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ABSTRACT 

The advent of online education has provided a new option of learning to a class 
of learners, who do not find the conventional modes of learning viable for their 
unique lifestyles and career. The expectations of such online learners are quite 
different compared to students in the conventional set-ups. The online pedagogy 
is also not similar to face-to-face teaching in most instances. This is especially 
true with online pedagogy heavily relying upon asynchronous modes of 
communication. The online educators have evolved over the years various 
innovative ways of designing and facilitating such online classes to ensure 
highest standards of learning comparable to their world-class brick & mortar 
counterparts. In this endeavor of maintaining high standards of their perceived 
learning for learners, many times the online educators tend to overlook the 
expectations of the online learners often resulting in lower overall performance 
in the end.  

It is thus imperative to strike a balance between learner expectations and 
educator perceptions of high-class learning to provide an ecstatic learning 
experience to the learners while maintaining the highest quality of education. In 
the first part of the paper, personal interviews of twelve randomly selected 
students of a course in an online MBA programme are conducted through video 
conferencing to know their expectations from the course and the facilitator. The 
most prominent expectations from the interviews are selected and an online 
survey conducted on whole of the class to know the importance attached to 
these with current level of performance of the course and the facilitator. Next, 
the educator’s views are taken in order to satisfy such expectations of learners. 
Any correlations between different educator views are found along with the 
level of relationship between student expectations and educator views. A matrix 
is created to depict all this information and to understand the dynamics of these 
varied dimensions. In this matrix, the data collected for importance of student 
expectations and current level of performance with respect to these expectations 
is amalgamated with the relationship data between student expectations and 
educator views. This helps in identifying the educator views expected to satisfy 
the student expectations more. Those educator views are finally selected for 
implementation, which do not have a negative correlation with other such views 
selected. 
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Finally, an online survey is conducted amongst students in the class after 
implementation of the selected educator views to find any increase in learner 
satisfaction with the performance of the course and the facilitator. It is found 
that there is a rise in satisfaction level with respect to most expectations of the 
learners resulting in exemplary learning experience in the course. 

Keywords: Learner expectations; Educator perceptions; Online MBA course; 
Exemplary learning   

     

INTRODUCTION  
 

 International bodies like UNESCO have envisioned providing education to the 
human population worldwide and eliminating illiteracy in the coming few decades. 
Milestones are set many a times and as time progresses, the milestones remain more or 
less unfulfilled. There is a growing belief that the conventional educational set-ups 
alone may not be sufficient in this Herculean task. The advent of the Internet has 
provided unconventional modes of learning and online learning is soon becoming a 
suitable option for many.  
 
 Many students still do not have logistically acceptable access to quality 
graduate programmes, such as MBAs (Carpenter, 1998). It has been suggested that, in 
fact, the traditional structure of education no longer meets the needs of students who 
are viewing education as a part of a lifelong process, who require a just-in-time 
perspective to their education and those with competing pressures including full-time 
employment. Online education is suitable particularly to a class of people, who have an 
itinerant lifestyle and cannot afford to have education in a conventional brick ‘n’ mortar 
institution. Thus, online education is providing learners with the flexibility of learning 
at the time, place, and pace they choose (Phipps & Merisotis, 2000).  
 
 Quality in higher education has always been a critical issue for conventional 
brick ‘n’ mortar and online institutions alike. A widely accepted view on quality in 
higher education is the degree to which stakeholder’s needs and expectations are 
consistently satisfied (Sims and Sims, 1995; White, 2000). Bowden (1997) maintained 
that the focus on the quality of student learning should be on learning outcomes and 
learning experience of students rather than on teaching performance per se. Hence, for 
achieving quality in higher education, it is imperative that student’s feedback is taken 
about their learning experience and accordingly transform the learning process for 
creating an exemplary learning environment.  
 
