

1

ALE Transcription (Project #3429)


Interviewer: It would make it easier for me because then I don’t have to write things down or try to remember everything, I can just listen and that is ..  the best. 

So thank you again, and first if you could you just tell me a little bit about your position, about what you do on sort of a day to day …. what’s a routine day, what would that look like …(laughs)  I don’t know if there is a routine day maybe every day is a little different but (laughs) … 

Interviewee: Yeah, ours isn’t maybe as structured right now as it is on campus just because when we are assigned to a student right now, as soon as they are admitted they are assigned to an advisor and we follow them all the way through graduation. So when they have issues they reach out to us for a lot of things and we maybe have to redirect them to another location, but we try to help them as much as possible because they are at a distance, you know. You hate to keep transferring them to other people if you minimize that, and that they feel comfortable with the advisor that is going to help them. 

So my day is a lot of email, I’d say less phone calls. A lot of students I work with are business and finance. So I’m a business and finance advisor and a liaison. So for the business and finance team I represent them on a program team that we advise. So I work with them on curriculum issues,  just issues (laughs) that come across both ways. So if an advisor has issues and they want to address it with the college concerns or help with students  I’m the communicator in between. And if the college has information or things they want communicated I communicate it back. So I’m kind of like that middle person, but I have my own list of assigned students that I advise. 

Because it’s business and finance I tend to see that the students are more ‘give me the information’ and move on. It’s not as touchy maybe as someone in HDSF or psychology, or one of the other majors, we can see that when we have webinars and how many show up for business classes in the other areas (laughs), you know where they want to engage. So for me I’d say 85% of my students prefer email. 

Interviewer: OK!

Interviewee: Usually they contact me .. we you know  there is a little bit of a requirement of them to contact me because we control our courses for business because of pre-requisites. So they need to either email me or have a phone call conversation about the courses they want and get my permission.

Interviewer: Oh, OK.

Interviewee: Yeah, which is not … I like that because it does have some interaction and them doing their own thing and never hearing from them.

Interviewer: And it’s hard when it’s at a distance, it makes everything even more complicated.

Interviewee: Yes, right, and it’s easier to resolve things in the front end than find out later they are in the wrong courses and then try to you know …

Interviewer: Yeah, change it back, lost time and money 

Interviewee: and they purchase materials and we might not have courses available yeah … so it works out well … but that’s pretty much my day between program issues and the advising piece.

Interviewer: So, what do you mean by program issues?

Interviewee: Um, so… representing the team and working with the college for waivers and exceptions, you know, maybe … helping someone understand the policy and how to interpret it but … that piece. So a lot of advisors in the blue team come to me with questions and I provide help for them in situations and stuff, yeah.

Interviewer: OK, OK, alright. So you both work with other advisors and with students that (inaudible) in the program, meaning helping other advisors sort things out. 

Interviewee: Yes, yeah.

Interviewer: And advising you said mostly by email…

Interviewee: Yeah, I would say most of my students prefer email, yeah.

Interviewer: So that’s a lot of email work then.

Interviewee: Yes. 

Interviewer: How many students do you have listed on your year?

Interviewee: I think I have 250 on my list but probably 150 right now that are active.

Interviewer: OK, so what’s the gap? The gap is just … 

Interviewee: Oh they just don’t schedule. They don’t schedule every semester. They’re in and out, they’re adults. 

Interviewer: OK. So they could just take a break …

Interviewee: … and they come back. And they’ll stay on for like, I think two semesters and then they’ll drop off my roster.

Interviewer: If they don’t come back?

Interviewee: Yeah.

Interviewer:  Yeah I think I’ve heard from someone, from someone else, they can take a year off or so …

Interviewee: So an adult learner can take up to three years and return into a degree program. Yeah, without paying the $20 re-enrolment fee.

Interviewer: OK

Interviewee:  So that’s … which is nice because things happen, (laughs) you know so …

Interviewer: You’re, later in your life, there’s more going on.

Interviewee:  Exactly, yeah.

Interviewer: So then if they come back they don’t necessarily go back to the same advisor… I mean …

Interviewee: They might not but if you’re still advising that same area yeah, they’ll probably come back to you. Most of the time, yeah. 

Interviewer: And when students reach out to you, via mostly email you said, what are the most common sort of requests or issues that they ask about?

Interviewee: Most of the time it’s getting scheduled for the next semester and, even though we provide them with resources it’s ‘what should I take next?’ And then we proactively reach out to students if they are not participating, if an instructor’s concerned, if the instructor puts a flag on their record, indicating they’re maybe doing poorly and might not earn that … above a D or you know they’re nor even there (laughs), they’re missing in action. You know like anything that we proactively reach out to the students. So it’s multiple things going on… but, or if a student has a concern, something’s happened and they need help, like what should they do?; then they’ll reach out to me. But that’s a small population of students.

Interviewer: So the vast majority would be about scheduling courses for the next semester, or …

Interviewee: Financial aid, I  have a  … yeah.  Things, yeah generally it’s scheduling or ‘what do I … I have an aid thing’ and then I actually refer them away. You know somehow it says please contact the aid office but they contact us (laughs). 

