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Structure of the thesis
The thesis is divided into three major parts. Part 1 presents the introduction, a broad

overview and the objectives of the two case studies, their common settings anddhle ove
findings of this research. It begins with a debate of the existing literature agapihe

research followed by an explanation of the established framework for measuringyusabil
The methodology, limitations, findings and conclusion of case study 1 is described in part 2
of this thesis. While case study 2 is discussed in part 3, and finally the last chép¢er of
thesis discusses the contribution of this research to the literature and is@pifagtunities

for future research.
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Abstract

Demand for innovative and accessible Western education throughoutassggnificantly
improved the use of online teaching and support tools. Previous resaati®s of online
education have focussed primarily on full online and distance educatioasamchronous
tools for fostering communication. Few studies have explored blendethtgatrategies in
an education environment using synchronous tools to support ongoing communication

amongst students from South East Asia facilitated by their offshore subjexticator.

This qualitative studyexplores South East Asian students’ attitudes and perceptions to the
usability of online synchronous communication and to determine the sufcassh a tool
in fostering communication and supporting group interaction. The study c@®@rigroup
of 40 computer science students for Case Study 1 and a class 2@estfdents for the

second case study undertaking the same subject have agreed to participateeartie res

The triangulation method adopted for the two field studies has eb&blthat there are
interrelationships amongst the three usability constructs in thextooft this study. The
usability constructs refer to the perceived ease of use, peticasefulness and attitudes

toward participation.

A combination of questionnaires, focus groups and observation techniques lewve be
conducted; and the results show that students’ perception and attitedefuanced by the
multiple and interrelated facets of the online group communication: htmaanto-
technology interaction, the humémhuman communication, and the capability of the initial
studies have elicited the importance of motivation along with coonedtability as
significant influences on students’ attitudes toward participatiorhe first case study
identified the large group size, the fast speed of the mespage=si, and the instability of

the technology as key difficulties.

A revised methodology was applied to the second case sllmlyed a more stable
environment for evaluating students’ perceptions. A number of underlyiegralating
group characteristics and individual attributes including technologyhanthn factors that

influence student usability and participation are discussed and presented in Cage Study



Contrary to the stereotype that Asian students are passive stfidenta South East Asian
background in both case studies have been highly interactive during ithee @rdt sessions.
Evidence from the observations and questionnaire feedback showed tpattialpants
contributed to the discussion and were heavily engaged with theHatesessions. The
majority of participants indicated that they value the opportuniiytésact with the offshore
lecturer, and to receive timely feedback to their queries.

According to student perceptions, the findings from the various datectoti methods
have shown that the medium being easy to use, a less confrontingffoormmunication as
well as useful for enhancing communication and learning objectivesmnm©n themes
across the two case studies include suggestions for greatity elad quality of the
messages posted; and ttie pace of the message flow should not inhibit a student’s ability
to participate in the open dialog. The lack of visual cues meanadhaovement on the
screen can lead to participants concurrently posting messagesall$ifr the need to find
a balance between too much activity and no activity, which could funtmgrove the

quality of participation.

Overall evidence from this research suggests that the dhteraamongst the students is
highly positive. The studies indicate that there is great patdioti students from South
East Asia to use synchronous chat, under this particular blend ofntpgatai actively
participate and engage in their learning. This research prosidgsod foundation for
further studies to evaluate and improve on the delivery of synchronoing @obls for

communication and interaction.



PART |

Chapter 1 INTRODUCTION and BACKGROUND

Since the introduction of the World Wide Web and the Internet commuoncaiols, the
number of online courses has proliferated in Australia and theRP¥sidic region. The quest
for degrees from Western Universities combined with the aldistudy locally has become
popular and continually growing, not only in Malaysia but across SouthASast(Ziguras,
2001a). It has resulted in significant advances in designing innovatehimg models
including online tools that aim to take student learning and engagement to new levels.

The Asian economic crisis in 1997 has further magnified the demand, wtbuthere has
been an 80% dropped in visas issued to Malaysian students going abingdcidid in

Sohail and Saeed, 2003), Academic institutions and the corporate sik&@rallooking at
this form of delivery as opportunities for future learning. This typeollaboration is not
limited to partnership arrangements, offshore campuses, distancmdeand franchising
arrangement education it also involves implementing flexible and inmevabls to foster

students community and social presence.

The success of full distance education with little or no-fadace interaction has been
subjected to many debates and deficiencies as it neglects ik diowension (Spitzer,
1998). Online learning has said to not be accommodating for individaatsihg styles, it
presents a challenge for students to stay motivated whilerigasnitheir own (Shan, 2003).
The quality and inadequate opportunities for collaborative learning ardinguin social
competencies have been questioned. It has been acknowledged in réssaetdarning
complements traditional fage-face learning but not replace it (Development and Learning

in Organizations, 2003).

Ziguras (2001phas interviewed several Malaysian higher education acadamicseports
that some of their programmes have still maintained traditi@eatd-face teaching in the
curriculum. This strategy is mainly tied in with students’ efgq@ns, students and

particularly the younger Malaysian graduate students are nefuctavork independently,



and expect close supervision and direction from teaching staff. Stuterhselves
suggested that they prefer locally-available ( as opposed to remote) teaching Stadhd
students have a preference for traditional taekce learning. Similarly, school
administrators together reported that students value the lodaies@nd academic support,
and have no desire for courses without such support, even though there masnbee
increasing use of online asynchronous interaction, (Ziguras, 2001a).

Under such circumstances, blended learning approaches appear veryngpaiéaling
each component, namely integrating fa@éace and online learning environment together
(Foreshew, 2002) to be executed, the strength otemiaique complements the weakness
of the other. However, it is important to establish the suitakledbthat serves the learners
needs without jeopardizing the effectiveness and financial spendisg,cdhni be very
challenging, as it is not simply a matter of course delivary teaining (Development and

Learning in Organizations, 2003b).

The blended model has been adopted in this transnational program, sucloerderaices
in which the degree is award by the offshore university at ardiif locality where the
learners are based (UNESCO & Council of Europe, 2008)s research project is planned
and delivered under team teaching environment between the leaturte ioffshore
(Australian) university in collaboration with the local tutor in thevate college. The
offshore (Australian) lecturer provides one week of intensive-tiaf&ce lectures on site,
while the local tutor managing and supports the classroom sessionkefaemaining
semester. Having continued access to the offshore (Australibjgcs lecturer has been
perceived as beneficial given that the core responsibility afubgect lies with the offshore
university academic. Fuller and McFarlane (2002) model has beemanated into the
settings of the study. The model is characterized by utiliziey stynchronous online
delivery to supplement the current feoeface mode of teaching, allowing ongoing contact
between the offshore lecturer and the local students.

The setting enables the offshore Australian lecturer to rentenptimary source of
information for the subject, and stay in tune with the needs of thenssudérough

observing student interaction. This concept requires the offshonereledb assume



responsibility as the facilitator while students’ activelytiograte and publicly contribute
their understanding to the discussion topics. This is inevitablyrelffeo some of the
literature on Asian learning tradition as Asian students have pemreived as passive
observers attributed to their class room cultures and educationaleexpes (Chester and
Gwynne, 1998; Ballard and Clanchy, 1997).

This research has investigated simple technologies and instrictesgn to facilitate the
interactions between students and their offshore (Australian) éectlirexplores perceived
usability of the online chat sessions in supporting students and peactiote as well as
students’ and lecturer interaction, through employing iterative mlesigA revised
methodology has been applied to Case Study 2 which enables an improvedreest for

evaluating students’ perceptions.

Variables that encourage and discourage participation are explanegl with how the
research contributes to future studies of blended transnational leammuadyving
synchronous online chat. Findings of the research recommend that tlesssutcahe
planning and delivery of online synchronous chat is dependent on human to technology
interaction as well as the sociability amongst the participahte study has established that

the perceived ease of use, perceive usefulness, and satisfactiomedsuring usability

towards synchronous online communication are interrelated.

An overview of the findings of the study demonstrates that studehits the benefits of the
online communication for timely feedback and feel that it is atively comfortable
environment to voice their opinions. Participants in both case studiesling those who
are typically less vocal in the classroom setting contributideé discussion and they value

the opportunity to interact with the offshore lecturer.

The findings ofCaseStudy 1 indicate that participant’'s main concern has been around the
fast speed of posted messages inside the online chat room. Badadem esponses it
relates to the large group size and the instability of the teagmol The learning from this
initial case study has been used in planning for Case Study 2. Taeethe issues
identified in Case Study 1, the group size has been reduced by one nHirthe

technological environment for interaction has been further stabilized.



In the second case study, students report that online chat sessioredaweell received
with many indicated their interest to continue this mode of learniinigas also been shown

that participants will clarify and challenge comments posted during online ssairse

Based on students perceptions, the medium is relatively easy tmdssome participants
note the fast pace of incoherent conversations scrolling down thenspresented
challenges to follow and make a productive contribution. This in tura In@gative impact
on the quality of discussion. It is difficult to anticipate theeleof interactivity of online

chat sessions without prior knowledge of the group dynamics. Thereesdato manage
and work out an appropriate amount of activity within the chat rooms dbncluded that
the majority of participants are highly engaged with the medwriadilitate group dialog

and for interaction with the offshore lecturer.



Chapter 2 LITERATURE REVIEW

2.1 Introduction
This chapter provides an overview of the literature conducted inatba of online

discussion, it specifically explasethe use of synchronous communication tool to foster
participant’s learning and discusses effectiveness of toolseatitptassess and measure
usability.

2.2 Background

Participant interaction has always been known as an important commdrieatning, and
since the explosion of the Internet and World Wide Web, online interdttisrbeen the
central focus of many research studies. Current researchKkmesnvéedged the potential of
online chat dialog for encouraging educational learning (Harasim, 198@phyl and
Collins, 1997). The demand to obtain undergraduate qualifications from rWeste
Universities along with the benefit of being able to study forcthese locally in their own
city has been continually growing not only in Malaysia but acrossh3Ieast Asia (Ziguras,
2001a). This has resulted in advanced developments in a range of ealtheng and
supporting tools including blended learning models to improve student leamaicgmes.
While technology is a tool that need to be appropriately applied vitteircontext of use,
and “Culture is the ultimately context of use” (Day, 1999). Joo (199®)efurecognized
culture has influence on the way Internet is adopted in the classHmaever, there has
been relatively little documented research describing Asianciparits’ perception and

their reaction to synchronous conferences.

Undoubtedly, there is increasing demand for academics to researblaandreater clarity
of students’ views and plan comprehensive assessment mechanismeg.aré also held
responsible for managing the assessment process and are expetiae tspecialist
knowledge to guide student educational learning (Boud, 1995).

Online chat is considered relatively new, much of the resear¢thhéisabeen conducted

covers aspects of usability associated with online discussion gumipg asynchronous



forum such as bulletin board (Mock, 2001). Little literature has been fountoan
synchronous interaction is used to support group interaction Preece (2001).