 The expectations of such online learners are quite different compared to 
students in the conventional set-ups. As mentioned earlier, these learners in most 
instances have an itinerant lifestyle and pursue online courses while continuing with 
their full-time jobs. Thus, the big challenge before them is to strike the fine balance 
between the demands of their job routines and the online course being pursued by them. 
The online pedagogy is also not similar to face-to-face teaching in most instances. This 
is especially true with online pedagogy heavily relying upon asynchronous modes of 
communication like emails and discussion boards. The online educators have evolved 
over the years various innovative ways of designing and facilitating such online classes 
to ensure highest standards of learning comparable to their world-class brick & mortar 
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counterparts. Nevertheless, there are criticisms about the quality of online education 
provided by many institutions. Therefore, online educators are constantly under 
pressure to create learning environments, which may be deemed as high quality by 
people at large.  In this endeavor of maintaining high standards of their perceived 
learning for learners, many times the online educators tend to overlook the expectations 
of the online learners often resulting in lower overall performance in the end.  
 
 In this paper, a technique has been utilized to elicit the expectations of online 
learners in a course of an online MBA programme and balancing these with the 
perceptions of the educators for high quality learning, thus resulting in an exemplary 
learning experience. 
 
 
EDUCATOR’S PERCEPTIONS OF HIGH QUALITY ONLINE LEARNING 
 
 Online education is in its evolutionary stage and compared to the centuries old 
conventional face-to-face education or other established ways of distance learning, the 
online educator’s perceptions of high quality learning are varied. These perceptions 
ought to vary from educator to educator, many of whom are also a part of the brick ‘n’ 
mortar institutions, while acting as adjuncts in online institutions. The same is true with 
educators associated full-time with online institutions and also serving as adjuncts in 
brick ‘n’ mortar institutions to conduct face-to-face instruction. Many of these 
educators try to draw parallels between online pedagogy and the conventional face-to-
face pedagogy. In most asynchronous mode online courses, the pedagogy is strikingly 
different from the conventional face-to-face. The differences arise mainly on three 
areas pertaining to online learning. These are: discussion boards, role of the professor 
and the online courseware.  
 
Discussion Boards 
 
 This is the main area of activity in an asynchronous online programme. The 
discussion board (DB) is loaded with various discussion topics, some of which may be 
relating to case studies. The learners make postings on the DB to express their views in 
relation to the given topic for a discussion at different points in time according to their 
convenience. They are expected to read the postings made by their fellow learners and 
the professor, who provides the overall guidance to the DB activity. Thus, there is a 
great opportunity of peer-to-peer learning at the DBs in an online course.  There is a 
growing belief that written dialogues often produce more thoughtful contributions from 
students than oral discussions (Boehle et al., 2000; Carpenter, 1998). This positive 
perception about online discussions is counter-effected by another divergent view. In a 
review of online discussion systems, Veerman, Andriessen, and Kanselaar (1999) 
reported low level of disagreements with asynchronous systems (when notes are posted 
at different times). Too often, students simply repeat points that other classmates have 
made rather than adding to a discussion through disagreeing, framing counter 
arguments, or providing examples. 
 
 The dynamics of the discussion board are planned (and controlled) by the 
educator. The tutor decides on the size of groups for the discussion, and allocates and 
enrolls the participants into groups (Klemm, 1998). The tutor then sets an agenda for 
the online discussions that include who the participants are, how long is the discussion 
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for, how many forums there are altogether and what the topics are (Berge, 1992). These 
are the crucial planning decisions requiring the attention of the instructor before the 
commencement of the class. There are divergent views on the number of DB topics, 
which should be made available in a time frame (say one month) to the students. Some 
educators like to provide as many DB topics as possible, while others would like to 
restrict these to one per week to stimulate in-depth discussions on the topic. Some 
educators are of the view that better quality discussions would take place if one DB 
topics is made available to the students at a time, while other opine that many topics 
should be made available during a longer duration of time simultaneously to allow for 
much needed flexibility to the students, who find it difficult at times to be bound in 
rigid time frames. 
 
The role of the professor  
 
 The role of the professor is not limited to the planning part of the discussions as 
mentioned above. The professor performs a multi-faceted role, such as the tutor (as a 
facilitator), manager, community organizer, moderator, intellectual leader and host. 
These roles adopted by the tutor in online learning environment using asynchronous 
discussion boards are quite different from teaching in face-to-face classrooms 
(Rossman, 1999). 
 