Interviewer:  Yeah, (laughs) because the advisor in first line …

Interviewee: Yeah, right (laughs). Which is fine, you know, and things like that. But it’s generally scheduling. 
Interviewer: OK. And what sort of … you mentioned concerns, that students sometimes have concerns or they reach out for help. What sort of issues … do you have an example from maybe last  … recently or something ?

Interviewee: (pause) um, it can be a multitude of things. One student: ‘I’m on mandatory overtime so my hours at work went from 40 hours to 60 and it’s affecting my ability to get my course work done because I have family with small children’. We all have somewhere someone is ill, or they’re ill, and now it’s affecting their course work. Someone lost their job, lost a parent … you know what I mean, anything like that. Um, I’m trying to think of other ones.  Someone’s computer broke they don’t have the money to get a new one, they’re not sure what to do so, you know, we try to figure out .. well I shouldn’t say (inaudible). They’ve had a fire, lost everything, flood hurricane. Those situations so…

Interviewer: You can basically hear about everything ‘cause they’re all over … Are they all over the world or mostly in the United States?

Interviewee: The majority I would say are over the United States and there’s a large population from California …

Interviewer: Oh really, that’s interesting!

Interviewee: Yeah, and they are all over the world but for my particular programs … I have some in some other countries but you know I would say it’s a small population.

Interviewer: OK, so then mostly around the States … 

Interviewee: Yeah, or they’re deployed, they’re in the military and they’re somewhere else. Or their spouse is so they’re in another country but yeah, it just varies.

Interviewer: Yeah. And then what does … I mean what is the ability of the university to accommodate these needs or changes or concerns? I mean it’s a huge variety right, like fire, flood, hurricane, loss … it’s basically everything that can happen. What sort of responses can you …? Yeah.

Interviewee: So when we know there’s a disaster in an area they can actually pull zip codes of students, and with our student affairs they’re proactively reaching out to students and saying you know if you have a situation  ‘don’t worry about your course work, worry about your safety and your family and everything else, and then when you can reach out to us and then we’ll help you’. So that eases them that this is not important in the realm of everything else going on. And then we have ways for students to provide documentation and we will work with them to see if they can get a tuition adjustment, which is basically a refund for the course if they can’t finish it. If they’re through most of the course, sometimes we’re able to get them a deferral for them to complete the course. You know it just depends on where they are and what happened and is this something that they are even able to do? You know it might be that they have so many other things to do that they’re not even going to be able to defer the course, and then we work on getting the withdrawal, getting their record cleaned, you know what I mean, through the faculty center and everything.

Interviewer: OK, alright. So there’s a different option depending on where they are in the class and how much time is left and what have they done with work or not …

Interviewee: Yeah, and since I’ve been at the World Campus we’ve always had what we call the Student Review Committee. So it was more informal at the World Campus for the student if they had something happen, that they were unable to complete the course and they had documentation, they could go to this review and they would review what happened and reimburse the money if they were eligible …

Interviewer: If necessary…

Interviewee: Yeah, they had to withdraw first but then they could.  We couldn’t guarantee it but pending the documentation they would refund their money without having to go through the whole main systems process which is a little more extensive.

Interviewer: Uh um, alright OK. So it’s mostly about trying to get them reimbursed for the classes. If they’re going to miss a class then at least they won’t be losing their money.

Interviewee: Yes, academically for us as advisors we’re looking at it from an academic perspective. How can we help them at the academic level? If a student had more serious issues, you know like stress or mental health, we do have the referral now to our staff. At one point we didn’t have staff and we could send them to CaPs but they’re at a distance so there are legal issues about helping students in different states because of their license. 	Comment by Microsoft Office User: Is that right? Counselling and Psychological Services?

Interviewer: Oh, I didn’t think about that.

Interviewee: Yeah, so they could provide some resources but now that we have someone on staff they’re more dedicated to our students … I’m not sure, I don’t know  the ramifications of what they do and don’t do, but there’s more in place to try to help that student that has more serious issues beyond their academics that we can help with.

Interviewer: Yeah, so there’s a specific person that works only with World Campus students to help on these topics. 

Interviewee: Yes. 

Interviewer: Oh, that’s … I didn’t know that.

Interviewee: Yes, yeah.

Interviewer: Right, and then if you feel there’s a need then you can sort of refer them to the specific … is it just one person or is it …?

Interviewee: There’s a group of them. One is … you know it depends on what the … whether there is an academic appeal to ask for a reimbursement and withdrawal from the course and everything. Or whether it’s more counselling related, that they’re in some kind of crisis and need some help – then there’s a different person. 

Interviewer: OK, so that’s great. Then there’s a specific sort of service to World Campus students. 

Interviewee: Yes.

Interviewer: And it makes sense also because CaPs, well it’s located here and there’s so much you can do if you’re ….	Comment by Microsoft Office User: Correct? See comment above.

Interviewee:  Right. So I think this person is housed part of the time, I don’t know if they’re permanently housed in CaPs or they have an office. You know what I mean, because they have to be around that staff to understand what they kind of … you know what I mean, how that process works so they’re not isolated here and doing their own thing. But I’m just not sure how often they are there and here or whether they’re always housed there, you know ‘cause it’s always (laughs) you know we’re all over the place …

Interviewer: (laughs) since it’s all in terms of emails and telephone you get you know…

Interviewee: We’re like telecommuters, so summer in California advisors, yeah.