Generally, the literature tend to evaluate user attitudes ameppen in relation to the
effectiveness, deficiencies and satisfaction of the online dhatr érom a technical aspect,
or to explore the possible determinants and measures of usabilitgabirgnous chat used
for group discussion. User perceptions and attitudes are usuallynexifrom the context
of customer support in a commercial environment or within an educatonsxt. In an

educational context, it is primarily set in a “full online learfirgnvironment aim to

improve teaching pedagogy as opposed to blended learning, where onlines crat

additional supplement to learner classroom learning.

The appropriateness of the technology that has been applied to mealiateg associated
with tasks is therefore important to ensure the design and tleensysll facilitate outcomes

that are both valued and perceived by academics and participants to be worthy oftthe effor

Currently, researchers specializing in usability studies reeegthat no two online
environments are identical (Preece, 2001). Hence, acknowledgingehatique aspects of
each community is considered important in order to develop stratag@ssuccessful
determinants to assess whether the context could be improved upon insfutlies. She
recommends a range of measunes evaluate and improve the success of online
communities. More specifically, she suggests that the keyumssa®f sociability and
usability need to incorporate a descriptive approach to reseamguiation of data and
painting the respondéstviewpoint to the many facets of online synchronous medium in a

selection of studies.

The determinants used for each study is dependent on the settinly @s thve selection of
tools to guide the desired outcomes. Preece (2001) identifies ihabitonger adequate to
design studies only in terms of usability, there is a need to uaddrebw technology can
support interactivity amongst the users.



International Standard Organization (ISO 9243 and Technology Acceptance Model
(TAM ) are designed to equip researchers to measure usabidyds information systems.
These tools can be used to complement with one another as ISO igeneral, while
TAM has a greater emphasis on user perceptions. A limitatidnbeith of these models is
that very minimal references are made to user group collamo@tid engagement amongst

themselves.

Those that have been conducted are experimental studies, and due emadiffein the
context of the studies, generalization of results and findings mited. However, it
provides the ground work and foundation for other research to build on and mracsudin
work as is the case with this research. Hence, qualitativeoagprto usability and
sociability enables deep threads of discussion to occur to understarniduabdand group

behaviour which otherwise is not explored (Preece, 2001).

Intensive research has been conducted on teaching Asian studentaditianat setting;
this is unlike this research which has been applied to online envirorooeriitined with
faceto-face contact. Those studies that include administering online chahunication
identify mixed results, some are generally positive while sthete the disadvantages of
such communication medium (Downes, 1998). Overall, no strong conclusitenei
could be drawn. Few studies have included a strong presence of Aglants as a key
study group. Most studies found have Asian students making up a proportibe of t
diversity of the study group in a distance synchronous chat (Law&ater, 2002; Balazs,
2002; Bernath and Rubin, 2001).

There has been mixed reviews of how Asians students interact aatiedaksetting, the
stereotype that Asian students are passive and more subtle int#r@iction has been noted
in some studies. However, it has been argued that they are nivepassynchronous
learning, on the contrary some research studies show that Asiantstade involved in
vibrant interactivity and are quick witted in debating the issu@ssynchronous learning.
To date, no research of this kind has been found that involve studygaentscsolely from a

South East Asia background consisting mainly of Malaysian students.



Little research has focused on evaluating the success of onlineuwroiies using online
chat across South East Asian cultures particularly one that teams dmopted under a
transnational environment where students have-ttat@ce contact and it is further
supplemented with the online dialog with their offshore lecturer.

2.3 Features of Online Chat Software

Internet Relay Chat (IRC) is a communication tool that enablemeontex-based,
synchronous communication (refer to as online chat in this study). I&Cbe defined as
groupware when a group of individuals use IRC to facilitate commiiprigacooperation,
coordination (Brinck, 1998), or to share assignments or goals, then IR®@erdsfined a
groupware (Ellis et al., 1991). This technology is also being esfers Computer Mediated
Communication (CMC) when two or more persameract with one another mediated by
the computer (Wikipedia, 2006).

Messages in synchronous media are spontaneous, typically interwdkesthveir discussion
threads (Klemm, 1998). There is no organization, order or structure ftotv of messages
posted; the posted messages are in the order in which theytarthes central server when

the user presses the enter key (Smith et al., 2000).

A major shortcoming of texbased communication is the lack of metemmunication, such
as visual cues and other sounds to support the exchange of informatione-to-feece

situations, gestures and tone of voice convey meaning, allowingipemts to judge
reactions and determine whether words are understood. Hence themskioderstanding

is higher when the communication is purely #eased (Balazs, 2002).

User perceptions of the usability in online communities refer iows aspects which cover
dialog and social interaction support, as well as information designaacess. These
relationships can be measured in terms of the speed of learningrnpante, user
satisfaction, knowledge retention, and error rate. The commentakducational sectors

are fast to realize the concrete values in reference tontimediacy of synchronous chat.
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The impact of such features on group communication will be discusskdaith under each
of the subsections below.

2.4  Experiences with Online Chat in Educational Settings

This section of the literature review concentrates on useralbperception and attitudes in
relation to online chat with a particular focus within an educatisatiing, it details the

valuable features, deficiencies and benefits of this communication medium.

Online chat has been examined widely in the research arena forb@mahyears, it is not
until more recently that the impact, success and the effedtioffarm of synchronous
communication is explored in greater depth (Mosher, 2003). At preseatithsetill an

apparent gap in the research relating to the social interactiomgst the users via the

Human Communication Interface.

The limited research has been documented in relation to adtitudke perceptions of the
online chat within the educational sector usually involve suggesfimm experience
researchers from similar field, early initiation, or pilot sasdiThese studies are primarily
focused on “full online education” as opposed to blended learning, as found inrwWojna
(2002), Mercer and Davie (2002); Wang and Newlin (2Gm02); and Motteram (2001).
Apart from Wojnar (2002) other authors adopt both synchronous and asynchronousrtools f
communication. Their findings have been generally positive; theyomlgt reveal some
common findings but also their own unique view and recommendations to enhance

Computer Mediated Communication (CMC) using synchronous chat.

Participants value synchronous communication, and have found it to be artedhef
medium for participation which enhance users social presence and sdgpentdearning
(Mercer and Davie, 2002). However, users have encountered techoiglainms that limit

their ability to further increase participation levels.
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Participants in Motteram (2001) have also experienced frustratibntiva instability of the
tools. Similarly, Motteram (2001) has found that synchronous CMC rediedsolation
that exist in full distance learning. This has been achieved thrbuiiding groups of
communities enabling individuals to gradually feel settled and caoabierin voicing their

ideas once they have familiarized themselves with each other.

On another perspective, Wojnar (2002) research study on pedagogical slegigs that

synchronous communication may be more valuable than as previousiigeetorted, and
acknowledge that quality of participation is not automatic, it needset build into the
course and the lecturer has taken responsibility to guide and coachtstude deeper
learning. Higher level of thinking has been revealed in her studgnfile of the chat

session note that online learning allow participants extra time to think and learn.

Wang and Newlin (2001) state that most online courses could benefitttisntype of
timely communication technology permitting greater understanding #ardycof the
information gathered through asynchronous communication. It also ceeatesse of
belonging to their learning community, and values the instructor' ®parsontact with the
students. Again learners experience comfort inside the refaameinymous text medium,
it encourages those participants who have lowedétfacy, who will not typically be vocal
in a traditional setting, to participate more actively invalyi discussion, this brings about a
sense of belonging though participants are geographically apart (8vahfjlewlin, 2001;
Wang and Newlin, 2002).

The authors highlight in their papers that those who have not pasditipatide the chat
tend to earn low grades in the class. This suggests a lidalyonship between students
online chat involvement and student performance (Wang and Newlin, 2002)c chibe
room has been rated the highest among a range of other online comiminazzs (2001).
It also confirms that those who are members in the online groulkelseto have higher

final grades than those who syualone.
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Limited research used online chat as an additional tool to supplelassitoom learning as
in the case of Mock (2001), or under a transnational study setting. n&temal settings
involve close collaboration between two culturally different and ggabgcally separate
institutions, such as in Balazs (2002). Few studies have been conducted umgtire of

both blended learning setting and under a transnational institution, one aif hds been
LawrenceSlater’s (2002) research.

In LawrenceSlater’s (2002) pilot study, the hybrid model has minimal-taeace contact,
where the lecturer conducts an initial lecture and atemiuh tutorial faceo-face. The
remaining sessions and contact are mediated with online communitadien The chat
sessions simulated as online tutorials, which is conducted in additi@syt@hronous
discussion. The patrticipants are students of local and internatiarkgrbands consisting

of Singaporean working adults and Australians. However, in his discusisefeedback
refer to textbased communication tool as a whole and is not specific to synchronous chat
Therefore, it does not highlight the values and deficiencies of symobs online
discussion; given that the two tools have some significant diifesein features. While in
Balazs’ (2002) initial study, virtual seminars are administeved synchronous and
asynchronous tesiased communication and integrated into the course structure. This
medium aims to complement the little faoeface classroom delivery of the course as
opposed to this research which includes f#@emce classroom delivery. However, it
appears the students place more emphasis in the use of the asynctisnmsson, and are

unclear to what extent synchronous medium should be used.

Mock (2001) also has online tools to supplement classtoasad instruction; besides online
chat, other communication tools were utilized including Online Bulletyard, instant
messaging, and email, where online chat is used for dialog sekS$@y ido not wish to
physically attend the institution.

LawrenceSlater (2002), Balaz$2002) and Mock (2001) have all recommended in the
context of their studies, that without additional motivation, studguasticipation is very

minimal, even though it has been acknowledged in other literaturehétahas the ability to
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encourage group participation (Karayan and Crowe cited in Mock, 2001).deBeéeption

of the tasks and the environment does not provide sufficient details akether the
participants themselves have their own faEéace meeting. Recognizing that the values
of the online interaction are influenced by the instructional desigthenchnology, many

of the literature touclvriefly on the issues of environment. One obvious example, is that
description does not clearly describe whether the participarthai their facdo-face

meeting with one another.

All three authors note that students have positive attitudes in regards to the omdilse
despite some difficulties encountered. Lawre8taer's (2002) study highlight that
difficulties associated with tetased, group communication, and with a lack of additional
motivation students tend to place ckassed work at higher priority. In support, Mock
(2001) further clarify that there are no studdntstudents’ interaction occurring inside
chat, few who have the motivation to attend, merely to interaetttyirwith the instructor.
However in Mock’s case, the chat session could have been over shdnpMetineeting,
another form of online chat with additional features. Netmeetisg lahs the ability to
notify the users that chat has been initiated and messagedi@edaegardlessfavhether

the other participant@re online or not. Under these circumstances, Mock’'s (2001)

participants highly value the Netmeeting being interactively engaging.