 The professor provides the human touch to the whole process of online learning. 
The intimacy of the learning process is vital and is one measure of quality in which the 
academics believe that online learning is at a natural disadvantage (Boehle et al., 2000; 
Daniels and Rubin, 1998). On the contrary, Pritchard (1998), contends that a virtual 
classroom is far more intimate than a traditional classroom because the participants 
expect more personalized responses, personal attention, and individualized experience. 
Therefore, professor has to take measures to make the learning environment as intimate 
as possible. This may be done by continual postings on the DB/ interactions with the 
students through emails/ chats to motivate, commend, provide new directions and at 
times, restrict the students from making the discussion go haywire. Though, as the 
discussion progresses, the tutor may decide to delay posting her/ his messages and 
responses, especially to content matters. Such responses 
by the tutor (if given early on during the discussion) may have the effect of closing off 
a topic rather than feeding it (Mckenzie and Murphy, 2000). Thus, it is to be prudently 
decided by the professor as to when to comment during the discussion and how to 
ensure that the discussion remains alive till the closing date (if any). However, in one of 
Illinois Online Network’s suggestions, the participants expected the facilitator to give 
timely and quality feedback on his or her contributions to discussion; that is, the tutor is 
expected to be online everyday (Shank, 2001). 
 
The online courseware 
 
 The online courseware should be highly engaging and stimulating by way of 
animations, hyperlinks, cases, quizzes, assignments, projects etc. to keep the students 
interested throughout the duration of the course. It is unlike any textbook, which 
primarily contains text and figures. Though, in order to keep the quality of a 
programme close to its face-to-face counterparts, online institutions supplement their 
courseware with a textbook as an additional reading. The challenge here is to interlace 
the courseware with suitable number of assignments and projects, keeping in view that 
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the quality of the course should be equivalent to any conventional programme and at 
the same time, ensure that the unique category of students in an online programme 
should not feel the burden unbearable with their regular work schedules. There may be 
certain subject related issues in the online courseware, which may need the educator 
perceptions and decisions. 
 
 
ASCERTAINING LEARNER EXPECTATIONS FROM AN ONLINE COURSE       
 
 Learner expectations from a course can be different for different courses. In 
order to establish learner expectations, a class of 38 students undergoing the course of 
Operations Management (OM) in the online MBA programme of Universitas 21 Global 
(U21Global) was considered. The author was the faculty facilitator for this course. A 
structured instrument shown in Appendix- A was developed keeping in view the 
educator perceptions from the course and using this, personal interviews of 12 
randomly selected students were conducted through Skype/ Yahoo IM/ MSN IM/ ICQ. 
The chat facility of these tools was used in order to have a written record of 
conversations at the end of the interview process for ready reference. The interview 
involved constant encouragement of the respondent students by the facilitator to elicit 
their candid responses. The interview was designed to venture into slightly unstructured 
domains of conversation in order to extract the real “voices of students” or expectations 
from the course. 
 
 After conducting the interviews, the responses of various respondents were 
arranged together for each question. The responses were then carefully reviewed and 
the most prominent expectations of students emerging out of these responses were 
extracted verbatim in order to retain the essence of the “voices of students”. These 
thirteen expectations are classified in three categories as under:  
 
Discussion Board          
 

1. Four or five DB topics per month are sufficient for good learning 
2. Students should be discouraged from making huge number of worthless 

postings 
3. DB topics should encourage students to share their personal work experiences 

 
Professor  
 

4. Professor should be more involved with discussions on the DB 
5. Professor should give feedback on DB through video blogs also 
6. Professor should grade assignments & give feedback comments within one 

week 
7. Professor should schedule one real-time synchronous interactive session (like 

webinar) every month (to let students clarify any doubts) 
 
Courseware 
 

8. Assignments should be case study-based involving more qualitative than 
quantitative analysis 

9. Services should get equal emphasis as manufacturing in this course 
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10. Super-clear instructions should be given about what the assignments are and 
how they differ from what's stated in the online materials 

11. Final Project should be converted to an individual assignment and reduced in 
scope to take care of individual workload 

12. Use of Skype/ Instant Messengers should be encouraged between team 
members in the Team Assignment (TA) 

13. Digital storytelling should be promoted in all courses as it improves 
presentation skills 

 
 In order to know about the importance attached by the students in the class to 
these “voices” and the current level of performance of the course/ facilitator on these 
parameters, a survey was conducted on whole of the class. In this survey, the students 
were required to assign an odd number between 1 and 9 to each of these voices 
according to the level of importance/ agreement with each statement. Similarly, for 
ascertaining the current performance of the course/ facilitator, a scale of 1 to 5 (any 
number) was used. About half of the students in the class responded to this survey and 
their responses were averaged to get a clear idea about the importance and current level 
of performance with respect to each expectation. 
 