Interviewer:  Right. That’s a possibility right? 

Interviewee:  But it’s really alleviated a lot of stress off of us, you know, when a student did disclose something that was happening that really needed someone else’s expertise to guide them to the next place. 

Interviewer: Yeah, yeah. And other advisors who are not World Campus  will …

Interviewee: … just send them to the CaPs office …

Interviewer: … to the CaPs and then there are other resources on campus and it’s physical and you can even take them there if it’s necessary. So it makes sense that you (laughs) needed that sort of service for World Campus.

Interviewee: Yeah, it just took a long … you know, things just evolve slowly over time. But it’s wonderful now to have that in place. And they blog, you know, to the students, like ‘are you stressed?’, you know what I mean,  so that they’ll refer, you know, that they know where to go if they are feeling a lot of stress.

Interviewer: You say ‘they’ you mean the …

Interviewee: … the office. Yeah.

Interviewer: The office, OK. So they’ll send out …

Interviewee:  In social media, like blogs or yeah …

Interviewer: Just your advertiser to make …

Interviewee: Like we’re here, this is what we’re here for, yeah.  

Interviewer: That sounds great. And you also mention that sometimes faculty will flag students. So what sort of main concerns do you usually find when faculty flags, what are the main reasons. 

Interviewee: So when a faculty flags to advise it’s usually that they are either missing or doing poorly in the course. But you know like they’re just… um, there’s something that’s indicating that they’re not performing well in the course, they’re not participating with the groups, you know, it could be a multitude of things they’re noticing. And then they’ll flag it for the student, the student knows they’re flagged

Interviewer: OK, so everyone … 

Interviewee: Yeah, they get a notification and we’re notified and so I used to send out the whole ‘here’s all your options’ it was very sterile, you know, like this is step 1, step 2, step 3. I really didn’t get a lot of response so I just started reducing my first message to them. You know I was copied on this ‘is everything OK? And I found I received more response when it didn’t seem like it was a lecture or anything, you know what I mean, like ‘here’s your options’ no personal connection happening. And when I said ‘is everything OK?’ I seemed to get a lot better feedback from the students. Like I’m not judging, I just want to help. 	Comment by Microsoft Office User: Unclear.

Interviewer:  Yeah, I’m just checking in.  

Interviewee:  I’m just checking in, is everything OK? So I found that to be really good, successful in getting a communication started because some students still you can try to call them and email them but I don’t know if they feel like we’re the disciplinarian or something and they just don’t … or they’re in a  … maybe something’s going on that they just can’t even deal with it, so they just kind of ignore (laugh) everything we’ve said.

Interviewer:  Yeah. I’ve heard that from other advisors too. Not on a world campus but sometimes when students are flagged, when they have issues then sometimes they just won’t reply.

Interviewee: They just shut down, right. 

Interviewer:  And that’s part of the problem because there’s nothing you can do. 

Interviewee: And we could easily resolve some of the issues they’re having if we could just find out what’s going on. I mean the one nice thing about Penn State is if something serious is going on with a student that’s affecting their academics, we always have retroactive options for them to go back and correct. And it can be years. I have one coming to my desk today from I think it was 2006.

Interviewer: Oh wow, that is long.  

Interviewee:  Yeah, but they can still clean the record and get things back on … you know what I mean, they don’t always approve everything in a faculty  you have to have …

Interviewer: … a good reason.

Interviewee:  … some kind of documentation. But you know sometimes a student’s parent gets very ill, they leave, then they say ‘oh I messed everything up so I don’t want to deal with it’ .. you know what I mean? I’m never going back there. Then years later they reach out just to see what …

Interviewer: … if there’s something …

Interviewee:  … we can petition at and get your record back on track and you can continue.

Interviewer: That is pretty amazing.

Interviewee: It is nice, I always like that they can do that. It’s not like, ‘upp, you didn’t do it in one year, too late’, yeah …

Interviewer: Right, there’s nothing you can do about it.
 
Interviewee: Right, because I get students from other colleges and they’re like ‘I tried to go back and there’s nothing I can do’. And they had something that sounded like it’s a legitimate, you know, … yeah reason and so it’s kind of sad, you know, welcome to Penn State (laughs).

Interviewer: Yeah, it’s great! It’s a big university and it’s flexible enough still to be able to accommodate for different needs. That is great. And have you been on World Campus for … how long have you been working …?

Interviewee:  I’ve only worked at the World Campus, and I’ve been here it’ll be 17 and a half years.

Interviewer: Oh wow. 

Interviewee:  I was an adult learner, so I did, you know, many years ago, I had to go to another college and then I came up here and I did some correspondence. But I think when I saw this position I knew this was where I needed to be. 

Interviewer: Yeah, ‘cause you had your experience and you know how it goes …

Interviewee:  I know, and I know what you are going through and yeah and I just want to help others.

Interviewer: And do you share that with your students?

