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The post-secondary institutions also monitor the quality of in the 
delivery of the online courses. Differences were noted in how 
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delivery created passive rather than active learning with the learner listening or watch the instructor. This was again 
followed by slow student feedback.  
 

In a seminal mega analysis of distance quality in 2005, the Zhao research team identified interaction as the key 
to effective distance education and “instructor involvement is a significant distinguishing quality of effective distance 
programs” (p. 1863). The advancement of the Internet was the key to increasing the popularity of distance learning and 
the quality. With the World Wide Web, student-to-student, student-to-
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Tools to Measure Quality in Higher Education 
 

National Survey of Student Engagement Benchmarks.  
 
This tool compares the performance of an institution against peer organizations from randomly selected students 

across all delivery methods. The tool assesses the level of academic challenge, active and collaborative learning, student-
faculty interaction, enriching educational experiences, and supportive campus environment. Since this tool measures 
the overall student population and their perceptions of the quality of the education they are attaining, distance learning 
is simple a portion of the overall score. Although it is important in understanding the overall contribution of distance 
education to the performance of an institution, the tool is too broad to determine specific impact (National Survey of 
Student Engagement [NSSE], 2005). 

 
Online Consortium 5 Pillars of Quality: The Scorecard  

 
The Online Consortium uses a Scorecard based on five pillars (a) Learning Effectiveness Pillar, (b) Scale Pillar, (c) 

Access Pillar, (d) Faculty Satisfaction Pillar, and (e) The Student Satisfaction Pillar. The purpose of the five pillars is to 
assist institutions in establishing placement on a continuum for satisfaction in the five inter-related areas of learning 
effectiveness. Based upon these pillars, the Consortium has developed a scorecard that institutions can used to do a 
good SWAT analysis to identify strengthens and areas for improvement in the delivery of the distance education 
programs at the institutions. Areas evaluated within the Scorecard are institutional support, technology support, course 
development and instructional design, course structure, teaching and learning, social and student engagement, faculty 
support, student support, and evaluation and assessment (Online Learning Consortium, 2015). Nine of the SUS 
institutions belong to the Online Learning Consortium. The three that do not belong are not actively developing a large 
number of distance education courses possible because distance learning does not meet the mission of those 
universities. 

 
Priorities Survey for Online Learnings (PSOL).  

 
Developed through a partnership between Noel-Levitiz and Quality Matters. This measure is based upon student 
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development by QM. Although, not currently being implemented, the criteria under consideration can be helpful in 
determining quality (Quality Matters, 2014b). 

 
 

Quality Framework 
 
 The definitions of quality as proposed by the accreditation agencies and organizations interested in promoting 
high-quality distance education were varied. Based upon the culmination of the descriptions a Quality Distance Learning 
Framework was developed. The Framework should be viewed as best practices at different levels within the 
organizational structure within the institution. These best practices across the three levels are interconnected and 
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Recommendations for Quality within the Framework.  

 
Organizational Level: Instructor. 

 
 A focus at this level of quality is the instructor as the vehicle that interacts directly with the student and impacts 
upon the students’ ability to succeed. Instructors require professional development to create well-structured courses 
with current and relevant content. In order to produce high-quality courses, the faculty member benefits from support 
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o Strategy: Create a statewide distance learning research consortium with representative members from 
the Florida institutions interested in sharing and presenting research, determine research needs in 
distance education, and identify collaborative research projects. One university would serve as lead for 
this initiative. Possible topics for research: big data, best instructional practices, and effective student 
service models. 

o Strategy: The statewide distance learning research consortium would also develop a process in which to 
share the best practices that are occurring across the different institutions. 

o Strategy: The statewide distance learning research consortium could facilitate continual discussion 
about quality, the definition of quality, and best practices (course development, course delivery, support 
services, and innovative approaches). 