 Interestingly, the top two equally important voices emerged out to be – 
“Students should be discouraged from making huge number of worthless postings” and 
“DB topics should encourage students to share their personal work experiences”. These 
were closely followed by “Four or five DB topics per month are sufficient for good 
learning”.  
 
 The least important voice, which emerged out of this survey, is “Final Project 
should be converted to an individual assignment and reduced in scope to take care of 
individual workload”. This is closely followed by “Use of Skype/ Instant Messengers 
should be encouraged between team members in the TA” in terms of least importance. 
 
 In terms of current course performance, the top two highest average scorer 
voices were “Four or five DB topics per month are sufficient for good learning” and 
“DB topics should encourage students to share their personal work experiences”. The 
next high performance voice emerged out to be “Students should be discouraged from 
making huge number of worthless postings”. It is important to mention here that the 
professor in this course had followed a completely opposite approach during the class 
facilitated by him prior to this class under consideration. In that class, the professor 
provided around 7-8 discussion topics per month and encouraged the students to focus 
upon “quantity” and “quality” of postings. The DB postings in that class ended up at a 
whopping 5000 odd postings. Ironically, some colleagues of the professor deemed it as 
a good sign that the number of postings was high in this class. Later, a careful analysis 
of these postings by the professor revealed that many of these postings hardly added 
any value to the discussion. It was evident that most of the postings were not read at all 
by the fellow students in the class, thereby defeating the very objective of peer-to-peer 
learning. As a lesson drawn from this experience, the professor reduced the number of 
DB topics in the class under study to around 4 and 5. Also, he emphasized upon the 
students through specific announcements that each student should post one 
comprehensive posting per DB topic. Subsequently, response postings to fellow 
students in the class should be made carefully after being certain that these would add a 
new perspective to the discussion. Otherwise, high number of postings by a student 
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without any value-add to the discussion may result in lesser grades for that student 
during DB performance assessments. During the discussions, the professor also 
commended the postings of students, who shared their personal work experience in 
relation to the DB topic.  
 
 This survey results corroborate the actions followed by the professor in 
managing the dynamics of the discussion board activity. 
 
 
BALANCING LEARNER EXPECTATIONS AND EDUCATOR PERCEPTIONS   
 
 The survey revealed the expectations of the learners from the online course on 
OM and the importance attached by them to each of these. The next step was to 
determine the educator perceptions about ways to satisfy these expectations in a better 
way, while ensuring the highest level of education quality. In order to balance the 
learner expectations and educator perceptions, this study utilized the matrix known as 
“Quality Function Deployment (QFD) House of Quality (HoQ)” propounded by Akao 
(1972). The details about construction of this matrix are easily available in texts on 
Quality Management e.g. Bedi (2006). 
 
 Figure 1 shows the overview of the matrix constructed for this study. The 
expectations of the students are entered in the left part (column C) of the matrix, while 
the average importance ratings and current performance ratings of the course are 
entered in columns X and Y respectively. The chart on the right side of the matrix 
displays the current level of performance of the course/ facilitator with respect to the 
various expectations (please see figure 2). 
 

 
 

Figure 1: Overview of the matrix 
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 Each expectation of the students was carefully analyzed and the educator 
(professor) came up with best possible ways to satisfy these according to his 
perceptions of high quality education. Some of these possible ways were more than one 
with respect to a particular expectation. The matrix helps in deciding about the best 
option in such situations. 
 