Interviewee: Sometimes stories come up like oh you know ‘it’s going to take me forever, it’s going to take me 6 years’ and I’m like ‘yeah I was on the 13-year program’ (laughs)

Interviewer:  (laughs) ‘Let’s see if you can beat that’

Interviewee: Yeah, I worked and had babies, I worked full time and I had to drive because it wasn’t online, you know, so I  know what you’re going through but you’ll get through it …

Interviewer: Yeah, I bet that’s very helpful …

Interviewee: I think it is …

Interviewer:  … to know that you know what you’re talking about …

Interviewee: Yeah, it’s not like I’m, yeah, saying something I think you’re going through.

Interviewer: Yeah, so you’ve been working for World Campus for 17 years, so it’s a nice span of time to notice changes in, sort of, maybe the topics the students bring up? Did you always work for a business and financial ….

Interviewee: I did some liberal arts before. You know when I started there were no four-year degrees, they only had associate degrees here and it was correspondence, and there were five, I think it was five, five advisors.

Interviewer:  That’s it. And probably not a lot of students. 

Interviewee: No, right. 

Interviewer: And then you can see it growing …

Interviewee: And it was just growing and growing and growing and growing.

Interviewer: And do you notice a change in the kind of students you meet or the kind of … yeah?

Interviewee:  I think there’s more, like at that time when there was the associate degree I think they were more starting from scratch, and this was their first experience doing it online. Now that we’re doing four-year degrees and graduate degrees, although I only do undergraduate advising, I think students are coming in with all kinds of transfer cr… I mean most  of our students come with transfer credits. That’s the reality of the population that we work with. 

Interviewer: So they did like two years of community college or …

Interviewee:  ..or they could have travelled, they could have been here one decade ago (laughs), no one reason you know, just all over as they moved, you know, yeah. So some of them are more savvy, you know they know what they are doing, and other ones they might have come from like a community college or on campus and now they are trying to transition to online so they have that change to make. But yeah, so it’s, I would say overall I think a lot of the students I work with are just … and you know you’re getting a certain population of students  because they need calculus.  You know what I mean, so the ones I get, I would say most of them are already prepared for the experience they are going to go through and they may have already had online courses. But we still get some that never took a college course and so this is their first experience, yeah.  

Interviewer: And how’s that, I mean what sort of issues do you see then coming up?

Interviewee:  Sometimes they’re not prepared, you know, they’re high school, they didn’t take college prep courses, so it’s getting their math up to, you know, starting back at the beginning and taking summer math courses just to get to calculus. Um, and if it’s an adult it can be intimidating to have to go back and do the math even though you may work in business, to be successful at business …

Interviewer: Yeah, but you’re not using it day to day so it’s like… a foreign language.

Interviewee: Yeah, so that can be a little intimidating for them. Yeah, but a lot of them, the newer ones that are younger, it’s really just helping them to understand the persistence that it’s going to require to do the online courses, that online isn’t easier that doing it in a classroom, because sometimes that’s the perception students have. It’s actually probably harder. 

Interviewer: Yeah, you have to be disciplined, self-disciplined.

Interviewee: Right, and then helping them understand time management. You know they want to do a full load the first semester and you’re trying to explain ‘do you have this much time?’, you know this is how much we are estimating. Or someone will go half time and they’re right ‘Oh I’m so glad that you said that because I couldn’t have handled another course’. So just all those basic things to think about. But we have a lot of things in place. We have assessments they can do to self-reflect on different things about them, is their technology good, who do they, do they take ownership of their locus on control. You know all those different … Do you have support? All kinds of questions that make them reflect, self-reflect. And then it gives them an assessment at the end, you know the kind of learner you are, and like consider like if you don’t have family to support find a friend. You know what I mean, it kind of gives them things to think about and try to get in place, which I think is nice.

Interviewer: Yeah, is it an online tutor … like a (inaudible) …?

Interviewee:  Yes, it’s called Smarter Measures.

Interviewer: Ok, and they just get a link and they can do it by themselves. Alright, that sounds interesting. Is it online, is it like available or is it something specific to er …

Interviewee:  It’s not our software, so we have a license with them and then we direct students, yeah.

Interviewer: OK, nice. And do you get feedback from students after they do the assessment? 

Interviewee: Some of them do, especially when you tell them what kind of learner they are (laughs). It’s like good, you know it’s important that you understand that.

Interviewer: Yeah, then you can prepare better for, you know …

Interviewee:  Yeah right. I think there’s a little typing test and I’ve had students where it flagged, like they really didn’t do well in the typing test and I’ll just say ‘hey, I …’ You know sometimes we’ll be notified if there’s something that’s a little off, you know, and one of them said ‘well I was trying to do it on my cell phone’ (laughs) and I’m like OK … (inaudible)

Interviewer:  (laughs) Oh, OK, re-do it yeah.

Interviewee:  No, you’re good, I just wanted to point out ... (laughs)

Interviewer:  So the system also gets some feedback from the assessment, but only …

Interviewee: Sometimes if there’s something flagged like yeah (laughs).

Interviewer: Oh that’s nice to think you have this tool to reflect on their own experience (pause). Um, So again if you think about the time when you just started working here until today, do you see any difference in the kind of students or the kind of issues they raise when they reach out to you or do you not necessarily see any … ? 