These studies highlight the importance of course design and managemfadlitate
satisfaction and the success of online learning required activeigsion from both
students and the instructor. Participants in LawrSlater's (2002) study indicate that they
value more control and lecturer moderation inside the chat sessiohawhenceSlater
(2002) and Balazs (2002) delivery of online chat both studies arguetubants are very
engaging. Mock (2001) observe the potential disadvantages of the oyticleraous
discussion is the tendency of student’s reliance on the instructoovarsolutions, and
participants spent less time seeking and exploring their own solatr@h§indings. Balazs
(2002) also acknowledge that without exact guidance, students are noti@wen in
seeking solutions or asking questions, when the instructor has not audtigpnatiovided

solutions, instead they tdeft out and frustrated.
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Downes (2002) through his extensive academic experiences in using gmgteonous
mediated communication, provides his reflective view on synchronousinga The
researcher illustrates the negative perspectives of theumgdiamely barriers associated
with the technologies, the process involved in user participation, ancahgent of

interaction, which will be discussed intensively later on in the literaturewevi

As noted in Andrews and Haworth (2001); Dolen and Ruyter (2002), sevegedreck
studies have been conducted under commercial @edvece context. Staff are responsible
for monitoring such studies, they observe that the experience insidddaheoom is far
more complex than human communication with the system, as Hioshaiman interaction
is just as important, and it plays a key part in influencing usarsfaction. They identified
various factors influencing users’ satisfaction, which will bewksed later under section
2.9 MeasuringJsability of Online Chat.

Overall, Andrews and Haworth (2001) has identify that chat sessienth@agotential for
social interaction and personalizing shopping experience, and enhance rEsSEIsSItO
customer service giving an overall positive experience. Heukates that operational
problems that interfered with the services are due to tectdesan, sociability design and
web performance, where access been a concern. However, according to users in study
by Dolen and Ruyter (2002) note that their moderated chat is welkipedcin an
experimental laboratory test setting. They believe it ig gasise, useful and fun, and also
establish that group size has an impact on the satisfactionirdtudénce the amount of
activities inside the chat session. Its research is diffecempared to Andrews and
Haworth (2001) in that the subjects in Dolen and Rutyer’'s researclistcofsusiness
students, who could be more tolerant than those participants from Ananeidaworth’s

(2001) live test on experienced Internet users

A usability research studied by Ekermans and Hartslief (2003) pravifiest step to
investigate usability of an online interaction using a computerateztisystem. Taking a

closer examination of this study by Ekermans and Hartslief (2003)esearchers’ aim to
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explore usability based on participant attitudes towards video confagena NetMeeting,
which is another form of synchronous chat medium with additional visdalThe study
group consists of 35 South Africans working students, and is conducted loratday
environment with an observer where the technology of Intranet foaimpus and Internet
for off campus was simulated. Although there is insufficient infdion regarding the
delivery design, both subject and objective assessment resaéd aevacceptable usability
level for participants with little difficulties completing thtasks and has enhanced

information sharing.

Given it has been acknowledged that the usability and satisfactiorey much dependent
on the context of use (Jokela et al., 2003; Bevan et al., 1991), these assibeso provide
a good foundation, a body of knowledge and framework for which could be applied to

subsequent research including case studies in this research.

The results from these studies have been generally positives pheticipants enjoy the
online participation even though they encounter a variety of diffesulthat will be

discussed in the upcoming sections.

Clearly the technology use to support student communication and irderatibuld not
detract from the main aim of learning. Learners must be alitets on the content and the
interactions within of the chat session. In some cases, studentgevhevato this form of
communication must familiarize themselves with the technologylewhiaving an
understanding of the course content discussed. Hence, the technology shaulgbeeta
barrier to student learning, be easy to operate and user friendlystaf not all individuals
(Schrum and Hong, 2002).

Studies on of the online chat experience in education, in particulaorfliie learning,
embraced the principles of online interaction to foster student mgaamd its immediacy,
this in turn enhance users social presence (Motteram, 2001;MercBragied 2002; Wang
and Newlin,2001). Researchers indicate some valuable features,dsfigiencies, and
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some conflicting views of using chat software to promote partioippand the impact of the

underlying supporting technology.

Recognizing that different cultures have different values andeptoa, therefore the
usability of the system depends upon the context of use. The liteletdréo include a mix
of participants from diverse cultural backgrounds in which Asianggaaitits are a subset of
the overall group. No literature found to date examines the blendadh@aodel in which
almost all the participants are from South East Asian backgrouratadgting with the
offshore lecturer located geographically apart in Australia.this regard, it makes this
research unique and furthermore it contributes knowledge to currerdralesgaps.
Research generally investigate a small sample of panitipgerception and their
experiences of online learning in a board context, without discussing thdyingléactors
affecting their perceptions and perceived values and deficienfcggmchronous online chat.

Hence it is not clear how relevant individual perceptions areimparison to the overall

group.

2.5 The Positive Perception and the Value Of Online Chat in Practice
One of the most recognised benefits of online chat is its atalipyomote participation and

provide an engaging experience for participants, in particular thbeeww not normally
participate in a traditional classroom setting (Mock, 2001; Lawr&Stater, 2002; Balazs,
2002). Many educators acknowledge the importance of student interactiengagement

in the learning process (Balazs, 2002; Klemm, 1998). Furthermore tearegure review
surrounding synchronous chat strongly supports the notion that the immediacy foim

of communication has strong merit in engaging students and maintair@mgattention
(Wang and Newlin, 2001 Generally, it has been conveyed as a comfortable learning
environment for student discussion Department of Education and ski)ls Miady chat
forums are also readily available and at no cost, with only lcasiputer literacy required

to operate the system.

The nature of texbased communication, as in a synchronous online chat medium, provides

a level of anonymity that “allowed students the freedom to exprkeasthey might not in a
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faceto-face setting” (Palloand Pratt, 2001; Mock, 2001). Passive participants readily open
up to partake in the discussion, as it is less intimidating. Apam being “free of socio
cultural bias”, Kearsley (2000and some of Balazs (2002) participants, suggests such
interactions concentrate on the contexther than being influenced by external factors such
as appearance, language skill, speech difficulties, and unease kihggaagoublic, which

may interfere with active participation in the traditional environment.

Hence, students who are more introverted, lessceaicious and typically timigh a face
to-face learning environment, are more likely to feel comfortabté lze actively involved
with the online chat. This helps to create a lively and open ati@nawithout the need to
deal with facial and body cues of their instructors and peero{Rall Pratt, 2001). Pallof
and Pratt (2001), and Balazs, (2002); have found that students with aresereed
personality are seen as more extroverted, more vocal and yagbadicipating in the
discussion. Similar findings are found in Wang and Newlin 2001, who repgbeedhat is
particularly helpful to shy but “enthusiastic” students, helping theeopen up to share their
views. Karayan and Crowe (1997) in Mock (2001) identify that the goabntihe
discussion is to facilitate group discussion allowing more equaitiicipation amongst the
participants, at the same time promote classroom community anchatfon sharing. Text
based communication allow these students to enjoy the benefit of téntpaeflect and
provide a more well thought out response prior to sending the postedhjegessawell as a

fair opportunity to participate in the discussion (Balazs, 2002

Despite conflicting views regarding the value of Computer MediaCommunication
(CMCQ) in the literature, Garrison (1990) argues that CMC is hightcessful precisely due
to its very nature. The entire dialogue could be reviewed astagg, while ideas and issues
could be worked on and refined before messages are posted. It enabdessato archive
the discussion to follow up or check on any part which may have been ognfM&rcer
and Davie, 2002).
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Having the time to think about a message before it is posted niegnmore dominant
participants are not in a position to interfere when more timid stsigxpress themselves in
online chat. This process enables the majority of, if not everyrdtudéth a fair chance to

be involved in the chat discussion (Balazs, 2002). The timeliness bfleds not have the
same real time effect of the fat®face discussion, students can view their text messages
before determining to post to the public. Hence, it is not surprisimgte that online text
based communication stimulates more “reflection, focus and understandfnghe
discussion taking place, as well as providing “increased opportufatiesalogue” with the
lecturer and the study group even in instances where it is p#re aircampus learning

programme (Bunker and Ellis in Ho, 2002).

The ability to question and receive immediate feedback incredmedearners’ social
presence and sense of belonging to the learning environment (MotB&@i), This serves
to motivate student participation and encourage positive student pemsepd remain

engage and personally connected with other students (Wang and Newlin, 2001).

Furthermore, the timeliness of communication in synchronous chat prajestunities
for questions, responses, and follow up queries, to be addressed and follovin.thibug
maximizes the chances of achieving an appropriate level of shiadedstanding and enable
participants to feel associated with the (offshore Australiasdructor (Mosher, 2003
Mulder, Swaak and Kessels (2002) in Ekermans and Hartslief). Asiaethis, Dolen and
Ruyter’s study (2002) expressed that a valuable feature of online dismyssion is that it
allows the sharing of information, even across cultural and intenatiboundaries
(LawrenceSlater, 2002). It is highly receive as an innovative way ariniag (Dolen and
Ruyter, 2002). As a result, interaction is often been cited as aelkspn for the use of

synchronous chat in online learning (Downes 2002).
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2.6 Chat as Compared to Asynchronous Learning
For all individuals, online learning aims to empower students to shomg mitiative and

play an active role in their learning and in this process theuaist act as a facilitator
(Pallof and Pratt, 2001).

Research continues to emerge regarding the ability and usefaihessious modes of
interaction to champion best practice in online education. Hermn§rith et al., 2000)
believes that the key benefits of synchronous online chat over asynchrdmaius the
immediate response time for brainstorming of ideas and uncleasisse more likely to be
resolved on the spot. Mercer and Davie’'s (2002) work also suggestsyinchronous
communication facilitates an environment for participants to shamange of views,
challenges, and reduce anxieties creating a fun and relaxing enuntpnwvhéch forms part
of the chat experience. It also aims to facilitate an ineceasmmitment to learning for

participants.

Although, it is obvious that chat media is useful for building commuanitg increasing
student presence for online learning (Mosher, 2003, Mercer and Davie, 2003, aid
Newlin, 2002), it has been argued that it might not be viable for i aigptussion (Horton,
2000; Motteram, 2001). Downes (2002) comments that from his experieaceaeademic
that the communication inside the chat may be merely presentorgnation rather than the
actual interaction or discussion over the issues. Interactionsicde refers to the process
between participants or a group of users posting messages onlisyingvthem and
responding with return posts occurring several times. In contrastefdm (2001) indicates
that in depth academic discussion is possible in a synchronous envirgmonaded the
activity is well managed. In supporting this view, Preece (2@0dles that academic
discussions have greater depth compared with other scenarios syiiesms support
communities. The breadth and depth of the discussion varies dependingcontéh and

environment.

Other evidence in the existing research claims that qualitiisotission and cognitive level

of thinking is not a natural process; preparation needs to be captuheddourse structure.
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Factors, including instructional design, has a large influence on thHéygof online
synchronous discussion (Mercer and Davie, 2002; Wojnar, 2002). In Wojnar's study
(2002), the discussion questions are intentionally designed at a mdengimg cognitive

level. The result shows a higher level of thinking and reflectiotiné printed synchronous
chat material. In the research undertaken by Mercer and Da@@2); a more
constructivisiearning environment is created, utilizing synchronous online chateshend

to debate and clarify issues and reach consensus.

There is a requirement for well thought out and tested stratiegezssure online chat meets
the need of the learners; this includes the instructor’'s abditfatilitate the chat well
through timely responses to queries and confidence in providing acoesptses (Wang
and Newlin, 2002).