 
 

Figure 2: Bar diagram on the right of the matrix showing current performance level of the 
course 
 
Student expectation 1:  Four or five DB topics per month are sufficient for good 
learning 
Educator perception: Choice of 4-5 DB topics to be made for each month slot (at the 
start of a section) 
 
The big challenge to satisfy this voice of students is to decide which DB topics amongst 
the standard set of 8-9 topics each month to be retained for future sections and which 
ones to be eliminated. The faculty facilitator for future sections may be different; 
therefore it was decided to leave this responsibility to individual professors to decide 
about the 4-5 topics to be made available during each month in their classes. This is 
especially suitable as the adjuncts used by this eUniversity are experts in their own 
right and are associated with renowned universities from across the globe.  
 
Student expectation 2:  Students should be discouraged from making huge number of 
worthless postings 
Educator perception: Discussion board rubric should include specific statements 
advising the students to make limited number of postings 
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In its endeavor to provide clear guidelines to students and faculty, this eUniversity has 
a rubric for discussion board activity. On a closer examination of the rubric, it was 
found that some statements in this rubric gave an indication to students to make more 
number of postings. In order to clarify on this, the professor included a specific note in 
this regard to emphasize on quality of postings rather than quantity (please see 
Appendix – B).   
 
Student expectation 3:  DB topics should encourage students to share their personal 
work experiences 
Educator perception: The statements of DB topics should indicate students to share 
their work experiences in their postings 
 
This is a relatively easy to implement requirement. Including statements in the DB 
topics can be done at the start of the class, while populating the DB with the relevant 
topics. 
 
Student expectation 4:  Professor should be more involved with discussions on the DB 
Educator perception 1: Appoint two professors for a section. One takes part in DB 
activity, the other grades assignments. 
Educator perception 2: Professor should be slightly relieved of other 
administrative/academic workload to focus more on discussions/ assignments 
 
As discussed earlier, the professor has to perform various roles in an online class. The 
time constraints faced by the faculty often result in lower participation in discussions 
on the DB. It is widely reported that tutors frequently spend more time online (and off-
line in preparation) than they would have spent tutoring the same course content in 
face-to-face situations (Romiszowski & Ravitz, 1997). According to a recent survey on 
online teachers, those surveyed generally have concerns about the use of the traditional 
approach of counting student contact hours for online teaching, because it does not 
adequately reflect the work that is required. There is generally a lack of systems in 
place to recognize adequately how and to what levels online teaching staff is working 
(NCVER, 2003).  
 
The Director – Pedagogy & Assessments (DPA) at this eUniversity proposed the 
educator perception 1, which seemed to fulfill this expectation of students. Though, it 
required a policy change and is difficult to implement in the near future. Educator 
perception 2 seemed more realistic and easy to implement. The problem here is that the 
academic/ administrative workload can be reduced for full-time faculty at this 
eUniversity, but there is no way to do the same for the adjuncts, who have their primary 
responsibilities with their core institutions.      
 
Student expectation 5:  Professor should give feedback on DB through video blogs also 
Educator perception: Reduce cycle time of creating a video blog and uploading it to 
access through the DB. 
Educator perception: File compression software like Impatica should be provided to 
the professor 
 
During 1999, the limitations of the technology did not allow the incorporation of 
enhancements such as video recordings (Palter, 1999), although Deakin University’s 
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initial experimentation with audio streaming proved to be more successful. Technology 
has improved many folds since then and at U21Global, video blogs are frequently used.   
 
Student expectation 6:  Professor should grade assignments & give feedback comments 
within one week 
Educator perception 1: Appoint two professors for a section. One takes part in DB 
activity, the other grades assignments. 
Educator perception 2: Professor should be slightly relieved of other 
administrative/academic workload to focus more on discussions/ assignments 
 
These are the same two educator perceptions as for Student expectation 4, which take 
care of Student expectation 6 as well. 
 
Student expectation 7:  Professor should schedule one real-time synchronous interactive 
session (like webinar) every month (to let students clarify any doubts) 
Educator perception 1: Provide authority to professors to send invites of Interwise 
sessions to students on their own 
Educator perception 2: Interwise session should be conducted at two different times to 
suit students from all over the world. 
 