�x Objective:  Ensure that the infrastructure needed to support the development and delivery of online courses is 
available. 
o Strategy: Develop a structure which brings together leaders across the state, with one university serving as a 

lead for statewide infrastructure initiatives. This group will explore strategies for standardizing the 
infrastructure and tools as much as it is possible across the system, provide training in the use of 
infrastructure system and tools across the system, and develop recommendations for tools to monitor the 
authenticity and the academic integrity of the students within the courses. The group should continually 
explore emerging technology to evaluate the effectiveness for delivery and recommendations for adoption 
as best practice.  

o Strategy: Develop a management structure within the BOG to evaluate and implement recommendations 
�x Objective: To ensure support services are available for online students that promote student success.  

o Strategy: Develop a structure which brings together leaders across the state, with one university serving 
as a lead, to identify the types of support services offered at the different state universities. The 
committee would develop opportunities to share resources to provide student support services for 
online learners and provide a repository for sharing best practices for promoting student success in 
online environments.  

o Strategy: Develop a management structure within the BOG to evaluate and implement 
recommendations 

2025 PERFORMANCE INDICATORS 
 

Creating a Create a Culture of Quality for Online Programs 
Performance Indicator Outcome Target 
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o   Q2D: Providing technical support for the faculty member 1.00 0.80 

o   Q2E: Training faculty to develop their online courses 0.83 1.00 

 

 
 

State/Community Colleges Response  
 

o No responses were given 
 
Universities Responses 
 

o We have a separate training group that also supports the faculty knowledge creation 
process. 

o Faculty are responsible for online course development at UWF. Our designers facilitate 
their abilities at development and implementation but not full online course development. 

o Technical support is provided by other staff members, not so much the IDs, although they 
will help in the context of instructional design, when needed. 

o We have a separate team to provide technical support; the two teams work closely 
together, but tech support is not an ID responsibility. 

o We also have a separate team that provides technical support on a 24 hour/ 7 day a week 
basis. 

 
Q3: How does your institution monitor quality of distance learning offerings? Please select those that are 
applicable and describe other methods you are using to monitor quality. 

o   Q3A:  Analyzing student evaluations for each course 0.92 0.60 

o   Q3B: Retention of students in the courses 0.92 0.60 

o   Q3C: The DWF (Ds, Withdrawals, Failures) rates of the courses 0.83 0.70 

o   Q3D: Monitoring course completion rates for distance learning as 
compared to face-to-face courses 

0.83 0.70 

o   Q3E: Monitoring the progression rates of students in fully online 
degree programs as compared to face-to-face courses 

0.33 0.50 

o   Q3F: Monitoring graduation rates of students in fully online degree 
program as compared to face-to-face courses 

0.25 0.30 
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State/Community Colleges Responses  
o Availability of a Student Support Center -- students can ask for any assistance and are 

assisted or guided to an appropriate person/department. 
o We cannot track students who are seeking their degree fully online therefore we can't 

compare those students' success to others. 
 
Universities Responses 

o We are in the process of developing additional services that should be available shortly. 
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Q6: How does your institution define quality in a distance learning offerings?  
 
 
College Responses  
 

o Meets QM standards, includes student learning outcomes, based on Adult Learning 
theory, constant navigation, communications, rubrics, competency based 

o adherence to rubric standards 
o At this time we do not have a standard universal definition. We have a rough rubric to go 

by. We have certain measures we take (assisting with course development) but until we 
get the Quality Matters program, we don't have a set definition. 

o We use a MIMIMUM REQUIREMENTS document for faculty 
o Meeting a set of criteria. 
o Success, retention, persistence, completion 
o Quality Matters rubric and development of faculty guidelines. We also train faculty on 

instructional design best practices. 
o Use of a rubric designed by the college. Faculty members self-evaluate and coordinators 

evaluate 
o Through an institutionally designed standards and QM 
o Success rates 
o We use Quality Matters in course design and monitor course data (course evals, grades, 

completions) 
 
University Responses  
 

o Conforms to industry best practices. Includes a variety of interaction types (student-
student, student-faculty, student-content/technology), high levels of student engagement 

o There is not a definition of quality for online courses, instead we have a list of quality 
indicators applicable to all courses regardless of the delivery method. 

o Students having a success experience in the online learning process (courses and 
programs). 

o Quality Matters Rubric. Online course evaluations by students, faculty and mentors. 
Retention rates as compared to face-to-face equivalent courses. 

o o 
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Appendix B: Descriptions of Quality by Accrediting Agencies 
 
Council for Higher Education Accreditation (CHEA, 2002). 