Wang and Newlin’s (2001) and Motteram (2001) comprehensive research weliubased
learning includes the use of various components such as asynchronousptmstimg,
email, web pages, and online chat. Chat rooms are being rated mgphlpmoting
successful learning by the cyber students but unlike asynchronous contronnitas
limited for instigating indepth discussion.

Synchronous tools are more effective at promoting interactimityngst students to enhance
learning potential while asynchronous tools are more suited to dealimghe academic
aspects of the course. The value of synchronous tools lies in enstblilets to elaborate
and consider their viewpoints in relation to other different persmecti Students have a
prominent role that move beyond being merely passive recipientdasimiation to being
actively dynamic participants engaged in communication. Under tbiesemstances,
participants are able to reflect and competencies providing pedabgganning and

effective management (Motteram, 2001).

2.7 The Negative Perceptions And The Deficiencies Of Using Chat Software For

Group Interaction
A key shortfall with texdbased communication is the absence of verbal cues, there is no way

of knowing whether words are being understood and keeping a check of ugemsea
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(Balazs, 2002; Carroll, 2002). To minimize the risk of misunderstandirgyhelpful to set
ground rules prior to the beginning of the session in reference to inappedpnguage and
behavior (Carroll, 2002).

Ironically, there has been substantial research, which demongtiatesvhile the most
standard online chat software does offer benefits such as-bated medium and almost
real time conversation, it also suffers some deficienciesrtfiaénce chat efficiency. These
deficiencies can be grouped into two core areas. Firstly, tlserdnei difficulty of
differentiating speakers, and secondly the lack of interaction cantr@tandard chat
software lacks the ability to administrate interrupsioorchestrate turn taking, convey
comprehension and resolve floor conflicts. (Motteram, 2001; Vronay €f98I9; Smith et

al., 2000). Participants in Lawren8tater’s (2002) study suggests more controls is needed

and for the offshore lecturer to improve the management inside the chat room.

Chat efficiency may be hampered either by the lack of an obvious identifier fosusaras

the use of nicknames (Vronay et al., 1999) or the manner in which each message and
identifier are presented may make it difficult to associate the name svgbst(Smith et

al., 2000). It could be argued that a main weakness with the spontaneous nature of chat is
that it allows users to consttunessages simultaneously and there is no a need to wait in
turn. In contrast, other researchers see this as being a desirable feature chanline

(Mercer and Davie, 2002; Wang and Newlin, 2001; Smith et al., 2000) allowing freedom to
express with less interference as discussed under previous section. Thelsfare, it
challenge for academics to strike a balance in drawing on the most positive asylect
improving learning outcomes of online chat while minimizing the undesirable fedture

users of this medium.

Standard chat software lackisible indicators to convey the progress of a user’s turn such

as whether the user is typing a response, or the user is in the process of absorbingithe poste
message. It also lacked the ability to control interruptions, as there are no mechani

place to manage turn taking, either in asking or responding to a message. Shortéelays ar

experienced while messages are being transmitted, suggest that usersldeyato send
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through additional post or may eventually modify their initial query. The number of
individual turns each user has during a session is not visible to all. Similaréyjsmer
control or formal structure over whose turn it is to respond, reply or ask questions (Garci
Smith et al., 2000).

As with faceto-face discussion, synchronous messaging may also encounter “flaming”
behavior such as rude, aggressive and impulsive messages (Handel and Herbsled, 2002).
Users generally do not have an opportunity to relay comprehension, any conflict can be

frustrating and may not be easily resolved in a short space of time (Smith et al., 2000)

These shortcomings often lead to misinterpretation when users experience possilalg t
with the system or silence in a conversation. As a result, the individuals carihan w
conversation without necessarily waiting for a response causing incoherensetinver
flow as well as affecting the readability of messages (Vronay et al., 1948; Sral.,
2000).

Extroverts thrive on needing feedback quickly on ideas; hence thesaliadsvfind any
online environment, which does not address this element annoying. Herm®ed as no
surprise when Pallodnd Pratt (2001) noted that extroverts, as opposed to introverts, might
find it more demanding to use tdxased communication compared to verbal and social

interactivity.

Often it is not clear whether specific comments are beingtditeto all users as a broad
comment or being address to a particular user for their resporisanafively, it may be
difficult to identify which question a written response is addressiran often busy online
session (Vronay et al.,, 1999; Smith et al., 2000). These factors dat a&fld to the

frustration extroverts’ experience.

The rationale that explains the difficulties experienced is tmatcentral server arrange
posted messages in the order in which the messages arrive, hgmasses the enter key.

Consequently, messages do not generally flow on in a systemati¢ lutlare intertwined
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and can be hard to follow. Smith et al. (2000) describes the end ladfiegt confusing,

characterized by a disorganized chain of short messages wigh @drtion of chat used to
clarify confusion. Furthermore, users could be easily distractedvaffldd by the amount
of activities, this creates a continuous flood of messagesisgralbwn the screen. The
history of the chat recording can easily be lost when the coneersktw moves to a new
page (Vronay, 1999). It is difficult to scroll back to revisit theat history during a live

session, whilst the user could be doing this, the conversation hagpsigcessed (Vronay
et al., 1999; Smith et al., 2000).

Thus, users find it practically difficult to follow the conversatif they are not attentive or
are being interfered at any stage during the entire chatosessin fact, sometimes
participants will give up their turns when they perceived somelsgeehas beaten them in
posting the message and changed the direction of conversation tofp@ (@& mith et al.,
2000).

Users could also be insecure in knowing that their remarks argtiannform and could be

kept as a permanent record by all as oppose to conversations being verbal (Motteram, 2001).

From a different perspective to Balazs (2002), other authors, leebaeSlater (2002)
studied a class consisting of a mix of cultural groups from Aiestesdd Singapore. He
suggedst that language proficiency skill in particular written commumicatcan interfere
with participation. Students with a lower level of language pefy find it difficult to
discuss complex issues. They are said to be less likely toipaitei with online discussion
(Bernath and Rubbin, 2001). Online messages are purely reliant osbasext
communication, which could be misinterpreted since there is a lagisudl cues such as
eye contact and body gestures as noted in Wang and Newlin (2001). Despitbey also
find individuals with language barriers who are motivated and entiigsiare readily
prepare to participate as the medium is particularly helpfuhtial tand interested students

to open up to, and share their views.
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A participant in Motteram’s (2001) study note that thorough explanationneiaglways be
clear and could potentially be ignored. It acknowledge some studehtsnfemmfortable
guestioning basic concepts, as they fear that it may be a pubbatiodi of their level of
understanding or ability to cope, yet their fear has been outweighat cmild be
demonstrated that students has gone beyond surface chat discussion aiddoave

critically involved in the debate.

Users have claimed the difficulties in communicating under a gremyronment.
(LawrenceSlater, 2002). Synchronous chat is typically delivered in a fastggagenment,
it is evident that online chat disadvantaged those with slowergygkills as well as those
who need sufficient time to reflect before constructing theipaese. A couple of
participants in Motteram (2001) note that by the time students leitfestyping skills post
their message they may find that numerous messages hawdy ahezn posted, making
theirs out of place. Slow typists may abandon their turns. Howsetlegr researchers
recognize that synchronous chat media is not solely about acquirintgpiiag skills, more
importantly it requires users to be quick witted and respond on thesspedl&keeping up to
pace with the discussion (Department of EducationSkill$, nd). Klemm (1998) explains
that this is not an easy process; it demands much effort.thierisfore vital for students to
remain focused and in full concentration to prevent themselves fisimgl track of the

context of the conversation.

It has been observed in Mock’s (2001) research that a potential disaglyaf synchronous
chat is that some students are likely to take the easy optioeeking the instructor for
solutions to their questions. These students are likely to ask theciosfor answers rather
than spending time and effort to explore the solutions on their own or antbemgeers.
They merely present ideas and information (Downes, 2002) rather tlcaissiigy the topic,

essentially this compromises the purpose of promoting interaction and learning.
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Consistent with the literature, Downes (2002) an academic who use® afiat for
teaching, describes through his own experience, that online chat ioteraatl the content
is delivered fast, slower learners are placed in a vulnepdd#ion by not being able to
keep with the conversation flow and could easily be lost in the proBeascipation and
discussion demand mental efforts as noted by Klemm (1998) is not anatatpnocess
(Balazs, 2002). Without additional guidance and incentives, participaatsetatively

reluctant to participate voluntarily (Lawren&ater, 2002; Mock, 2001).

Downes (2002) comment that interested and engaging participantssarpdtient during

less productive instances of the chat event. On the other hand, otlugpgds are agitated
during less productive times of the synchronous chat. It is not uncomhioonline chat

can create a competitive atmosphere or be seen as a raspdod to the floor immediately
after someone convey their point across. This may hamper the gofaibhe messages
posted (Smith et al., 2000).

A range of variables come to play around the issue of student behamubtheir likelihood

of participating with texbased discussion. Students’ positive perception and satisfaction
with synchronous online media are critical to the success of theeooburse. Their
perception and behavior can drive a range of motives. A lack adipation or refusing to

try online chat media for instance as described in research carddaha@al impact on the

overall learning experience for the entire class (Pallof and Pratt, 2001).

2.8 Supporting Technology Issues With Network Connection And Transfer

Rates
One of the key factors affecting students’ satisfaction witterdburses is technical design

(Bolliger and Martindale, 2004). Clearly the technology used to suppoderst
communication and interaction should not detract from the main ainawfiig. Learners
must be able to focus on the content and the interactions within theedsadn. In some
cases, students who are new to this form of communication are tedaif@amiliarize

themselves with the technology in the same online chat sessiohjdn thie course content
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is discussed. Hence, the technology should not impose a barrier to $adeinig, be easy
to operate and user friendly to most if not all individuals (Schrum and Hong, 2002).

Educational institutions are continuously aiming for higher standardshi@nee technology
and equipment enabling communication lines to be faster and furtheasactee rate of
transfer. Many of the tetased messaging services systems rarely work well imited i
trial and their reliabilities vary; some systems mightwotk well due to firewall problems
others might require special connection to ensure quality of thderambke rate of transfer
with Internet connections remains a common problem (Downes 2002) andpitdvas to
be a difficult barrier to overcome, thus is likely to interfesth the delivery of any live chat
session (Pallofand Pratt, 2001). Mosher (2003) describes the experiencgher®’s
nothing frustrating than trying to learn when your screen doesn't replicatguackly as

you’'d like or when the audio gedelayed or broken because of a slow Internet connettion

The benefits of incorporating the latest gadgets and technology d@pedrao outweigh
the desirability of faster Internet access. Mercer andeD@002) highlight that problems
associated with technology at any point in time during the timefremmwhich the online
chat is to occur could have substantial impact on effective ipatian and collaboration. It
could potentially limit the level of involvement and engagemeniviadt could be highly
interactive environment. This is a delicate issue to addsesslme chat such as IRC does
not have the ability to capture the messages as in asynchronousumicatian if
participants are not logged into the chat room.

2.9 Usability of Chat Software For Group Work

Having an understanding of user interest and the need to engage rthemlinie
communication is crucial. Equally important is determining the passibtlerlying values
and difficulties experienced by users of computer mediated chatrdap gnteraction. It
helps to ascertain whether the needs of specific groups can deechaft or whether a one
size fits all approach is appropriate and manageable (Herbsleb et al., 2002).