The educator perception 2 above is in the light of the fact that the students in the MBA 
programme at this eUniversity are scattered all across the globe and for conducting 
such synchronous sessions, it is necessary to provide some flexibility to them in terms 
of timing. 
 
Student expectation 8:  Assignments should be case study-based involving more 
qualitative than quantitative analysis 
Educator perception 1: Identification of purely quantitative assignments to be replaced 
with case based assignment 
Educator perception 2: Searching for suitable cases from HBS/ ECCH etc. keeping the 
costs into view 
Educator perception 3: Exploring Open Book Open Web (OBOW) exam papers of 
previous batches for using as case based assignment 
 
The OBOW exam drafts at this eUniversity are quite different from usual case studies 
available with HBS or ECCH. These drafts include a context derived from a 
management problem from anywhere in the world and contain a task to be performed 
by the students with a guide to the task also provided. These drafts contain various 
photographs/ videos and hyperlinks to substantiate the context.   
 
Student expectation 9:  Services should get equal emphasis as manufacturing in this 
course 
Educator perception: Create more DB topics relating to services 
Educator perception: Include more examples of services in relation to various topics 
covered in the course 
 
Student expectation 10:  Super-clear instructions should be given about what the 
assignments are and how they differ from what's stated in the online materials 
Educator perception: Separate DB topics and assignments from the main courseware to 
avoid confusion 
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Educator perception: Students should be informed through an announcement to follow 
Assessment Overview document 
 
The DB topics and various assignment topics are currently a part of the main 
courseware. The adjuncts pick and choose only a few topics out of these and mention 
the selected topics in a separate document called “Assessment Overview”. Many 
students, especially who are new to the MBA programme, often face confusion related 
to rest of the DB topics/ assignments which they come across while reading the 
courseware. The process of separating these DB topics/ assignments from the main 
courseware to avoid this confusion has begun prior to this study, thus making this 
educator perception easier to implement.     
 
Student expectation 11:  Final Project should be converted to an individual assignment 
and reduced in scope to take care of individual workload 
Educator perception: Allow students to skip the company introduction and provide 
weblinks for the same in their report 
 
Student expectation 12:  Use of Skype/ Instant Messengers should be encouraged 
between team members in the Team Assignment (TA) 
Educator perception: Professor should encourage students to interact with him through 
Skype/ Yahoo Instant Messenger 
Educator perception: Professor should insist upon all teams to create and provide 
Skype/ Yahoo IM ID 
 
As team projects and collaboration are a popular component of online assignments, 
measures to enhance effective communication between students become one of the key 
contributors to student satisfaction (Perreault et al., 2002). Studies show that, while 
much effort is placed on developing communication strategies for student-instructor 
contact, there is generally a lack of communication strategies devised for peer 
interaction (NCVER, 2003). The above educator perceptions are based upon the view 
that unless the professor initiates interactions with students through these tools of 
communication, it is highly unlikely that these tools would be used by the students 
amongst themselves for interaction during TA. 
 
Student expectation 13:  Digital storytelling should be promoted in all courses as it 
improves presentation skills 
Educator perception: Digital storytelling format would be mandatory for TA in future 
sections 
 
It is important to provide a positive and comfortable environment to ensure that 
participants feel that they are participating in a network with other people rather than 
interacting with a machine. The tutor may adopt a friendly and informal tone in his/her 
introduction and postings (EDC, 2000). Arbaugh (2001) found that instructor classroom 
behaviors, called “immediacy behaviors”, are significantly associated with student 
learning and satisfaction in Web-based MBA courses. The “virtual immediacy 
behaviors” can be interpreted as the instructor’s use of personal examples, humor, and 
openness toward, and encouragement of, student ideas and discussion; and inviting 
students to seek feedback from the instructor and from one another. The emphasis on 
interaction increases student satisfaction with online teaching and learning.  
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At this eUniversity, digital storytelling is being used as a method for providing faculty 
introduction to students in multimedia format. In the class under this study, it was 
successfully used by students for TA and Final Project Assignments. Some highly 
motivated students even used this method for DB postings.  
   

