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Background
The online learning environment at LCC is experiencing rapid change.  In the last two years:
· the college transferred WebCT application support from the faculty webmasters to the Information Technology Department
· the college eliminated the ITC coordinator position

· the college decided to adopt Moodle as the supported LMS and drop WebCT
· the IT department purchased and configured a high-end server to support the Moodle environment

· use of Moodle for online and hybrid courses increased dramatically

· the IT Department started a Student Help Desk and assumed some new support responsibilities for Moodle
· college participation in Quality Matters and CCCOER focused more attention in the online learning area
During Spring Term 2007, faculty support issues caused the college to consider contracting with a commercial provider for some support services.  After a period of investigation and research the college selected Remote-Learner as the service provider.   In order to get the appropriate level of faculty support services the college must also sign up for application hosting services.  The net effect is that many services performed by the faculty webmasters or IT staff during 2006-07 will now be provided by Remote-Learner.
Purpose

The purpose of this document is to clarify all of the changes necessary to move into the new support environment.  Moodle support is provided by several organizational units of the college and, beginning in Fall 2007, by Remote-Learner.  A clear understanding of roles, responsibilities and relationships will benefit students and staff alike.
Roles
Remote-Learner
· monthly online virtual events for named faculty users

· course forum and help ticket support for named faculty users

· other?  (I don’t have a good list for faculty support)

· a dedicated server sufficient to serve 10,000+ learners
· migration assistance
· 7 named user Help Desk support

· More on Level III Dedicated server product at http://remote-learner.net/moodlehosting 

Faculty Webmasters

· Offer Moodle training courses for LCC faculty
· Assist new faculty just getting started with Moodle
· Interface with Remote-Learner for

· Moodle versions and features

· Upgrades to new versions

· Submit customization and enhancement requests to Remote-Learner
· All Moodle application issues

· Custom Moodle Theme development with Remote-Learner
· Management of EEP subscriptions

· Faculty support issues

· Coordination with IT staff

· Other?
IT Department network/server team support

· Interface with Remote-Learner for
· Data exchange for user account, course creation and enrollment
· Course migration from existing Moodle server
· Domain naming, DNS, LDAP, internet connectivity 

· Account creation and enrollment will continue to be handled by moodleadmin@lanecc.edu.
· Coordination with Faculty Webmasters
IT Department Student Help Desk

· The Student Help Desk (SHeD) will be available for students to request assistance with basic issues like logging in, browser support, pop-up blockers, plug-in applications, etc.  
· SHeD staff will help students as much as they can with navigating and general usage of Moodle, but they will refer more complex problems (e.g. questions on content, late assignments, missing exercises, etc) to course instructors and/or faculty webmasters.  
· Student questions regarding accounts and course enrollments will be resolved with assistance from moodleadmin@lanecc.edu.  SHeD staff will not refer students to Remote-Learner support.  
· Both the SHeD and IT Help Desk will normally refer instructors to Remote-Learner support, unless it is an authentication or enrollment issue; problems or bugs with the Moodle application will also be referred to Remote Learner.
IT Department Distance Learning

· The role of Distance Learning is not expected to change.

· Distance Learning maintains an information page for students taking fully online courses and a page listing all online courses for each active term.  These services are not affected by the Remoter-Learner agreement.

· Coordination with Faculty Webmasters

IT Department trainer

· None
IT Department administration

· Complete the purchase of services by August 1, 2007

· Co-ordinate annual renewal of service agreements

· Re-purpose Moodle server and associated hardware by October 2007

· Re-assign Moodle technical admin to other tasks by September 2007

· Coordination with OISS

OISS

· Funding for Remote-Learner services
· Coordination with IT administration

· Assessment of the first year experience by May 2007
Transition

As this is written we are just beginning the transition to Remote-Learner services.  Much is unknown.  There is an expectation that this document will need to be refined and updated during the initial year with Remote-Learner.

Sonya and Stephen will convene the following meetings:

· October 2007: share experiences and update agreements for Winter Term

· February 2008: share experiences and update agreements for Spring Term

· April 2008: share experiences, update agreements and make a decision about services for 2008-09