Interviewee:  I don’t necessarily see that kind of difference, what I do see is that when they’re choosing courses and their professors they find things out there like ‘rate my professor’, and so they’re now like ‘I really want this section’ you know ‘with this instructor because I read this about the other one’, you know? I’m not making a judgement, you know, that’s if there’s a seat available if you want to get on the waiting list that’s your choice, you know what I mean? But it is interesting that they’re connecting to all these things that are out there to try to get more information on their own about the decisions they’re making and that’s, nothing wrong that that. 

Interviewer: Yeah. So you see that more today than in the past.

Interviewee:  Yeah, well they wouldn’t even have had that, that wasn’t available

Interviewer: That ‘rate my professor’ wasn’t …

Interviewee. Right. So we have social media now so I think they get a lot more information with that. In some of our in campus that we use for the courses there’s prides, which groups students into different groups. Like, say they’re in finance, they can create a pride of all the students of finance and they can send information to them through the course management system. Or the student can reach out to that pride and find out what’s happening. So it connects them a little better than they had before. And the (inaudible), I had a meeting with the program team in finance and the lead faculty said I’ve had more communication with World Campus students since we put the pride in than I had before. So that means it’s opening up more availability for the student to connect with the faculty and stuff so I thought that was good. 

Interviewer: Yeah, and does that allow them to also connect with each other or … OK. 

Interviewee: Yes. And they’re connected. In their courses a lot of times there’s a lot of group projects, they know who’s in their course. They can see the roster I think of students in there because of different … well they have thread of discussion boards yeah yeah.

Interviewer: Like the chats, yeah, yeah. But then the pride is basically the whole program, is it just the cohort or how does ….

Interviewee: There’s different prides out there because World Campus can have a pride, finance can have a pride, liberal arts has a pride.You know different groups are able to group students based on some common thing.

Interviewer: OK, then who does that, who will create this group?

Interviewee:  It depends on who’s administrating it. So for finance it was the program coordinator of the lead faculty; for the World Campus I think it’s student affairs. So it gives students … and they like it. I’ve been in meetings where we’ve had students in and we were able to ask them questions about their experience and they like that.

Interviewer:  Yeah, they like having that this … it makes it more accessible. 

Interviewee: Yes. And it’s in one place. The problem with a lot of things is if you want to make an appointment with an advisor you have to go to this software (laughs), if you want to schedule your course you go to this software, if you want to see your courses you go in this software. Yes, where they like that it’s connected in there, in the course where they’re in.

Interviewer: In the campus already, yeah so it’s like their home base basically. That makes sense. I’m asking about that because we’re very interested in the aspects of social media. Um, we see it … in the other locations we see how students, not World Campus students right just regular students, try to create groups on social media to interact with each other and to deliver all sorts of advice and information from different courses, from the same program, and it’s  a kind of question how do they do that and what exactly do they do?  In Israel they used to use facebook a lot, create facebook groups …

Interviewee:  … and that’s what we do with World Campus has facebook accounts. But if the students are doing it for the students we may not know that … yeah …

Interviewer: Yeah, because they all independently open a group or not and it’s up to them. And now we’ve noticed that a lot of students switch from social media to text apps, so like group text, and then it’s even more specific, like WhatsApp or text in groups, I forget the name of the other app like textme or something or grouptext or whatever. So here I see, well the whole platform of studying is online so obviously there would be more available. So then it’s interesting to see that the program is using the actual platform of studying to create these groups is great for students. Yeah, it’s interesting just to think about it in the sense that they can communicate better even outside their specific class because they know who’s on …

Interviewee:  So when I say that, I’m not positive that they know who’s on that same platform. I don’t know if it’s one way, it could be that it’s just one way.

Interviewer: OK and if it’s one way then they can only communicate with the professor or the fac…. or the administrator …

Interviewee: Actually I would say I’m sure about that because they wouldn’t want someone going in there and posting something that is, you know, negative and maybe not accurate. You know, ‘I hate professor blah blah blah’ (laughs). Yes,  so I think it’s probably one way in that one. 

Interviewer: One way. So it’s more like …

Interviewee: But in the course they usually have … like when they’re in a course and there could be quite a few of them they usually have like a break room, or somewhere they can chat among themselves in that course. So it’s not always structured.

Interviewer: Yes, but that’s for a specific class. 

Interviewee: Yeah. I don’t know if they know who else is in .. you know like their major that’s not in that class, I don’t know if they get that connection. Um, they would to some extent in… in the finance they also have clubs so they use facebook as their link to the clubs. And they stream, say they have a speaker, they’ll stream that speaker so the World Campus students can participate and they can ask questions, you know, they can text questions in and stuff so …

Interviewer:  Oh wow …

Interviewee: Yeah, so they do try, depending on the program, they do try to engage their students. And this particular one I work with is out of Behrend Erie, so it’s their finance program and they’re very aware of engaging the Campus students. They have a course where they actually have them grouped with students at the campus to do projects.

Interviewer: Oh nice so it’s both World Campus and students on campus …

Interviewee: .. on campus, yeah. 

Interviewer:  Interesting. So for that they sometimes use facebook you said.

Interviewee: Well they do facebook to get them into the club and then the stream. Or they’ll give them a link through facebook where they can connect to the particular speaker and stuff. We had a student on the … the officers of the club where one of the officers was a world Campus student, so they will engage them, you know, however they can. 