 
 

Figure 3: Voices of students and educator perceptions in the matrix 
 
 Figure 3 shows the placement of educator perceptions in the matrix along with 
the voices of students (expectations). Any correlations between different educator 
views are found along with the level of relationship between student expectations and 
educator views. In this matrix, the data collected for importance of student expectations 
and current level of performance with respect to these expectations is amalgamated 
with the relationship data between student expectations and educator views. This helps 
in identifying the educator views expected to satisfy the student expectations more.  
 
 Figure 4 shows the bar diagram, in which longer bars indicate the educator 
perceptions that if implemented, would satisfy the student’s expectations more. The 
longest bars represent the educator perceptions – “Appoint two professors for a section. 
One takes part in DB activity, the other grades assignments.” and “Professor should be 
slightly relieved of other administrative/ academic workload to focus more on 
discussions/ assignments”. As shown in figure 4, the level of technical difficulty for 
appointing two professors for a course is quite high (9) compared to reducing the 
workload on the professor (5). The professor facilitating the section was relieved of the 
other workload by the DPA on his request. This made the professor available for more 
participation in the class. Similarly, other educator perceptions with longer bars are 
implemented. 
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Figure 4: Bar diagram in the matrix, with longer bars representing the educator perceptions 
likely to satisfy the student voices more. 
 
 Educator perceptions with shorter bars are neglected for implementation as 
these are less likely to result in any significant improvement in student satisfaction. For 
example, the educator perception with the shortest bar – “Allow students to skip the 
company intro and provide weblinks for the same in their report” is not implemented.  
 
 The educator view that professor should be relieved of other workloads has a 
moderate negative correlation with encouraging the students to make limited postings. 
This is so because when the professor has relatively more time, he can go through more 
postings of students. Nevertheless, the peer-to-peer learning amongst students is also 
improved by lesser number of postings by students. Therefore, both these educator 
perceptions are implemented despite having moderate negative correlation. 
 
 After implementation of the various educator perceptions, an online survey is 
conducted amongst students through personal interviews on Skype/Yahoo IM in the 
class after implementation of the selected educator views to find any increase in learner 
satisfaction with the performance of the course and the facilitator. The feedback of the 
students indicates a rise in satisfaction level with respect to most expectations of the 
learners resulting in exemplary learning experience in the course. 
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CONCLUSIONS, LIMITATIONS OF THE STUDY & FUTURE DIRECTIONS  
 
 This study has provided a means of incorporating the student’s expectations in 
the improvement of learning experience in an online course. This is possible only when 
the educator’s perceptions about high quality education are balanced with student 
expectations. There are certain limitations of the study. Firstly, this study has been 
undertaken only on a single online course of Operations Management. It is highly likely 
that if the same study is repeated on a course, which is more qualitative in nature, the 
student expectations and the corresponding educator perceptions may be entirely 
different. Similarly, the repetition of the same study on a highly quantitative subject 
like Data Analysis for Managers may have other implications. Nevertheless, it is certain 
that the approach adapted in this study would help in understanding the unique 
expectations of students in a course better and thus, identifying better educator 
perceptions to satisfy the same. 
 
 Even in the subject of Operations Management, it is likely that different batches 
of students may have different expectations, thus requiring different set of educator 
perceptions. The situation may be more complicated to understand if future classes of 
this subject are facilitated by different instructors. However, the possibility cannot be 
ruled out that if the same study is conduced on more classes of the same subject in the 
future, we may come across certain generic expectations of students and ways to satisfy 
them better. Therefore, similar studies are required to be conducted in some future 
batches of this subject for inching closer to the exemplary learning experience for the 
students in the online courses.  
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Appendix - A 
 
Personal Interview Questions 
 
I request your candid response to the questions I am about to pose to you now. 
 
Discussion Board 
 

1) Was the number of DB topics (4-5) per month sufficient in the OM course? 
 

2) Is it beneficial for learning to discourage the students to make huge number of 
postings for a DB topic? 

 
3) Will it be more conducive to learning if more DB topics are based upon case 

studies? 
 

4) Does the use of digital story-telling for assignments/ DB/ OBOW exam promote 
better learning? 

 
Professor 
 

5) Should the level of Professor’s involvement in the discussions on the DB be 
more than what you experienced so far in the course? 

