Nice job Meredith.  I’ve added/changed just a bit.   This communication still remains between you, me, and Will.

Todd and all,

Please know this is not an easy email to write and if at any point I seem disrespectful it is out of frustration and is not directed at any one person. Bear with me.

Joe and I have reviewed the ideas presented below. We simply do not understand what the compromise is.  Simply put, the job of supporting Moodle, with faculty and administratively, is and always has been, under the jurisdiction of the IT department. In 2005, IT agreed that if faculty would choose a single LMS, the IT department would fully support it. By April 2006, we made our choice. For various reasons, faculty webmasters agreed to help the IT department and be the point people for the conversion process, training and support for 2006-07 academic year.  We fulfilled our obligation. 

We understand limited resources and budget cuts. In Fall 2006, IT lost your classified LMS trainer (Roka).  Similarly, faculty webmasters we were cut by 25%, a 0.5 FTE position. Everyone knows the problems we all had with Moodle last year, especially with bugs and the conversion process, and the amount of time we all put in to try to make it work. Hats off to us on our success. However, we realized that the amount of problems we were having were more than many of the other colleges we talked with.  With the expected growth of online courses at LCC, the current, piecemeal support structure would not continue to work, with important job functions added, sometimes temporarily, to existing college employees.  Whatever can be said about this arrangement, is certainly not sustainable. 

A common thread for some IT success on college campuses throughout the nation is outsourcing.  Small campuses have been doing this for some time.  Faculty Webmasters suggested this idea to IT and again at a Moodle meeting in Feb. 2007 as a means of cutting costs and providing continued support. We were surprised at being asked to do the outsourcing research as we felt it was an IT decision, but once again we agreed to work with IT on the issue. 

I also want to point out a very important misconception. It is erroneous to believe the reason for outsourcing is based solely on faculty support issues or that the vendor choice was a faculty webmaster decision.  With more budget cuts in 2007, IT stated that it simply could not assume full support responsibilities for Moodle.  Recall, the faculty webmasters fulfilled their temporary obligations to provide faculty technical and how-to support at the end of Spring Term 2007.

We collectively narrowed the field to Remote Learner and Moodle Rooms. Moodle Rooms offered superior faculty support, but had a mixed client reference rating reputation and was a bit more costly than Remote Learner. The decision to go with Remote Learner was based on several key issues; better reputation and a longer track record, David was more confident in RL's ability to deliver the server/hosting needs, cost, and faculty support - which was acceptable although not everything we were looking for. 

Once this choice was made we fully understood our role with Moodle support to be pedagogical in nature and that we would return to our work on other projects which had been suspended during the 2006-7 academic year as we focused on Moodle. As stated in our Summer letter to faculty and in our discussions with Sonya for the 2007-08 academic year, “Faculty Webmasters will return to their positions as the seekers and supporters of innovative technologies for instructor use in the classroom. In addition to exciting innovations, including podcasting, screen capture and multimedia for the web, classroom response systems, blogging, Quality Matters, Creative Commons copyright, and free, public domain educational resources, to name a few, we will continue to work with you on course development and to provide pedagogical and technological advice.”
We have been asked to help find a solution to IT’s support problem. We did. Outsourcing to Remote Learner. We are also offering to continue Moodle training workshops and to continue to participate the faculty-led Moodle forum. As for the rest of the requested duties, please see our comments below.

***PARAGRAPH here for solution for the future. Lane stepping up, IT or DL, and having a designated Moodle support person.

***NO, let’s leave this out for now

Respectfully,

Meredith and Joe

>>> Todd Lutz 08/31/07 8:19 AM >>>

Meredith,

I've discussed the following compromise with Sonya, David and Stephen.  Please talk it over with Will and Joe and see if it will work for the three of you.  With the migration to Remote Learner for the Fall term, the update to 1.9 and the new gradebook, it seems like this is probably the best possible solution given the limited resources that we both face?  

A.  Faculty webmasters (FWM) will continue to participate in the faculty self-support forum in Moodle.  

>>>Agreed, but you must understand the forum is for advanced users and collaboration. It is not a first line of support for new users to find out “how-to”.

B.  FWM and David Walton will both monitor the online@lanecc.edu email address for questions from LCC faculty regarding Moodle.  David will filter off the questions that are in the IT-related column of the IT - FWM Moodle Questions list.  FWM will filter all other questions from faculty, separating pedagogy questions from those that should go to Remote Learner.  FWMs will also make the determination at this point if a faculty member will receive their own login to the Remote Learner website for self-support.  (I've included your draft list of questions, which we should continue to refine and/or expand before the term starts)

>>>Disagree. The 7 help desk accounts at Remote Learner are for technical questions and bug reporting, not how-to. This should be a Help Desk function as the Help Desk supports all other software used by Lane staff on campus, including, but not limited to, Groupwise, Net Storage, SSAN Wireless Network, Banner, MS Office, Deep Freeze, Windows XP and Mac OS X.  The help desk keeps its people trained on this software and numerous others.

C.  The IT staff helpdesk will not have an active role in Moodle support for faculty, i.e. Moodle support documentation will continue to state that faculty support is available at online@lanecc.edu.  When telephone calls are received from faculty/staff the Helpdesk will normally direct the user to the email support, unless the call is an urgent matter.  In this case, the Helpdesk will call David Walton to start the process of determining if there is a system failure at Remote Learner or if there is a problem with the authentication/enrollment interface between Banner and Remote Learner's Moodle site.  If it turns out that the problem is on the FWM side of the support list, David will forward the problem.

>>> Disagree. See B. above.

D.  The Student Helpdesk will continue to operate as before, handling all support requests from students using Moodle.
>>> Agree.