Interviewer: Yeah, that’s … just from a pedagogical perspective that’s so interesting to see how social media and different websites and platforms like canvas and like, you know, all these intertwining make this complex system that people manage to become fluent in and sort of work. That’s pretty amazing. Do you know the name of that club, I’d look it up on facebook, if you know what it’s called, the group. 

Interviewee: I’d have to look and I can tell you what the (inaudible) (laughs) ‘cause I don’t know that …

Interviewer:  Just ‘cause I’d like to trace like how it’s … you know just the structure ‘cause then we’ll have a nice comparison with how things go elsewhere. 

Interviewee: Sure. 

Interviewer:  But I’ll look it up also.

Interviewee: I think it’s Behrend finance club or something, you know what I mean, And it’s B.E.H.R.E.N.D is the Behrend. 

Interviewer: (writes name down) Just so I won’t forget it. Because by the time … I mean I’ll listen to the recording later on, I may forget it by the time I do that. 

Interviewee: Well they do things on campus too. I went over to watch one of the concerts this week on campus at Eisenhower and it was woodwinds, orchestra and musical theatre and they were streaming it, they were streaming it out. And it was interesting the one conductor was from Argentina and he said his family’s watching …

Interviewer:  Ohh!

Interviewee:  Yeah, so they usually post in Penn State newsletters stuff like ‘they’re streaming a concert’ or something and so if a student is watching for that you know they can watch it at a distance. Sometimes they stream or ‘our speaker’s at a commencement’ so that students that aren’t attending can …

Interviewer: … take part, feel they’re part of it too.

Interviewee: Yeah. 

Interviewer: It’s just Behrend, what did you say?

Interviewee: I think its finance, or finance club, I can’t remember what their actual name is. 

Interviewer: … finance yes. That’s a great resource.

Interviewee: There’s a psychology club, there’s other ones. We have a blue white (??) society at a distance (laughs). There’s quite a … If you go to our social media at the world campus I think it’ll list some of the different things we have …

Interviewer:  … the clubs …

Interviewee: … yeah and the connections and stuff. So the blog … when we have events here and they put the pictures out on flickr so that people can then pull them like from the commencement, yeah, things that were taken. We have a professional photographer that comes in for events and they’ll take pictures and then they can pull them down. You know they can get them. I even had a student that was here, we had our picture taken and he sent the copy from flickr (laughs). That was sweet. 

Interviewer:  (laughs). Yeah, yeah. I’m so happy that you mention it because that’s just a great resource to look at how … yeah, world campus uses facebook and other social media to interact with students and then expand the kind of communication, right, that goes beyond the classroom or the classes themselves and create a sort of atmosphere of school or a community. 

Interviewee: Right, connection, connecting and feeling part of the community, that’s really what it’s about, that you’re not alone.

Interviewer:  Yeah, because learning online can be and if you don’t see the people you’re engaging with then it’s sometimes hard to imagine who they are and you know they exist – not even who they are but just their existence. That’s wonderful. And do your students mention any other, sort of, because we started talking about because of ‘rate my professor’ right, when they say ‘oh I checked this one and I checked that one and I’d rather, you know, be assigned to that class’. Do they have other sources of references that they use or mostly ‘rate my professor’?

Interviewee: I know there’s another, I’m trying to think of the name of it, where they can get course feedback too, which I don’t know how legitimate it is. Do you know what I mean, someone they post notes, I can’t think what the name of it is right now. 

Interviewer: Yeah. There was one that I found, something like ‘coogler’ (??) or …

Interviewee: Yeah, occasionally they’ll tell me a name or something and I might look it up just to see what it is ‘cause I’m like …

Interviewer:  … don’t know what …yeah.

Interviewee:  Yeah. You know, we don’t encourage it. You know, like rating a professor for me is sometimes true, but sometimes the only one that writes something is someone who’s complaining about the professor because they weren’t happy. So all you’re getting is the negative response for … and the other ones were really happy in the course (inaudible – interviewer speaking over)

Interviewer:  … right, but they never went on ‘rate my professor’ to say that, yeah, I know. I’ve taught classes before, I’ve never had someone rating me on ‘rate my professor’, but I’ve looked up how the website is built and it’s really unfair.

Interviewee: It is.

Interviewer:  From the point of view of the professor it’s really unfair ‘cause you can have someone really angry at something for some reason, who knows, and then he’ll write a nasty review and that will be the only one there. 

Interviewee: Exactly.

Interviewer: And then you’ll think, ‘wow, this professor is terrible ‘cause … someone said that’.

Interviewee:  Right, it’s so distorted. Right. Like how many happy people go out and …

Interviewer:  Oh, I’m gonna look up, rate my professor and write five stars!’ you know …

Interviewee:  Right, exactly. And sometimes when they say that I get this, remember …

Interviewer: Yeah, that it’s very very relevant. Yeah, but at the same time it’s a useful platform. And students use it not only at World Campus, I’ve heard students referring to it …

Interviewee: Oh they do it on campus …

Interviewer:  Yeah, ‘cause you don’t know the professor right? I mean when you go school here, if you’re in state college, you don’t necessarily know anything about the professor and then you will look it up. But, yeah have to take it with a grain of salt. 

