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Abstract- Many research studies have been conducted regarding different variables that affect the quality of e-learning. 
However, there are not many research studies that focus on the opinions of administrative staff regarding e-learning. From 
this point of view, this case study was carried out to examine the opinions of the administrative staff working in distance 
education centres. An online questionnaire was sent to those who worked in distance education centres in the different 
regions of Turkey. In this questionnaire, open-ended questions were posed in order to reveal the distance education centres’ 
profiles, the characteristics of the staff in the centres, the infrastructure facilities they use in the e-learning, the scope of the 
online courses, strategies for professional development of the academic staff, the problems faced in the e-learning and the 
suggestions for improving the quality of e-learning.  The responses were analysed through the content analysis method. The 
findings revealed different opinions from the perspective of the administrative staff. The problems in the e-learning process 
and the issues that administrators and instructional designers should pay attention to in order to solve these problems are also 
highlighted in this study. 
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I. INTRODUCTION 
 
Learners prefer distance education as it provides 
many opportunities for everyone. The reason for this 
preference for individuals who have family 
responsibilities and busy work life is the notion of 
time and place being removed from the educational 
context. In addition, the fact that all the facilities 
provided by the Internet are the source of this 
learning method, offers convenience in terms of 
accessibility and richness in terms of material 
diversity (Kalelioğlu, Atan & Çetin, 2016). However, 
in order for this educational model to be successful, 
many things must be considered in order to use these 
facilities for the purpose. Therefore, some success 
factors are necessary for any distance education 
organization to achieve its mission.  
Success factors give an idea to the organizations 
about the effective combination of pedagogies, 
technologies and the management of resources 
(Cheawjindakarn,  
Suwannatthachote, & Theeraroungchaisri, 2012). 
There are many research papers on success factors in 
distance education and some of these factors are 
shared in the following table. 
 

Table 1: Success Factors in Distance Education 

 

 

 
 
Among these factors, technological factors, teachers’ 
characteristics, students’ characteristics, and 
institutional management were the most emphasized 
factors. Many research studies have been conducted 
regarding these factors that affect the quality of the e-
learning. It is a matter of curiosity that the views on 
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e-learning of institutional management are an 
important success factor. However, there are not 
many research studies that focus on the opinions of 
administrative staff regarding e-learning. From this 
point of view, this case study was carried out to 
examine the opinions of the administrative staff 
working in distance education centres. An online 
questionnaire was sent to those working in distance 
education centres in the different regions of Turkey. 
In this questionnaire, open-ended questions were 
posed in order to reveal the distance education 
centres’ profiles, the characteristics of the staff in the 
centres, the infrastructure facilities they use in the e-
learning, the scope of the online courses, strategies 
for professional development of the academic staff, 
the problems faced in the e-learning process and 
suggestions for improving the quality of e-learning.   
 
II. METHOD 
 
This research was designed as a case study. The 
participants of the study were the academic staff of 
the eight distance education centres. Out of the eight, 
five were distance education centre administration 
personnel connected to public universities, while 
three were distance education centre administration 
staff connected to private universities. Out of the 
eight, six were male and two were female.  The 
average of the age of the participants was 37 years 
and range was between 26 and 55 years. When 
academic titles were examined, three were associate 
professors, one was an assistant professor, two were 
doctors, and two were research assistants. 
 
When the positions of the participants in the distance 
education centres were examined, three were 
managers, two were assistant principals, two were 
instructional designers, and one was a system 
administrator. In addition to these positions, three of 
them had administrative responsibilities and served as 
department chairpersons. When the fields of expertise 
were examined, only one had computer science 
expertise, while the others had expertise in 
educational technology. 
A questionnaire consisting of open-ended questions 
was sent online to the distance education 
administrators. Content analysis was applied to the 
data gathered from the open-ended questions. Each 
answer was read more than once, coded, and a 
frequency table was created for some questions. The 
emerging themes were identified, and lastly, 
harmonisation of the codes and themes was 
undertaken.  
 
III. RESULTS 
 
3.1. The structure of the distance learning centres 
A number of demographic questions were asked to 
the participants to identify the distance education 
centres. Table 2 indicates when they started distance 

education in the university. The opening years of the 
centres varied between 2005 and 2014. 