 
6) Is it useful to have Professor’s feedback on DB through video blogs? 

 
7) Are the Professor’s comments on assignments sufficient for proper feedback on 

student performance? 
 
Textbook/ courseware 
 

8) Should IA be case based rather than numerical-problem based? 
 

9) Is the textbook used in the course student-friendly for understanding the 
concepts? 

 
10) Should the courseware be more aligned towards services rather than 

manufacturing?   
 

11) Any other suggestion for the improvement of the OM course/ facilitation? 
 
 
Many thanks for your time and frank views! These will certainly help in improving the 
course further. 
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Appendix – B 
 
Rubric for Assessing/Guiding Discussion Board Activity 

 
Analytical Rubric 

 
Criteria (90-100) 

Outstanding 
(70-89) 

Proficient 
(50-69) 

Acceptable 

(0-49) 
Below 

Expectations 

Critical  
Thinking 

• rich in 
content 

• full of 
thought, 
insight, and 
analysis 

• substantial 
information 

• thought, 
insight, and 
analysis has 
taken place 

• generally 
competent 

• information is 
thin and 
commonplace 

• rudimentary 
and superficial 

• no analysis or 
insight is 
displayed 

Relevance 

• very relevant 
to the 
discussion 

• connections 
to real-time 
situations 

• relevant to the 
discussion 

• connections to 
content 

• partially 
relevant 

• tangential 
points 

• vague 
generalities 

• largely 
irrelevant and 
off topic 

Uniqueness 

• novel ideas 
or 
perspectives 

• made with 
depth and 
detail 

• new ideas or 
connections 

• lack depth 
and/or detail 

• few ideas or 
connections 

• some 
repetitiveness  

• no new ideas 
• “I agree 

with …” 
statement 

• rehash or 
summarize 
other postings 

Timeliness 

• all required 
postings 

• early in 
discussion 

• throughout 
the 
discussion 

• all required 
postings 

• some not in 
time for others 
to read & 
respond 

• all required 
postings  

• most at the last 
minute without 
allowing for 
response time 

• some, or all, 
required 
postings 
missing 

Involvement 

• constructive 
and timely 
feedback on 
postings of 
others 

• supports 
fellow 
students 

• active 
continued 
participation 

• provides 
feedback on 
postings of 
others 

• visible  on 
discussion 
boards 

• responds to 
others, but not 
always 
constructively 

• occasional 
presence 

• rare or no 
appearance 
on discussion 
boards 

• “yes/no”  
statements 

Stylistics 

• few 
grammatical 
or stylistic 
errors 

• concise and 
to-the-point 

• several 
grammatical 
or stylistic errors 

• generally 
readable and 
succinct 

• obvious 
grammatical 
or stylistic errors 

• errors interfere 
with content 

• some 
repetition and 
verboseness 

 

• obvious 
grammatical 
or stylistic errors 

• makes 
understanding 
impossible 
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Note: In the “Involvement” criterion above, please avoid unnecessary postings, 
which do not add value to the discussion. You have to carefully contemplate if 
your posting would add a new perspective to the discussion. If not, please avoid 
such postings (these will not be deemed as active and sustained interactions with 
peers). On the contrary, such postings may result in lower grade. A good 
approach would be to make one main comprehensive posting for a DB topic (this 
should not be a response posting to others) and later, if you feel that your response 
to the postings of others would add a new dimension, you may make more postings. 
In any case, please avoid huge number of postings, keeping in view that in peer-to-
peer learning at U21G, it is equally important to read the postings of others, 
rather than just making your own postings. Overall less number of postings in the 
class would allow everybody to read all the postings and most of these postings 
would likely be good quality postings, resulting in a better learning experience. 
 
In the “Uniqueness” criterion above, please try to avoid repeating the points of the 
postings made by others earlier for a DB topic, in your postings. It is always better 
to be early on a DB topic. However, if you are late, you would have to think harder 
to come up with unique points.  
 
Useful references:  
http://shulman.ucsur.pitt.edu/doc/Rubrics/DiscussionRubric.pdf 
http://www.mtsu.edu/webctsupport/faculty/manual/WebCT_Discussion
Board_Tips-Pedagogy.pdf 
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