Interviewee: The other interesting thing is that when turnitin.com was originally out there, and you know professors would take papers and put that in for plagiarism. You know, and it was like ‘hey, looks like you plagiarized ‘cause it came out on this thing’. Now we provide that for students as a resource to put their paper to make sure they don’t plagiarize, which I think is kinda cool. You know like it doesn’t have to be a secret.

Interviewer: Yeah.

Interviewee:  I don’t think all students do it intentionally. You know you’re tired, you’re trying to get this done and you forget to put the resource down (laughs). So it’s kinda cool that you know …

Interviewer: How it turned around.

Interviewee: Yeah. That it’s actually a good tool.

Interviewer: It became one.

Interviewee: It became a good tool instead of like ‘I caught you’. 

Interviewer: Yeah. Can you …

Interviewee: You can catch yourself.

Interviewer: Yeah, before I catch you that would be better (laughs).

Interviewee: Right. That would be much better (laughs).  

Interviewer: I .. so, what was the name of the website ….

Interviewee: I think it’s turnitin. 

Interviewer: Right. So back home it’s not in the positive … it didn’t make the turn yet. 

Interviewee: Right, it’s ‘I caught ya’.

Interviewer: Yeah, it’s more like we, I’ve had to look up papers. So not this website obviously, it’s (inaudible), so it’s a different story. But I’ve had to do that for papers that I suspected were not entirely original. 

Interviewee:  And we’ve had, you know, that’s the reality. We have some students that will truly plagiarize, you know what I mean, and there has to be tools in place at a distance, to try to minimize that and cheating and you know and other things. So we now use examinee …

Interviewer:  What’s that?

Interviewee: It’s a proctoring service, so they watch you at your desk, while you take your … at home. There’s a person watching you take your test and they have you look around the room and show what’s around you before you take it with your camera on your computer.

Interviewer: And they do it ….?

Interviewee: To reduce cheating. And part of it was that we used to have students that they had to secure a proctor and go somewhere and take the exam and it was a lot of work, you know what I mean – finding someone to do it, or the fee involved, you know what I mean, it was a lot of things. So now we use examinee and it …

Interviewer:  And is it used for every test?

Interviewee: No, well if it’s an exam that they want to be proctored. Some courses they have overbook exams so they have it right in the course. But if there’s a particular course where there’s something they want them to do without having materials, yeah.

Interviewer: So that’s a requirement that would come from the professor then? 

Interviewee: Yeah, like when they design the course, yeah.

Interviewer:  So it’s very specific to a class, it’s not something that’s regularly used.

Interviewee: Well, there’s a lot of courses that will use it, yeah. It’s good and bad. Some people are uncomfortable that someone is watching them through their camera, you know what I mean. But …

Interviewer:  And it’s also one-on-one, so like one person is watching one person?

Interviewee: Well it could be that one person is watching multiple monitors and people.

Interviewer: Yeah, because otherwise I’m thinking like in terms of resources that seems a lot. But if they’re watching several …

Interviewee: But they’re watching for like  a student reach down. I had a student taking an exam and someone must have chatted with them. You know the chat box came up and they clicked over to the chat box to respond to the person, and the exam shuts down because it knows you’ve left that site. 

Interviewer: Wow!

Interviewee: Yeah, so that  you’re not clicking on answers, yeah it’s …

Interviewer: Yeah or like googling answers.

Interviewee: Yeah, it’s interesting. I mean she said she did it, she didn’t think about it. Someone you know hit her with a chat and ….

Interviewer:  … and she just replied. 

Interviewee: She said she did it, absolutely did it. Then she contacted the instructor and (inaudible) reset the test.

Interviewer: Yeah, wow no, for me that’s … everything’s just so new because you know the level of technology is adjusted to the new needs but I’m just not familiar with it. So they do it a lot. And the people watching they could be everywhere around the world too right?

Interviewee: Yeah and I think … I’m not sure what they do but there are, you know it’s not like a random person off the street, they definitely have certain (pause) back-checking or whatever, you know what I mean. Background check or something. I mean there are certain requirements to do that, yeah. I’m not sure how many courses we have now with it, but I had a couple of students that you know …

Interviewer:  … that had issues with the …. that’s how you know it.

Interviewee: Well some have issues with ‘I don’t want someone watching me’.

Interviewer:  And then what?

Interviewee: Well it depends on the instructor, whether they will give them an alternative way or not. 

Interviewer: Yeah, because even if it wasn’t an online class, then you’d be sitting in a classroom and someone would be watching you taking the exam so … but I guess the online aspect, you’re in your home …

Interviewee:  You know, everyone worries about the cameras and stuff. Like when you hear these things where someone is … you have something open and they’re able to watch. You know what I mean. You know of course there’s some concern about …

Interviewer: Yeah I know, some people cover their, like on the laptop they’ll cover the camera. Because some softwares will … like skype will sometimes take your photo. I mean I’ve seen it happening and it’s just for their own whatever, so bizarre. I’m like I didn’t ask for that’.

Interviewee: Yeah ‘I didn’t ask for that’. Yeah I understand, I mean I understand, yeah.

Interviewer: Um, alright how did we …

Interviewee: I’m sorry … (laughs)

Interviewer: No, no, all great information. It’s like what did I want to ask, where did it lead me too (laughs)? This is wonderful, thank you so much. Really very eye-opening. 

