did not like having to find out that i needed a library card when I needed to access scholarly articles. I 

suggest that at the time of initial application, a library card should be issued. 
 i do everything face to face. 
 Maybe easier to access and navigate around the online library. 
 more help from the tutoring center because they didnt really help me on my essays. 
 Access to tutors for online courses 
 the disablity peolpe are not helpful via email. and the councilors only want to answer yes or no questions 
 Really don\'t see much what the ASB does and seems like they do nothing at all to really help the college 

get any better, even if it\'s for the fact they have that on their resumes they don\'t do a good job of 
keeping it. 

 
 
Fall 13 

 It's very difficult to get ahold of the financial aid office by phone, but I cannot alwaysÂ go overthere 
because I live in Hollister and do not have a car. 

 It was great! 
 Financial aid never replies. Sometimes if its a simple question where I don't really need to go into the 

office its inconvenient. 
 There is a disconnect between the actual bookstore and supplier/website  It does not seem that Financial 

aid can be reached any other way than in person and even then it depends on who you speak with. 
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Appendix D: Online Focus Group  
 
Anthro 1 

1. Have you used a Gavilan College support services online, if so briefly describe the service?  
I have not 

2. Was the experience helpful?  
n/a 

3. What improvements would you suggest? 
n/a 

4. Was there any service that you wished was online?  Would you be likely to use it? 
n/a 

1.I haven't had to use Gavilan College support services. 
2. I haven't used it. 
3. Everything seems great. 
4. I don't think so.Everything is fine. 
 
1. I have used the student services feature through Gavilan's website many times, and have always found the system to be easy 
to understand, and helpful when I had issues. Especially in comparison to other colleges I have attended. Admissions and 
records is straightforward, applying for classes is a breeze as long as the student is prepared as they should be. Online courses 
are smooth sailing and online professors are always helpful and easy to get ahold of.  
2.Yes, Gavilan's support services are easy to understand and helpful. 
3. Improvements might include easier access to counselors around registration time, although how that could be accomplished I 
haven't the slightest. 
4. I wish all classes that meet in person would post their material on iLearn. It is always nice to have teachers who post 
powerpoints and other lectures online so that students can access them at their leisure. 
1. No I have not used a Gavilan College support service online. 
2. I haven't used it yet. 
3. Nothing 
4. No, everything is perfectly fine for me to use. 
Tuesday, 5 November 2013, 3:12 PM 
  
No I have not needed to use this luckily pretty tech savy. 
No experience to report 
No impovement suggestions 
N/A 
Monday, 4 November 2013, 6:08 PM 
  

1. Have you used a Gavilan College support services online, if so briefly describe the service? 
Yes, I have used, the library on line to access books, and articles, EBSCO is a wonderful resource for starting research papers.  
I have also taken advantage of on line orientation classes. 

2. Was the experience helpful?  
Yes, if I had any problems, the librarians would be available to chat an answer questions. 
  

3. What improvements would you suggest? 
The only issue I have with the online experience was with my Math 5 Statistics class with Prof. Knight.  I did not like leaving the 
Gavilan platform to use his interface, the procedure was not detailed enough to understand, and I felt the class catalog listing 
should have disclosed that the class was not on the Gavilan iLearn platform 

4. Was there any service that you wished was online?  Would you be likely to use it? 
 
Tuesday, 5 November 2013, 2:55 PM 
  
Thank you for your input, Amy! 
Did anything stand out in the online orientation as being particularly helpful? 
Sabrina 
  
Tuesday, 5 November 2013, 8:47 PM 
  
Its been a few years, so I don't remember, but what I liked was that a window would come up to let you know if your system 
was up to specs with the platform(it was sort of a checklist reminding you of cookies and that sort of thing) 
 
ECON 
Feedback 
Thursday, 7 November 2013, 5:45 PM 
  
1. I have never used the Gavilan College support services online. 
2. N/A 
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3. N/A 
4. I am not familiar with what services are/aren't offered online.  I would imgine it woul be very helpful to set up appointments 
with teachers/counselors. 
 
Re: Feedback 
Saturday, 9 November 2013, 11:22 AM 
  
I definitely agree with you that 'It would be very helpful to set up appointments with teachers/counselors', however, with a very 
busy schedule for working business days, I think it would also be great helpful to contact professors or counselors online. I 
would definitely recommend the online courses at Gavilan to my colleagues because Gavilan educates in a way that leads 
students to achieve their academic goals! 
 