  
The Council for Higher Education Accreditation is the organization that holds the regional accrediting agencies 

accountable. In 2002, the CHEA identified seven fundamental benchmarks of institutional operations as important to 
assuring quality in distance education. The first benchmark examines the match of the distance educational offerings in 
relation to the institutional mission. The second benchmark determines if the institutional organizational structure is 
suitable to offer quality distance education programs. The next benchmark evaluates the institutional resources and 
financing of the institution. The fourth benchmark stresses the importance of the curriculum and instructional offerings 
to determine if the curricula and design of the instruction is appropriate for the distance learning. The fifth benchmark 
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dedicated to providing quality instruction to the students. The learning outcomes should be a close match to the 
assessments and academic integrity should be monitored. The schools of business are responsible for providing access 
to the student support services and the technology infrastructure is adequate for the delivery of the programs. The 
intellectual contribution of the faculty is well defined in the institution’s policies.  

 
Accreditation Board for Engineering and Technology (ABET, ND).  

 
ABET programs are evaluated on the same standards regardless of delivery method. The accreditation requirements 

vary based upon the content area of the program.  
 

American Bar Association (ABA, 2015).  
 

The ABA guidance for accreditation of distance learning focuses on the delivery of the instruction. The student must 
have taken 28 credit hours before taking distance learning credit. Then ABA limits the number of credit hours to no 
more than four credits in a term taken using distance learning technology. In the distance classes ample interaction with 
the instructor inside and outside the formal structure must occur. The instructor must demonstrate ample monitoring of 
student efforts and accomplishments as the course progresses. Finally, the school must establish a process for effective 
verification of the identity of students taking DL courses. 

 
Council for the Accreditation of Educator Preparation.  
 

The same principles apply to distance learning programs as the on-campus or off campus programs. The guidance 
documents focus on the assessment of the programs, the credentials of the instructors, and the instructional quality. 
Within the guidance documents are several suggestions for measuring quality. Among these suggestions are measures 
of student learning outcomes, end of course surveys, faculty grading of assignments, alumni surveys, employers’ 
surveys, and longitudinal assessments (Phipps, Wellman, & Merisotis, 1998). 
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Appendix C: Quality Matters Proposal for Program Certification 
 

QM-Approved Implementation Plans.  
 
The implement plan evaluation process examines the institution’s plans to submit courses for review, the actual 

course development process, the faculty and staff professional development, and the institutions specific quality 
assurance measures.  

 
Online Program Design Certification.  
 
This certification will have two levels: (a) making progress and (b) certified. To obtain this certification, the 

program must demonstrate measurable learning objectives, outcomes, or competencies; the objectives, outcomes, and 
competencies are consistent with the program objectives, outcomes, or competencies, all instructional designers and 
instructors have completed professional development in best practices, and a plan is in place to bring all course 
development and revisions in line with QM rubrics. 

 
Online Teaching Certification.  
 
The certification will have two levels: (a) making progress and (b) certified. This certification will possibly have 

five criteria to evaluate if the institutions have (a) all instructors undergoing training in online teaching prior to or 
concurrently to their online teaching assignment, (b) provisions for pedagogical support or mentoring for faculty new to 
online teaching, (c) recommendations or guidelines on instructor response time and availability to support and engage 
online learners, (d) encourages ongoing professional development, and (e) processes exist to collect, distribute, and use 
learner feedback to inform teaching practices. 

 
Online Learner Support Certification.  
 
The certification will have two levels: (a) making progress and (b) certified. To be awarded this certification, the 

program needs to demonstrate that students have remote access to essential support services and a process to collect, 
distribute, and use the learner feedback to inform and improve learner support efforts. 

 
Online Learner Success Certification.  
 
The certification will have two levels: (a) making progress and (b) certified. The program should have evidence of 
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