This section is devoted to the challenges being presented and debatectlation to the

usability of the chat software for group work. It begins by explotiegdifferent definition
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of usability and the different approaches of measuring usabilitys [€ads to a discussion
of why usability is a significant aspect of the chat softvargetermining humato-human
interaction and human to technology interactivity. This is follonabgresentation of the
key determinants of perceptions and satisfaction for group discussibrhati@ been

reported in the literature.

Understanding users’ acceptance or rejection of the informatiorensybs been a
challenging area for researchers (Doll et eited in Money and Turner, 2004).
Traditionally, the term usability is broadly defined as the edsese and acceptability of a
product; more specifically Foraker Design (2€I05) articulates it as “the quality of a
system that is made easy to learn, easy to use, easy tolemeerror tolerant and

subjectively pleasing”.

291 1S09241-11 Intemational Standard Organization  defintion
Generally, usability can be described as a measure of thdivefess, efficiency, and

satisfaction as specified in ISO 9241: “The extent to which a produce can be used by
specified users to achieve specified goals with effectiveeéfisency and satisfaction in a
specific context of use” (Bevaat al., 1991). This definition is primary for measuring
information system, and International Standard Organization (IS@jiloed them as three
distinct aspects (Frokjaer, Hertzum and Hornbaek., 2000).

It is appropriate to employ Frokjaer, Hertzum and Hornbaek (2000) explarthése three
aspects are effectiveness, efficiency and satisfaction.

» Effectiveness is referred to as “the completeness and agcwitit which users
achieved certain goalshe outcomes of user’s interaction with the system.”

» Efficiency being the product of users’ ability to achieving themalg through
resources utilized or work rate.

* Whilst satisfaction is defined as the users’ comfort zone andiveosttitudes

towards the use of the system.
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It further recommended that usability tests for complex taskommpater system should
include these three measures. In selecting these constreetiés fior the need to consider
the domain and context of use to reveal measures that arel @iitarelevant for the
particular context. Mitsuginks Co., Ltd. (2005) proposes that “engagement or fun” may
be more appropriate attribute to consider rather than efficiencyn vdeveloping a

computerbased training package.

The 1SO924111 theoretical definitions on effectiveness, efficiency and aatish are very
broad allowing it to apply to a variety of product oriented systdorsjnstance what is
meant by efficiency in one context may not apply to another systel®ed the term has a
different meaning to different people depending on the purposes and the corgerpe
that it is being used (Bevan et al., 1991). This broad definition perpotad researchers
in the field, and there are ongoing debates on the relationship antwesgsthree constructs
(Frokjaer, Hertzum and Hornbaek, 2000).

Not only are these constructs difficult to directly observe éBest al., 1991; Gutwin and
Greenberg, 1999) it is influenced by many other variables, not linigedhdividual
characteristics (Bevan et al., 199The context of use within the system domain covers the
tasks, the people, and the interacting technology that constitute thendspegifics. (
Frokjaer, Hertzum and Hornbaek, 2000). Hence, in selecting the measigesucial to
take into account the application domain and the context of use to ttewegdpropriate and

critical measures that are suitable for the environment.

In addition, according to Foraker Design (2€005) the usability of groupware are
required to be more efficient compared with single user sys@snghe pace of the
conversation influence the interaction speed of the application. Groaimyatems are
designed to facilitate group communication, cooperation, coordination groupswoikas

chat room applications where participants communicate with one awotlespecific topic,

elicit possible and alternatives ideas, offering a diversityopinions to the issues.
Therefore, it could only be successful if a majority of users chimogse the technology. It

can also be defined as “compubarsed systems that support groups of people engaged in a
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common task(or goal) and that provide an interface to a shared environmenlis €El
al.,1991)

Groups could be supported in informal chat and be highly interactiveegshave the
opportunity to interact with all users in a geographically separanvironment (Herbsleb et
al., 2002).

The software application reliability and efficiency becemmwre critical in order to support
a groupware system, which relies on all, or a majority of the greeip to accept both the
efficiency and the use of the system. (Brinck,1998). In this respest,important to
understand the users’ attitudes and perceptions to use the innovatiem gpr group

interaction.

29.2 Technology Acceptance Model (TAM).
A well accepted model known for evaluating perception and attitudéee i echnology

acceptance model (TAM). Unlike 1ISO 9241 to a certain extent, TAM is well known by
usability researchers for its reliability and validity inakating various information
systems. Consistent with ISO 9241, TAM also consists of three primary constructs,
these are:

Perceived usefulnegPU) is defined as “the degree to which a person believesishng a

particular system will enhance his or her job performar(@avis 1989).

Perceived ease of u$PEOU): “the degree to which a person believes that using a particular
system will be free from effort”, (Davis 1989), that is ffemm physical and mental effort.
Perceived usefulness is also subjective to EOU with othesréactmain equal (Davis and
Venkatesh, 1996).

User attitudess defined as users’ desirability of using the system (MsthiePeacock and
Chin., 2001) or simply user satisfaction. An understanding of what is nianiser
satisfaction is also discussed in Goodhue and Straub’s work (in &vdr®ay, 1997)it
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represents the degree to which a “user’s perceived personal reatistheir ability to
perform a task” is satisfactorily met by the system.

While both PEOU and PU also influence users’ attitudes toward tisingystem, there is
also an indirect influence of PEOU on the perceived usefulnessicfireyous online chat
as illustrated in the original TAM model, as shown in Figure 2.Ais Bssentially means
that the easier it is to operate the system, the more ldtetlents Wl communicate with
one another, hence the more they learn from the information exchangegtinet factors

remain equal.

See print copy for figure 2.A

Past information system research confirm that users behefshair attitudes towards new
IT systems play an important role in determining their likelihoodatiopt or use the
technology (Davis, 1993). This is also supported by a series of works teddoy
researchers such as Xia and Lee (2000) who argued that useysaiteeh using the

technology if they intend to do so. They found that user beliefs andppenseare the key
determinants of behavior.

The TAM theory, originated and is modified from the mod&heory of Reasoned Action
(TRA) (Fishbein and Ajzen, 1975, in Malhotra and Galletta, 1999), it has dreated to
link external variables, user acceptance and actual use of technol@ywork setting.
External variables relate to system design characteristaiaing, computer sekfficacy,

users being involved in the design process, and the implementationspirdaesnced their

perceived usefulness and perceived ease of use. The perceivddessedind PEOU in turn

31


dbev
Text Box




See print copy for figure 2.A


influence users’ attitudetowards the technology, subsequently affecting the intention to

use.

The difference is that TRA is used to explain a broader rangehalvineal intention based
on belief and attitudes of individual and of others (Money and Turner, 20Q4Matdly, the
user will learn to possess particular behavioral charactsrigtid perceptions as it is likely
to result to a positive outcom€gmpeau and Higgins 1995). The classic TAMailored to

investigating user behavior in the context of information technology acceptance.

Subsequently, Venkatesimd Davis(2000), identify that some users utiezhe new medium
independent of their attitudéowards the new product. it also independent to the fact that
the product may provide productivity enhancement and the technology itbazse In the

light of this, the attitude construct has been removed from the ThiMecognizing TAM’s
shortfall, interestingly, a number of researchers thereaftecattinue to use the original
model of TAM; such as Mathieson, Peacock and Chin. (2001); Malhotra anettaGal
(1999); Dolen and Ruyter (20p2 These researchers have found strong relationship
between, either one or both of the perceived perceptions and the attiludesluating user
perceptios and attitudes, it is logical to analyse the desirability ofstrstem using the three

primary constructs of TAM namely PEOU, PU and User Attitudes.

According to researchers, TAM is widely recognised as a leadodgl utilised to assess,
predict and explain user acceptance and utilisation of upcoming technoleggluate high

risk investments in information technology (Davis, 1993), Davis and Venkatesh (1996).

A limitation of TAM is that not all variables which impact oroduct assessment has not
been extensively investigated (Malhotra and Galletta, 1999), butrtpeieal research has

supported that the key constructs to consider are perceived usefndessrceived ease of
use (Davis and Venkatesh, 1996).
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293 Similariies Between 1ISO 9241 and TAM
As ISO 924111 is particularly broad, it is therefore not surprising that tivesables fit

well with the key constructs in TAM that has been used to detemusereperception toward
accepting the information system. Compare to ISO 9241TAM provides greater

emphasis on user perception and attitudes towards participation and using the system.

The three key TAM constructs that resembles the three 1ISOBRztihstructs (in Bevan et

al., 1991), has been applied to this research are:

. Usefulness which resembles closely to the effectivenessQnoEBit11, in
that it covers the outcomes of the interaction;

. Ease of use which resembles efficiency in that it denotes tlvegs leading
to the outcomes; and

. User attitudes, this is closely related to satisfaction @9IR2411, as it refers
to the positive attitudes toward using the system, which are mciakeby the
previous two constructs, that is a fail system could lead to uabésir
outcomes.

At a deeper level, TAM further elaborates and identifies teecition between the

constructs.

TAM has had its validity tested on using questionnaire approach @archsmainly on
software application (Davis and Venkatesh, 1996). A weakness wilfAtfileand the 1ISO
92411 models are its limited ability in measuring hustahuman interaction component as
required in an interactive chat system to be used for group dscud3avis et afin
Malhotra and Galletta 1999identifies that TAM does not account for social influence in
the adoption of the technology, nor does it evaluate users acceptabiityg at the overall
perception without the specific details. Hence it is not suficier iterative design
purposes, which is required to assist improvement of future resgesan (Xia and Lee,
2000).

The two theories provide a sound framework for the two case studitssi research

evaluating users’ perception and attitudes toward participatingeinrsgnchronous group
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discussion using the online chat software. Unlike other informatidgarsgswhich tends to
concentrate on human to system interaction, this research vallpéd€e emphasis on

humanto-human interaction.

Again, there is a very limited TAM research that has beenegpia online chat. One of the
few studies that have been found in Dolen and Ruyter (2002) research,h@sNdeen
applied to synchronous chat. In this context, usefulness refers to tbeneatof the usage;
this could be information and {osocial value. While, EOU relates to the outcomes that
has been achieved through using the services (Childer et al., 2001en &ul Ruyter,
2002), it is concerned with information and social values (Dolen and IR@@@2). Dolen
and Ruyter (2002) experimental research has been conducted inside totgparaler a
commercial context using Internet Relay Chat (IRC) to suppsdrédces and enhance
consumer and consumer interaction. In this case the participantsdciviti an advisor on
financial investment fund. It is instrumental for groups to accegtuse the system in the
context of online communication as they need to work in collabortdiameract with one
another (Brinck,1998). In the light of this, researchers note that at the group lexthl

ease of use and usefulness are significantly related to satisfaction.

It has also been articulated that the favourable perception obkase is possibly affected
by the design of the software and members inside the chat room vphanikdetupported one

another.