 
Table 2: Opening of the Distance Education Centres 

 
3.2. Organization scheme and roles of personnel  
The participants were asked who have been working 
in the distance education centre management, and the 
roles of these personnel were questioned. The number 
of staff varied between 4 and 27. In some centres, 
academic staff also performed administrative duties. 
Those who responded included: administrators, 
assistant managers, technical support personnel, 
content development specialists, measurement 
evaluation experts, a video editing officer, an 
administrative officer, a secretary, a system 
administrator and student assistants. 
3.3. Systems used in distance education centre 
When the systems used by distance education centres 
were examined, they said that five used Moodle, one 
used Blackboard, one used academic LMS, and one 
used SAUPORT. The following responses were 
received when asked why they were using them: 
 Being professional;  
 Having good features;  
 Having social learning opportunities; 
 Professional technical support of commercial 
applications; 
 It's free; 
 Being adaptable and editable; 
 Meeting the needs;  
 Previous successful experiences; 
 Being open source; 
 Module addition and development 
flexibility. 
As virtual classroom management software, four 
stated that they used Adobe Connect, one used 
OpenMeeting, one used Blackboard Collaborate, one 
used Anymeeting, and one used Perculus. The 
following responses were received when they were 
asked why they were using them: 
 The fact that it is in the LMS; makes 
integrated system work easier; 
 Management and accessibility are easy; 
 Not having technical problems; 
 Being user friendly on acceptable level; 
 The interface is easy and having recording 
video option; 
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 Getting technical support; 
 Having being tested for crowded groups;  
 It is reliable and flexible; 
 The technical problem is minimal. 
 
3.4. Number of students in the distance 
education programmes 
 
The numbers of students studying in distance 
education and those who have graduated from 
distance education programmes are presented below. 
It is seen that the number of students is low because 
some centres are newly opened. Moreover, there are 
no graduates from these distance education centres.  
 

Table 1: Numbers of students in distance education 

 
 

3.5. Programmes in the distance education 
centres 
 
When the programmes offered to the students as 
distance education were examined, it was seen that 
common courses (Turkish, History and English) were 
offered in the distance education, certificate 
programmes, associate degree programmes, and 
undergraduate completion programmes. In addition, a 
master's degree programmes with thesis and non-
thesis were also available. 
 
3.6. The learning objects and teaching 
materials offered to students 
 
The participants were also asked about the objects 
and teaching materials for students. According to 
these answers, the most preferred learning objects and 
teaching materials were: video files (6); additional 
resources, such as external documents, links, library 
resources, articles, etc. (6); synchronous lessons (5); 

discussion activities, such as blogs, forum discussion 
lists, forums; messages (5), materials with multimedia 
(5); projects (3) and lecture notes (1). 
 
When the approaches used for evaluating the students 
were examined, it was seen that most of the 
examinations (7), assignments (3) and satisfaction 
surveys (1) were carried out in turn. 
 
3.7. Faculty development 
 
It was asked whether or not training was given for 
teaching staff that will teach in distance education. In 
this question, two centre managers said no and others 
said yes. That is, faculty members take an in-service 
training course before the distance learning. The 
training topics they include are listed below: 
 
 Orientation programmes for distance 
education is applied at the beginning of the semester 
(5); 
 Use of technical programs such as LMS, 
virtual meeting tools (4); 
 Use of different teaching methods in 
distance education (2); 
 Materials design and content production (2); 
 Integration of technology into education (1). 
 
3.8. Difficulties in the distance education centres 
The problems experienced in distance education are 
listed below. The problems we identified included: 
administrative problems, problems with students and, 
most importantly, problems with academic and 
administrative staff. 
 
Difficulties regarding staff  
 Faculty members show resistance to distance 
learning (2); 
 Wrong judgments about distance education 
(2); 
 There is not enough time to prepare the 
course content (2).  
 Faculty members do not know what distance 
education is (2); 
 Inexperienced technical and administrative 
staff (2).  
 They do not believe in the success of 
distance education (1); 
 Due to lack of staff, academic staff does 
administrative work (1). 
 
Difficulties regarding students 
 The low interest of the students in following 
the lessons (2); 
 Students do not follow announcements in 
general (1). 
 
Administrative difficulties 
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 No additional funding for course content 
development (2); 
 Continuous need for high-quality content 
production (1); 
 Having technological problems (1). 
 