Saturday, 9 November 2013, 10:48 AM 
  
Thank you so much for all your considerations that really care about students with their academic success. 
Gavilan College support services online is a fantastic experience, as long as we make it one. Especially, there is an incredible 
support system of faculties and advisers at counseling part available online if we are willing to reach out and take advantage of it. 
Counseling advisors are really responsive, perceptive and are quite sharp to reply to my emails when I came up with several 
concerned questions about my online courses before the semester has started; (the ideas of their mails really encouraged me 
to learn and to achieve my goal, I love it!). And therefore, I am experiencing that Gavilan College support services online gives 
busy students more opportunities in a way that leads them to love their work, to love each other’s talent, to love their school, 
and to reach their success in their academic goals. 
I hope that Gavilan College will open more online courses for students to study, and to achieve their goals while they have very 
busy schedules. 
Saturday, 9 November 2013, 10:48 AM 
  
Thank you so much for all your considerations that really care about students with their academic success. 
Gavilan College support services online is a fantastic experience, as long as we make it one. Especially, there is an incredible 
support system of faculties and advisers at counseling part available online if we are willing to reach out and take advantage of it. 
Counseling advisors are really responsive, perceptive and are quite sharp to reply to my emails when I came up with several 
concerned questions about my online courses before the semester has started; (the ideas of their mails really encouraged me 
to learn and to achieve my goal, I love it!). And therefore, I am experiencing that Gavilan College support services online gives 
busy students more opportunities in a way that leads them to love their work, to love each other’s talent, to love their school, 
and to reach their success in their academic goals. 
I hope that Gavilan College will open more online courses for students to study, and to achieve their goals while they have very 
busy schedules. 
Wednesday, 6 November 2013, 9:00 PM 
  
1. I have scheduled appointments with a counselor online and it worked really well. 
2. It was helpful because I didn't have to go in or make a call for an appointment. 
3. No improvements I can think of. 
4. I can't think of other services I would use online besides online classes, financial aid information, and counseling 
appointments. 
Wednesday, 6 November 2013, 4:58 PM 
  
1. No, I have never used a Gavilan College support service online.  
2. N/A 
3. N/A 
4. Seeing as I don't use the online support services anyway, there really aren't any that I feel should be online that currently 
aren't. 
CSIS/DM/ART 85 
Sunday, 10 November 2013, 1:40 PM 
  
I have done all of my class registrations online.  I am all for all aspects of distance learning.  I haven't experienced any problems. 
 I have communicated with instructors as well as staff (If that counts). 
I love being able to handle all of my school business online.  It puts me in better control of my time I can build school around 
my life instead of the opposite. 
 
Wednesday, 6 November 2013, 7:04 PM 
  
I have done most of my registrations through the internet, I find it much easier than going in and talking with a counselor. My 
first semester I had to speak with a counselor and it was nothing but confusing, they want you to make class decisions on the 
spot and I think it is important enough to merit some thought, I was looking for guidance and information not pressure and 
insistance on signing up for classes right then. They have converted both parking passes and transcripts to online services, 
which I think helps streamline the process. 
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I have used the library online, there are some issues there, but the personnel at the library respond quickly for the most part, 
they may not have an answer, but they do respond. 
I think it would be helpful for financial aid to have some services accessible online; at least answering questions based on the 
emails they send out. I would have liked to have this option, it is very frustrating to wait in line on certain days during certain 
hours and not get anything but argued with. 
I am signed up through the DRC (happened my 2nd semester) and they have always been very helpful and responsive whether 
online or in person. 
I find that most of the teachers whose classes I have taken have been very responsive online, there are some that are not, but 
they let you know that up front. 
Not sure if any of this is helpful or not . . . 
 
Re: Online Student Services Focus Group Discussion 
Saturday, 9 November 2013, 9:20 AM 
  
Very useful information Robin. Thank you for sharing. Can I ask you a couple of follow-up questions? 
Can you be more specific about the online issues with library services? 
Would an online counseling session versus an in-person session worked better for you? 
Thanks again for helping us improve these services! 
 
Re: Online Student Services Focus Group Discussion 
Saturday, 9 November 2013, 12:56 PM 
  
Can you be more specific about the online issues with library services? 
I had the option of watching a movie for one of my classes and it would have been wonderful if was accessible though the 
library page, but all it did was tell me they had it and if I wanted to see it I had to go in and watch it there, which at the time 
was not an option. The only thing I would like to see improve with the library online service is for them to have more 
information available online in terms of articles, etc. They have a lot of information, but only some of it is accessible off campus, 
the rest is just letting you know they have it, but you have to go in to access it. 
Would an online counseling session versus an in-person session worked better for you? 
For me, no it would not have been any better. I can see the merit of having that option, as long as a student that can't/doesn't 
want to come in has access to a computer with the correct software/hardware to make it work (I'm guessing you are talking 
video conferencing or something similar). 
Wednesday, 6 November 2013, 7:39 PM 
  
Have you used a Gavilan College support services online, if so briefly describe the service?  
- I have mainly used the services online for scheduling appts with counselors and registering for my classes. 
Was the experience helpful?  
- I find it helpful to be able to find a variety of things online so I don't have to constantly call or go in Gav. Its very convinent 
What improvements would you suggest? 
- Nothing I can think of. 
Was there any service that you wished was online?  Would you be likely to use it? 
- There isn't anything I can think of to add that isn't already on the website. I also really like being able to see all our academic 
info online. 
- Wednesday, 6 November 2013, 2:42 AM 
  
1.Have you used a Gavilan College support services online, if so briefly describe the service? I have not used the online support 
services 
2.Was the experience helpful? 
3.What improvements would you suggest? 
4.Was there any service that you wished was online? Would you be likely to use it? 
I wish that you could simply email counselors instead of actually going in for a meeting. 
No one responded from ENGL 1A 

 

 
 