294 Measuring Usability Pertainingto ~ Online Chat

Usability measures for online chat varies according to the coatektdomain of use. A
narrow selection of usability measures for system evaluatgk umreliable conclusions
drawn and the overall usability is compromised. It is thereforeghwimvestigating the
literature to find out what has been documented on the determinantasuragespecifically

related to online groupware or community.

The literature documents that there is no one accepted definitiorppr@heh to usability
(Bevan et at 1991). Since there are difficulties in the aliditgirectly measure usability,
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more recently, researchers seek to explore the possible indirastiras of usability, which
places more emphasis on users’ attitudes and satisfaction nset@suagious factors that are
found in the context of study. Although the determinants for satisfaat®ralso yet to
define in the context of online synchronous chat, but it is an importantrucingir the

success of online tools (Dolen and Ruyter, 2002).

In theory each element of groupware may require different seaethods and can be
approached in a variety of ways to determine its usabilityaritiee measured froproduct
oriented viewsuch as the ergonomic attributes of the producframn useroriented view
such as mental effort and usemdtitudes such as ease of use and acceptability, or from
guality of use measure, and internal state of users. Nevegthttlegse is a consensus that
the term usability tends to focus on thser's viewpoint as illustrate by the researchers
below. Besides TAM, only takes in account general user perceptionatt#andes, while
other researchers note users attitudes can be elicited frédnmelemeent of usability. How

this could be applied in the context of online chat is illustrated.

In applying the concept of usability to the groupware, Gutwin and Green{i8§9),
recommends focusing on indirect measures of collaboration; on the prdauptotess or

on user satisfaction:

Product measuresonsider the outcome of the tasks in terms of product qualityaend
essentially concerned with task work oriented in groupware usabitigye task outcomes
are evaluated. It is assumed that the ease of use with thmsydl impact on the group’s

success in finishing the group’s task. (Olson et al., in Gutwin and Greenberg, 1999).

Process measure@oncentrates on the team aspects of groupware usability, inehds tin
behavioural or verbal activity during a session and are linked taieéfeess or efficiency.

Video and audio tools or by observation are often utilized to measure processes.

Satisfaction measurds based on both teamwork and task work, in conjunction with the
user’s perceptions and attitudes regarding the collaboration prolteskes into account
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the users’ subjective experiences with the groupware systenheindriews are generally

attained through questionnaires and interviews.

A shortfall with product measures in problawmlving tasks, however, is that users are able
to “work around” a range of difficulties; as a result, product measare only responsive to
significant changes in the communication set(ignk et al., 1996). Consequently, many
studies of product measures report no differences in outcomes (Andérabnaogted in
Gutwin and Greenburg, 1999

The determinants of satisfaction with moderate group have yet tefireed (Dolen and
Ruyter, 2002). Several attempts to define student satisfactieh Hag been particularly
difficult in regards to the quality of online teaching and thatiearcould be influenced by
three important factors, namely, satisfaction with the delimeggium, the productivity and
the quality of the course. Zhao (2003) suggests that student satsfavels with online

communication are directed by course quality standards, instructioracime and

collaboration amongst the group of users, and supporting services.

Satisfaction and preference measures are primarily used inrgatiohi with other measures
or with observational techniques to determine how participants feel abbodtict and
process issues (Olson et al. cited in Gutwin and Greenburg, 1999). Itmgpdhese
aspects of groupware usability make groupware systems a muchsupmeor and a user
friendly product (Preece, 2001Yhis also fits well with the parameters of ISO 91124and
TAM definitions.

More specifically, the usability of an online chat medium to suppai interaction is
complex as it involves many facets of Human Computer Interadd@i)y it is not only
influenced by human to technology interaction (the supporting technologytsgsibet also
by Humanto-human interaction (the social aspects). When dealing with syslesign, the
literature (Preece, 2001; Andrews and Haworth, 2001; Foraker De&022005)
recognize the need to understand and design for social interaction given sharstriong

relationship between the two aspects.
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It can be seen that a positive and successful learning envirooomgnit to enable users to
read, comprehend, discuss and share ideas and information to encounegestadint

participation. The feeling of being engaged is linked with uservatain levels, learning

and understanding of class material (Knight et al., nd) Userstoestdy engaged in chat
communication for the extent the system to work successfully under these cirmesasta

Having said that, factors that has been noted to have impact ameho#l of online course
included the relationship between technology employed, instructors and Assuscessful
and well planned course need to consider a balance amongst the #redatet variables:
the user and the technology, the instructor and user connection alongpevititeraction

amongst the participants (Schrum and Hong, 2002).

Both Andrews and Haworth (2001) and Preece (2001), who are experienced muthisrs
area, feels that there is a need to differentiate sociabilityusability to evaluate the success
of online community. Preece, J. (2001) notes that “Sociability is closklted to usability
and could be thought of as a new genre of usability, it also has signifiEmences.”
Sociability is described as how individuals interact amongst thenssaltiésing a
supporting technologwyhereas usability is primarily involved with how users interact with
the technology (Preece 2001).

She further articulated some of the important facets that in#usaciability and usability
frameworks. For sociability, the three contributing factors argtlyfj objectives of the

community. This may be shared focus, information, or supports that itispireembers to
associate to the group. Secondly, the participants and the possibleheyleglay in the

community, their characteristics; noting that passive receagropposed to active
contributor can cause small community to fail due to insufficiensgosattract participants.
Thirdly, policies and governance construct relates to the faéagtaf the interaction; such

as rude and abusive language.
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Clearly there are shortfalls with online communication as tieere faceto-face contact
which makes it difficult to recognise any problems users are lwginffonted with. Well
defined objectives and clear expectations of the online chat sesajoheip to strengthen
students’ trust in the process. Collier and Morse (2002) suggeshitha likely to play a

positive influence on student satisfaction and commitment.

From Preece’s (2001) description of these factors, it can bels#eahdse factors can set up
the environment that influence participants interaction or climaxguhe chat session,
hence affecting participants attitudes, or more specifically sla¢isfaction toward using the
system. This has been supported by Deighton ettadl in Dolen and Ruyter (2002), whose
research demonstrates that customers have the ability t@ egabsitive impact on the

climax during the interaction.

As a result, Preece (2001) offers but a more detailed sett@fiaifior assessing sociability
specifically related to online community including online chat. Sleetifies the following
set key measures of sociability, it covers the: “number ofgyaatits in a community, the
number of messages per unit of time, andmber satisfaction Primary measures for
usability includes “productivity, the numbers of errors and agaer satisfactioh The
common measure between usability and sociability highlight in &seegork is user

satisfaction.

The four component influences usability consists of firstly, the di@ognd social
interaction support, which relates to the timeliness of feedbaclspéed of learning, the
ease of participation, and satisfaction of the overall iniera@xperience. The other
components include information design of the system, the aesthefdediging of the
system design.  Thirdly, navigation being the ability of usevgemaround to gather the
information they are seeking, and finally, access to the mediumhvatso covers the
bandwidth and innovative technology. Each of these components can béssstath the
pace of user learning, outputsser satisfactionretention, and error rates. Much of the
online chat research in education that has been raised align witiceBis four major

components to usability.
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However, as no two online environments are identical, Preece (20ki9vdedge the
unique aspects of each community, some being more tolerant than dtiseis considered
important in order to develop strategies and successful determinaassess the context.
The determinants used for each study is dependent on the settingsakedtien of tools to
guide the desired outcomes. The set of key determinants she edeaidive are her initial
steps to define usability, and have yet to be applied to a commuRitgece (2001)
recommends that key measures of sociability and usability incogparaich descriptive
approach to research, triangulation of data and painting the respondemsoint to the

many facets of online synchronous medium.

Similar, but not as extensive as Preece (2001), usability andodibciaomponents are
elicited in Andrews and Haworth’s (2001) study, the study examines thetiopal
problems and customers experience of using the online chat for one tdeotren&
customer services. They suggest that access, technicah,dssigability design and
website usability, have impacts on user attitudes, specifisatigfaction towards the use of
the medium under the context of customer services. Problems witHitysadrinponents
could be elicited based on analyzing the results of user online cussmnace chat

experience.

The authors note that during periods when of the pace of the chat jstlstoey may be a
level of uncertainty and an uncomfortable atmosphere particulady dhat there is a lack
of status when there are no responses. Therefore, users’ not knowirig thwagpening on
the other side of the communication unless the recipients at thiadioate their intention.
Furthermore, participants often feel impatient when they expers&oeeconnection while
attempting to log into the site and when the facilitator is natl@e once they log into the
site. Other technical design problems relate to a smallb@xtdesign for data entry in
conjunction with website usability problems such as web page desigmagiggtion of the

system.
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Sociability design problem relate to human aspects that are &iggnged by the underlying
technical design problems, this includes generic response and a lgokrsoinalized
interaction. Politeness, etiquette and the quality of the mesesagexdings, also have an

impact on participants.

To this end, they suggest that perceisatsfaction with the conversation is influence by the
quality and clarity of the messages, responsiveness efficigitic\the chat system and the
technical difficulties experience such as disconnection and allitimely log in to the
system (Andrews and Haworth, 2001; Preece 2001). Gutwin and Greenburg (1999)
acknowledges thatAndrews and Haworth (2001) and Preece (200%ability and
sociability determinantshave similar coverage in measuring satisfaction levels using
product and process determinants.

210 Delivery Design Of Chat Session For Group Discussion

Online instructional designs are generally customized to meeatebéds of users and the
setting and the nature in which the material is to be delivelidwre are no clear cut or
prescriptive method of delivery, simply more preferred waysdtditate an ideal setting for
learners to maximize their educational outcomes (Shambaugh anduddd@®7) in Wojnar
(2002).

Research to date has been heavily concentrated on how technologysimpastudent
learning and satisfaction (Phipps and Merisotis 1999). Many reseanciodnding Pallof
and Pratt (2001), also establish that having an understanding of usteghthelogy and the
software alone was an initial step forward in utilizing synchrommmli®ie chat, as there are
many factors that influence the optimal use, user attitudes andet@@riences of the
system, while group size, learning tasks, student motivation andyteeo teaching and

interaction with the instructor are just as important Phipps and Merisotis,(1999).

These factors will be discussed below and they will be taken mtgideration when

designing the online chat medium for this research.
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2101 Group Size
Many of chat systems available limit the number of participamts chat room for a valid

reason. The group size has known to have direct affect on the abéiymembers of the
group to participate and the interactivity of the chat media. DaehRuyter (2002) have
also found that it has significant influence on the user satsfacBut research to date has
little evidence to suggest the optimal or maximum number of jgentits per group in each

online chat session.

Pallof and Pratt (2001:2001) proposes that groups should be kept very small to enable
equitable contribution by all users not simply the more outspoken onesumettsewith fast
typing speed. It conduces an environment to enable users to stayiofphe message
flow and users are free to convey their opinions openly. Howeverutn®rs are not

prescriptive in providing exact figures for an optimal group size.

Whilst, it has been documented in the literature that the ideajndési successful use of
group communication technology is collaborative learning with group Iss= than ten
students (Hiltz cited in Coles and McBride, 2004). Mercer and Davie (2002) study group
had 3 to 5 students for their collaborative project which has been Isigbtgssful. While
Wojnar (2002) case involved a group of six participants for her clssiosereported

positive outcomes.