3.9. Suggestions for quality in distance education 
The most suggestions were made for managerial 
sense and suggestions for the instructor. The 
suggestions are listed below: 
 
Suggestions for staff  
 Experienced and sufficient numbers of 
administrative staff are required (5);  
 Faculty development and orientation training 
is very important (2); 
 It is useful to focus on different types of 
activities in order to enrich the distance education 
courses; 
 Distance education programs should be 
supported by face-to-face and virtual education 
activities. 
 
Suggestions for administration 
 National standards for distance education 
must be established (2); 
 Distance education centres need to test their 
infrastructure (servers, virtual classrooms, 
bandwidths, equipment, databases, etc.) and develop 
them if needed; 
 I find it beneficial to increase the technical 
support services for students to live with problems 
with the system; 
 Academic personnel should not be used in 
administrative positions; 
 The number of programmes and quotas must 
be proportional to the number of staff; 
 A unit, such as a student affairs or student 
support unit should exist and students will be guided 
from enrolment to graduation; 
 Lower and upper limits of the budgets of the 
distance education and the salaries for the employees 
should be determined; 
 Independent institutions need to monitor 
these centres; 
 Appropriations for distance education must 
be increased.  
 
CONCLUSION 
 
In experienced distance education centres, many staff 
works in different jobs, while in newly opened 
centres there is staff that does a lot of other work at 
the same time. In order to increase quality, it is 
necessary to employ personnel according to their 
specialization areas. While the technical possibilities 
are changing, open source software is preferred as 
LMS, and commercial software is preferred as virtual 
classroom management. It is extremely important to 

choose software and hardware with better technical 
features that meets the needs of the students. 
The number of students who are studying and 
graduating varies according to the distance education 
start date of the university; the variety of programmes 
offered and distance education experience of the 
university. Looking at the programmes offered, it is 
seen that there are many options that vary from one 
course to more comprehensive programmes. Except 
for the Ph.D. programmes, many programmes at 
different levels have been given from a distance. The 
most preferred learning objects and teaching 
materials were: video files, additional resources, 
synchronous lessons, discussion activities, materials 
with multimedia, projects and lecture notes. For 
evaluating the students’ performance, exams, 
assignments and surveys were preferred. 
For the faculty development, most of them expressed 
that they were providing in-service training covering 
the topics of: pedagogical strategies, the use of 
technology in distance education, and the use of 
technical programs as an orientation programme for 
distance education. Sae-Khow (2014) emphasized 
that the academic staff who will give the courses 
through e-learning should have the necessary 
knowledge and skills in e-learning. So, those who are 
not ready for e-learning need to take a preparatory 
training.  
The problems faced in the distance education process 
were administrative problems, problems with students 
and, most importantly, problems with academic and 
administrative staff, respectively. Beaudoin, Kurtz 
and Eden (2009) emphasized that there should be a 
better learning environment, more interaction and 
feedback, the use of advanced technology, better 
course management, clear guidelines, technical 
training and support for successful e-learning. 
Therefore, to fix the instructor-related problems, the 
instructors who coordinate the e-learning process 
need to pay attention to the above-mentioned factors 
and develop themselves in this regard. 
The problems identified were: administrative 
problems, problems with students, and, most 
importantly, problems with academic and 
administrative staff. In order to increase the quality 
from a management perspective, it has emerged that 
distance education standards, budget, technical 
facilities, technical support, administrative personnel 
should be considered. From the other perspective, it 
has been suggested that pedagogical and the technical 
personal development of instructors should be 
sufficient and methods, activities and materials for 
distance education should also be differentiated. 
These results are similar to the study of Kalelioğlu, 
Atan and Çetin (2016) as they reported that to 
improve the quality of e-courses, instructors should 
focus on creating instructional material, solving 
technical problems and improving the qualifications 
of instructors. Therefore, in parallel with the 
advancement in the technological world, instructors 
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should keep themselves up-to-date according to e-
competencies as defined for instructors and continue 
searching to make this process easier for both 
instructors and learners to become more effective and 
efficient (Gülbahar, & Kalelioğlu, 2015). As a last 
word, it is important that the results of this study will 
give an idea to managers, instructors and other staff at 
the distance education centres. They must pay 
attention to the situations that are outlined above, 
assess the success factors that are related to their 
centres and take the necessary precautions in order to 
achieve their mission. 
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