(Thinking out loud): So that was the examinee, and then there was a turnitin, and for the plagiarism, and now I don’t remember what I wanted to ask. But er, yeah I think we were talking about the changes, the kind of students, the kind of issues that arise so obviously technology brings new issues to Penn to deal with, right?

Interviewee: It does, yes. It does I would say so. And media. You know the things they hear, they talk, you know what I mean. Sometimes a student … everyone in the class thinks something. You know, so it’s usually my conversation is what everyone will have to contact their advisor because we can only talk about what you’re experiencing. You know, and you’re the only one that ever complained (laughs). You know, those kind of things.

Interviewer: Trying to justify their perspective, look it’s not just me it’s everyone.

Interviewee: Right, it’s everyone. 

Interviewer:  And what sort of complaints, what will they complain about if they complain about something?

Interviewee: Sometimes it’s the instructor’s not responding fast enough; the instructor … there was a web link that was wrong and it’s messing everyone up. The exam didn’t cover what we learned in the course. I’m sure you heard that one before (laughs).

Interviewer: Yeah, yeah. Complaints about the exam not covering the materials is very common. That and grades.

Interviewee: Once in a while it’s something unintentional that happens in the course and I’m going to give you one example where they were using google, google docs, and you can go in anonymously I guess but you get assigned an animal. I think it’s google docs, something where they were working and it assigned you an animal. A lizard, a cow, a cat, a dog …

Interviewer:  Yeah like emojis probably …

Interviewee: Yeah, somehow. So when you’re in there you’re all sharing and modifying. And one time it came up a monkey for someone and they took as ….

Interviewer: … really personally.

Interviewee: Yes. I mean they were so upset that they thought this person… because the other person that was working said ‘hey monkey’, and they thought it was a racial slur to them. So they dropped their classes and they notified their advisor and their advisor said this is the software, you know, and showed them where the software was, that this person didn’t know who you were. It was just … and showed them how it was and then they reinstated, you know they thought about it and they got reinstated in the course. But that was an unintended consequence of the software. 

Interviewer: Yes, of software. That’s weird when something like that happens. Yes the off chance of that … like what are the chances of that happening? And are there like other sorts of incidences that you’ve encountered?

Interviewee: Not really. That was just … you know it was just so unexpected, you know when they contacted I ‘what happened?’. And we knew that … And the advisor did a great job of communicating with the student and reassuring them, you know this is just a feature in this software and it was just random. So everything worked out but it was …

Interviewer: Well if you don’t know that it’s random you can definitely feel it was personal. So you never experienced about anyone complaining about racial remarks or discrimination. Not just race but gender or whatever, any of those …

Interviewee: I generally don’t with the businesses because they are taking… you know I think the content they are covering is very, what I would say?, non-gender bias. You know, there’s nothing that would come into the conversation, maybe if there were taking a course that was on general education it might come in, but most of the time there’s a lot of anonymity with online. You know the instructor may or may not even know much about the student. So no, I don’t hear … I haven’t had any students, no. And I don’t know other majors where you have maybe more discussion about subjects where something could be misunderstood or intentionally. You know what I mean. I haven’t had any.

Interviewer: I’ve heard that from other advisors. Not from World Campus, I don’t know if it has to do with the … I’ll have to think about the department,  is it the program, is there a correlation between the content covered and yeah, and that sense? 

Interviewee: Right, and that would be … I just know from my experience since I’ve been in the business and finance, you know what I mean I haven’t had any. The only thing was the software issue, that was just … 

Interviewer: Very rare.

Interviewee: and it wasn’t intentional. Right, it wasn’t… So no.

Interviewer: So most of the students’ complaints have to do with class materials, like the exam or responsiveness of the teacher, professor …

Interviewee: If there was something that was related to feeling a bias, or something like that we would probably direct them anyways to the student affairs area, where they could really check and see what was said. You know they could investigate it .

Interviewer: More thoroughly. 

Interviewee: Yeah. So we wouldn’t discard it. You know what I mean, if someone said that I wouldn’t say yeah, ‘oh you’re overreacting’. You know like I don’t know and it’s always a teaching moment. It’s a teaching moment for the instructor, you know, you could have clarified that. You know what I mean. So it’s always a teaching moment. 

Interviewer: But you haven’t experienced it yourself.

Interviewee: No.

Interviewer:  And with the advisors that you advise or that you support you haven’t heard anything of that sort?

Interviewee:  I haven’t heard, I think I would have. I know I would have. 

Interviewer: Yeah. If you think about it do they have any other kinds of complaints or issues that students bring up that you didn’t …

Interviewee:  It’s mostly responsiveness and grades. Mainly my team, I’m on a team (inaudible) and the person that was supposed to submit it didn’t submit it. They thought they submitted it, but it didn’t upload and they all got a zero. 

Interviewer: Oh, yep, yeah. 

Interviewee: (inaudible) like yeah, and that’s … you need to talk to the instructor, you know it’s with you and the instructor, this is not anything I can help you with. Yeah.

Interviewer: Great! That’s a lot.

Interviewee: Was that helpful?

[bookmark: _GoBack]Interviewer: Very helpful! I mean I have a lot of homework, which is wonderful. That’s good. Excellent, well…  so first of all I’ll …. 