Dolen and Ruyter's (2002) identify in their moderated chat group ofnspadicipants
delivered as part of customer service support note that groupstedrsfig greater number
of respondents are more satisfied with the chat experience than gudbpsgery small
numbers. It proposes that their more satisfying experience i® de &bility of a range of
users being able to share experiences with each other. He fartheated that a
continuous increase in the group size is not unlimited and but shoulddcautewith
caution. In situations when groups turn out to be large, the chat séssicoften been
described as confusing and a challenge to keep up with the discussiorDitownes (2002)
notes that many people in a group session could lead to “presentattbhe”gufst rather than

interaction.
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Interestingly, Wang andNewlin, 2001, indicate a much higher maximum number of
participants in a chat room. The authors have recommended a gronptsezeeedin@5

30 participants otherwise it could compromise effective intariigtamongst participants.
While, Vronay (1999) work with a group of five users utilising anralieve chat interface
users face issues in reference to ease of use which in turtivelgganpact on user

satisfaction.

One explanation to suggest why some small groups thrive while ddwksa hive of
activity despite best effort to reinforce user participatidateeto group dynamics (Pallof
and Pratt, 2001). In small group size there is risk of not enouglitiastito engage users
which can devastate a chat room in particular if the participants are passive.

The nature of chat means that the outcomes are clearly unprediatablcan vary from
session to session even with the same group of participants. No ash@laxtning could
prepare for the reasons why some chat sessions are particlylaagic while other chat

sessions lack activity.

The literature does provide a link which suggests that therenieed to look into the
composition of the chat group. However, it is often challenging andasiy éeasible to be
in a position to be aware of group interaction style prior to thé afttdhe first online chat
session. Individual roles inside the chat room and the level odatitgn could change with
this style of communication, along with the dynamics of the group whiehdcvary
substantially (Pallof and Pratt, 2001).

An instructor’s ability to grasp the online group dynamics or havernmdtion of online
dynamics of their user group better equip the instructor in devisgtigaas in dealing with
a range of situations. Such instances could include resolving isgheshallenging users
and encouraging collaboration and facilitate more interactive groopnugs (Pallof and
Pratt, 2001).
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2102 Motivation
Two other common barriers often cited as problems include the “lack of interopsaatolit

the lack of appropriate individual benefits” (Brinck, 1998). Though synchronous
communication tools have been widely available to students, several ressefviibek,

2001; LawrenceSlater, 2002; Balazs 2002) feel that without additional motivation students
will unlikely use the medium, due to the amount of effort involve in order to participate on
top of their other commitments. Participants tend to focus on theirlzdsesl work
(LawrenceSlater, 2002). Kearsley (2000) emphasised that this is particularly true for
novice online users with hectic schedules. It has been well known that interactivity
enhanced attention span and motivation levels and is related to engaging users in the
learning process. Under ideal circumstances, it has a positive affect on sttidéadton
(Steinert and Snell, 1999). One effective strategy may be to include qualitypubtotrito

online chat as part of the course assessment and requirement.

There have been arguments for and against including participatipariasf the course
assessment. One needs to be aware of other aspects whichlyistdikee linked to
motivating student participation this includes the topic for discusdioa, perceived

usefulness of the discussion and the level of instructor involvement (McLoughlin, 2001).

Students’ comment that personal motivation is paramount as inadequiaetctime in
online chat means that they are more likely to place classrosed lativities in higher
priority over work required for online communication. It becomes obviousiglamnd after
the chat session whether participants have taken time to premhrea the background

material as this has a huge affect on the quality of discussion (Downes, 2002).

2103 Role of Instructor and Facilitator

Effective planning, design and delivery of online course is neededv®d student learning
as “technology does not teach students; effective teachers dote@alhtited in Palloand
Pratt, 2001). Teachers now experience a major change from tlkilotra role from
directing instructions, leading the lesson and prompting responses togpéayacilitator

role. Debate on how this change has occurred in the delivery of epocisronline chat has
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been highly contentious. Being a facilitator in online chat, thénégaw longer planned the
activities or followed strict agendas and only offered guidanceegsired (Motteram,
2001).

A proportion of students lack confidence in participating in the online disatission as
they fear being intimated in front of others and or are concerned hbimgf attacked by
other fellow classmates if they voice their opinions (Klemm, 1998wnes, 2002).
Participants with these characteristics are less likefctively pursue in the chat discussion
and often have minimal interest in the class itself (Palhaf Pratt, 2001). Part of the role of
the facilitator is to resolve such issues satisfactorifyean; otherwise this in turn could

result in an undesirable learning experience for all participants involved.

Unlike a traditional classroom experience in which students havepsttation that they
rely on learning from the instructor, students in an online learningoamvent may be
overwhelmed and often confused when they realize that a larg®fpledrning is done
through collaboration and interacting with other peers. Students needagicepdo
anticipate that there be a change with the instructor’s role whgaging in synchronous
online chat (Pallof and Pratt, 2001).

To complicate the matter further, it has been suggested thatdirtkilturally inclusive
pedagogy and online learning with an adaptable curriculum and assessmoentral to
increasing the success of such courses. Assessment design calgté tio positive student
educational outcomes and be completely supportive of -ctdagal educational
requirements (McLoughlin, 2001). Research to date has focused heatilg design of
teaching resources for transnational delivery. Cultural diffeerand diverse teaching
methods are thought to be the main barriers to effective onlirraingaand global
communication (Collis, Parisi and Ligorio, 1996). Dealing with diffiéxultural values and
educational systems, technological issues should to be dealt watttivafly to foster a

collaborative learning environment.
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As a way to achieve this, Reeves and Reeves (cited in Mclioug8D1), recommends that
the design of online chat support the following ten pedagogy variabése aire “learning
theory, goal orientation, task orientation, source of motivation, teaclgrmetacognitive

support, collaborative learning, cultural sensitivity and structural setysitiv

Virtual online communities can only be created if learners have a common learning
objective, not feel disconnected, acknowledge each other’s different perspactivee
prepared to share their knowledge (Maghlin and Oliver 2000). Mazzolini and Maddison
(2003) reports that students prefer lecturers who are actively involved in the &xtiney

value the lecturer contribution a great deal more. Even though the discussion forum has
been highly interactive, lecturers providing minimal input are thought of in a maaéveeg
way. Wang and Newlin (2001) recommends the instructors to facilitate meaningful
interaction. In Pallof and Pratt (2001) work, it has been acknowledged that some students
struggled with online chat and require the tutor to provide prompts and encouragement along
the way. The tutor’s role is to monitor the level of participation by as many students a
possible, investigate any issues as they arise and to devise strategagsttele@urse

running well (Pallof and Pratt, 2001).

An effective facilitator for a group is more likely to have a large posdffect on student
motivation and maintaining their attention. Supportive interaction and scaffoldingeia
to increase the level of development in solving problem or minimize cognitivectonfl

(Savery and Daffy cited in Mercer and Davie, 2002).

2104 Training
It has been understood that product experience is likely to impact ceasleeof use in

performing the tasks.In research undertaken by Rice and Cases (reported in Xia and Lee,
2000), it has been identified that user's judgments regarding systeformance are
associated with their duration of use and familiarity. Useefseind their evaluation of the
new technology are likely to dramatically differ as usersaoge accustomed and have

greater direct exposure with the new technology (King and Xia, 1997).
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Participants require adequate preparation time to familidreamgelves with the technology
and software in conjunction with being aware of the expectation of tleeactat room

(Pallof and Pratt, 2001). User perception of the media is likely to havenaact on the

interaction during the chat as discussed in the literature byh&vdleported in Mercer and
Davie, 2002). With the immediacy of the online chat organized for gimgpssion, one is
likely to expect that once the session starts, the conversation esghges will progress
rather quickly. Participants will need to be prepared to comfortabfjotiate their way

through the technical and socialization aspects of this technology.

2105 The Connection Between Assessmentand P articipation
Some researchers questioned whether participation in online comnamishtbuld be a

part of the assessment (Ho, 2002), as compulsory participation does esdaniy¢ correlate
with quality interaction.

In examining other research work, Hallet and Cummings cited in Ho (2fl¥®rve that
online interaction occurs when the session has an added assessment obrgdhe
course. The question of whether online participation should be assesseder to

stimulate participation is yet to be confirmed with solid evidence.

Based on Levenburg and Major's (2000) perspective, the two key reasogsade
participation is firstly to acknowledge student workload and secondliintteecommitment

related to online chat.

In Ho (2002), both Davis, Lacoss and Chylack feel that genuine posédmemirig

experiences are hampered by awarding marks for active partinipathe theory is that
student motivation could be facilitated by the free flow of text eosations rather than
passive responses to instructor driven questions. Further reseegghired to ascertain the

connection between student motivation and graded participation.

211 Other Factors Influence Participation: Human Factors
Much of the research has been focus on the impact of technology on stadtsisction

and learning. Many conclude that many of the results show that timotegical system is

not nearly as critical as other variables including the adasX, characteristics of the
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learner, the instructor and student motivation (Phipps and Merisotis 1$88Nns (19949
also suggestthe effectiveness of online chat is affected by instructorackexistics, user
beliefs and attitudes, as well as other aspects such as thactinity of the media,

presentation styles/mode and social group factors.

2111 General Attitude s and Effort Involved in Online Discussion
Many educators acknowledge the importance of maintaining student eregdgm the

learning process for learning to be more proficient. Essentially, this mearoughtgo be
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provided with opportunities and encouraged to express viewpoints and input throtinghout
process (Eisley in Klemm, 1998).

The literature review surrounding synchronous chat strongly supportsotioe that this
immediacy form of communication has strong merits in engagingrggidad maintaining
their attentionWang and Newlin, 2001

Following an unsuccessful CMC experiment by Davis and Holt (in Maotier2001), they
suggest that there may be a strong resistance to partioilate if the group have not yet
met in advance. This demonstrates that it may be necessampkment adequate
strategies and additional motivation to inspire students to utilzeechnology and remain
engaged (Balazs, 2002) as having access to the medium alone sough ¢o motivate

students’ participation.

While Klemm (1998) believes participants’ academic performandls sind experience
differ substantially among the students. Some students are meneepasd less outspoken
with groups or in public; others do not have a high level of liteskdis or are not keen in
written communication. These attributes may hinder their satigfaand participation

inside the chat room.

Given that participants are mainly accustom to a traditioredsobom teaching style,
Klemm (1998) descritein many instances they are observers or passive recipients of
information known as “lurkers”, lurkers read rather than directly dmritng to the chat
session as it is easier for participants to be lurkers under ime @enlvironment. However,

as learners apply their newly learn knowledge, on many occasionststadenot have the
capability to identify their knowledge, or have the skills to areglgeek solutions and solve
problems. They lack reasoning ability or limited ability to buhleit own opinions or
arguments (Balazs, 2002). They could answer questions but are unabluss gDownes,
2002; Balazs, 2002), these are the important communication skills exdeatedthe

workplace.
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It is not a straightforward process to facilitate an environm@npassive participants to
becoming more active learners, as it is a significant fioifb their comfort zone. Active
involvement in the discussion requires participants to possess aridaconcise written
communication skills, well organized thought processes, critical tlgnkand an
understanding of the discussion topic (Klemm, 1998). Balazs (2002) workuglports this
issue as participants could easily read what others are comigitarid remain inactive or
even ignore the existence of the group. He further acknowledgedladiocative learning

could not be successful without strong facilitation and conversation skills of antmstruc

As a learner, they need to be able to seek and apply their knowledgee able to share
this information with others through teBised communication. Synchronous chat is reliant
on users to be open to different perspectives surrounding the discussionustpas much

as the ability to deal with critique or to give supportive feekbddowever, some students
are not as receptive to other opinions, which differed from their o@noup discussions in
online chat are not productive in instances when the messagétekag the person rather
than looking for a compromise or a common solution and providing supportiigeri
(Balazs, 2002).

Some students feel frustrated in situations when they could not oktanamswers to their
guestions from their tutors and are confused about how they could resolvestead of
actively seeking additional information needed to resolve theiregjehey often waited for
answers to be given to them in an online chat session (Balazs, 2002).

Generally, online virtual communication aims to bring students tonalesel of learning
beyond the theory and taking in the material at face leveleekssto prepare students to
discuss challenging issues and debate the topiccfiimann, 1996Balazs and Schoop in
Balazs, 2002). Students are taken outside their comfort zone to applkribeledge,
develop confidence to build on their own opinion and become more adaptable &Whng
Newlin, 2002).
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Balazs (2002) have also found that students without prior contact with pisers are
unlikely to seek feedback from them, which demonstrates netdefeee interaction has a
direct impact on online collaborative learning. Overall, thellef’/esuccess in the delivery
of online synchronous chat relies on a range of learner characseastl learning styles
that come to play. Literature has acknowledged that not all lsaw@uld do well online
(Wojnar, 2002; Pallof and Pratt, 2001; Shan, 2003).

Wojnar (2002) unlike Wang and Newlin (2000) recognised that some partcipauitl not
perform well with online learning on its own. A lack of structure practice trial sessions
and without faceo-face interaction could create issues with students reachingtteitial
learning abilities and performance (Pallof and Pratt, 2001). dnisnitial challenge for
students to be accustomed to learning through new technology and beihgr faith a

new style of education (Pallof and Pratt, 2001).

A proportion of students lack confidence; feared being intimated in dfoothers, and are
concern of being attacked by peers if they voice their opinions (KJet998; Downes,
2002). Participants with these characteristics are less likelgontribute and have less
interest in the class itself (Pallof and Pratt, 2001). Studemésare not familiar with face
to-face discussion have a negative attitude toward virtual discusss well. If the
instructor does not facilitate in resolving such issues satisiigcearly on, this in turn could

result in an undesirable learning experience for all participants involved.

2112 Asian Students Attitude s Toward s Online Discussion

One of the greatest benefits of applying synchronous chat in an @gtaral setting is the
opportunity to actively participate in the virtual seminar (LeweeSlater, 2002). Some
students who are not normally contribute in a classroom setting aiooug reasons
including a lack of confidence, language difficulties, speech probleme haund

themselves interacting in the discussion online. Unfortunately, misstaddmg can be
heighten for non native English students, and difficulties in expredsamgselves may also

be a concern, as reported earlier.
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In contrast, Freeman and Caper cited in Bell (2001), have identifyatimaymity assisted
people from culturally and linguistically diverse backgrounds to rmopenly ‘criticize’ or
disagree with their peers during online rplay, than in an environment where they can be
identified. As Maloney (1999) notes it needs to be recognized thaasext performance is
detected for some students that thrived on interaction with the poofas a facdo-face
context, while other students succeed in an online setting. Both irdealagtudents with
English proficiency issues and timid students feel more open in are@mvironment (Bell,
2001).

Similar findings have been noted in Freeman and Capper in Badéaneh (2001). Bell's
research is based on rgdy in asynchronous discussion forum, and a level of anonymity
may increase equitable and increased participation. On the contngyconcept is
invariably different from one of the key focus of online learning mcW students find it
difficult not to be able to identify their peers and the instructwough the maze of

conversation flow.

In reviewing the literature, it has been suggested that ititana@cross cultural groups are
more effective using texdased medium. Communication within one cultural group is
obviously much easier and participants feel more comfortable Z8a2902; Chester and
Gwynne, 1998).

The literature also suggests that cultural values come toirplagcepting new technology;
Chinese students are more willing to try to work with a usefeffate even when it has
been difficult for participants to use. While, students from an Indamesia Australian
study group tend to give up more easily when an interface is harttleystand (Evers and
Day, 1997).

Critics argue that online learning may not suit the individuaksring styles, and that some
students find it difficult to learn alone or stayed motivated on{Blean, 2003). Others
suggests that possible cultural differences between educaties styHifferent countries

might impact upon student’'s perception of online technology (McLoughlin, 2001; Joo,
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1999). People from different cultural backgrounds have diverse vadtenss; perceptions
toward the appropriate manner of relating and communicating with qtheith and Bond,
1993; Triandis, 1988). Ziguras, (2001a) elicited common themes amongstenigeivs
with academics from different universities in Malaysia offfgronline classes and flexible
learning models. The interviewees perceived young Malaysiannssuldaving difficulties
in generating a highly active student interaction. It is thouuggit the Chinese place high
emphasis on discipline and behaviour in an educational setting throughaohtld'e entire
school years. This was further supported in Joo (1999) research whi@stsuiipgt students
who are comfortable with the traditional way of learning maygsfie to adapt to active and

innovative educational models.

The literature review shows inconsistencies and even contradiésiriptions regarding
Asian students approach to their educational learning. Experiencedoedumsgteve that

Asian students come across, as passive learners, susceptibke fearning, not freely
express their opinions and possess a lack of critical analykitlal (Samuelowiez, 1987;

Ballard and Clanchy, 199Watkins and Ismail, 1994).

These findings conflict with Chan’s (1999) research in exploring aiitids and differences
in cross cultural learning recognized that students from diffenétures had some subtle
differences in they way they learn. In conclusion, Chan’s studylatia® to Hong Kong

students does not support the idea that these students rely on repradodivef learning,

reliant, uncritical and passive. In fact, these students showctligism or disagreement in

a more subtle manner.

Results from Samuelowiez’s (1987) study on the other hand argue ihat Sigdents are
more dependent on rote learning and less inclined to apply their knovineclgmparison to
a group of students who lived in Australia. Similarly, Watkins amcais(1994) compare
Malaysian student’s responses to the learning process questionnihir¢heose of the
Australian and the Hong Kong students. The research indicates thatidtmog Kong and
Malaysian students accounted less extrinsic motivation, afraallofef and do not have full
understanding in the applying their learning.

52



Chester and Gwynne (1998) through their own teaching experience also cenitiatie
Asian students have not reach the minimum required number of postingpoats
response. Much of the online conversations are superficial and oftersiognto follow. A
lack of visual cues means that it is even more difficult feraA students to rely only on

written communication.

More evidence is confirmed in Ballard and Clanchy (1997) work regadsmn students

being reluctant to ask questions, raised objections to or disagteeithiér their teacher or
existing literature presented to them. This is based on the exgeerad teaching staff
assisting students with language and study skills. The authorth&ehe differences in
cultural behaviours could be in part explained by Asian students are moulded byetesir
of traditional educational experiences, their cultural attitudeshaduie different to that of
the Australian cultural values and beliefs. Unlike Chester and nGsvy(1998) and

Samuelowiez (1987), Garrison’s (1990) experience is that culturally izgdidtically

diverse participants with strong verbal communication in a-taface session are equally
engaged with the online chat utilising written communication foracteon and added in

humour as well (Garrison, 1990).

Kember and Gow cited in Chan (199$fers a constructive explanation suggesting that it is
not an innate characteristic of the students but rather the nattine otirriculum and the

traditional teaching methods which directs students towards rote learning.

In Chester and Gwynne (1998) a student claims that he rarely spoks helespecifically
was called upon in fae®-face class room setting, this was support by the teachingrstaff
Ballard and Clanchy (1997). However, in the asynchronous forum the stialetd ke has
written an enormous amount during the discussion. This could be primaoifireed by the
informality of online discussion as well as no demands to followskas rules and

etiquette (Chester and Gwynne, 1998).

Balanced against his advantage is the language barrier fam stsidents where English is a

second language. Telased communication being the sole form of interaction creates
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barriers for some students who struggled to clearly artictifemselves in a fast pace

online environment.

International students studying abroad are faced with difficuldaptang to the educational
methods and teaching styles of western universities. In a Bgeaarinternational Thai
student feel awkward questioning and exchanging information during tuteviafsthough

his English proficiency is above average for students with English as a secamabkang

2113 Cultural Variations Leaming ~ Styles
Common issues in exploring cultural differences in student learning relate toatofisof

student and teacher expectations, educational traditions and teaching models. The €EO of a
established Malaysian computer based training provider, Sage Interactived8dnot

that Malaysia has experienced slow adoption of online learning and attribute it to a high
dropout rate. He indicad¢he need of integrating online learning into classroom based

education which has been to refer to in this study as blended learning.

Different cultures have different ways of interacting and Joo (1999) recogna&féetted
the way Internet has been adopted in classrooms. It is therefore important to dake aicc
culture perspectives before adopting innovative technology and offer offshoreydelive
(Rizvi cited in Goh, 2001) to ensure students satisfaction are not compromised.

Ballard and Clanchy (1997), share their experiences of Asian studetftsiii case study
who displayed silent faces with no reaction, waiting for theitutec to provide the best
possible explanation and answer without wasting any time. Languagerdaand
inadequate resources have less of an impact than students’ prelucatianal experience,
which lead to such reactions. Ballard and Clanchy (1997), reaffirimed itt is the
educational system itself, in which teachers conduct their slems@ practice traditional
methods in training students to study, that attributed to their astitadd behavioural
characteristics. It becomes the lecturer’s responsibility ¥e@ldp mechanisms to encourage

students to adapt to a new teaching model.
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In many Asian countries, students at a very young age have beerawe@eof the pressure
and competitiveness in doing well in exams. Each exam is amtepds the path of a

successful education, which is a paramount for them and their family.

Throughout their educational experience, students are taught thainepigropriate to
guestion their teacher, raise questions or criticism during cl@stiled notes are taken but
contributing to discussion or volunteering to respond to queries is uncommntadens
often waited till the end of the class to ask their questions tol¢ioturer one on one. Itis
their role to clarify what the lecturer expects to be covemetheir assignments and seek
guidance in which they will follow without question. Students are nobwaged to
guestion the material, evaluate the information and scrutinizeotitent in order to derive

their own opinion Ballard and Clanchy (1997).

Many students often worked together on assignments to build a mutuzé stad deliver
assignments based on what they believe lecturers expected thathdvuilding their own

opinion.

Without a thorough understanding of the Asian cultural values and precethceiv
expectations both teachers and students could be lead into frustration, weice
recognition sets the scene for a precondition to begin any effettarege. An account of
international students in a classroom setting illustrates thatersts from a Chinese
background are not accustomed other teaching styles which requiresotinetonly read
the material but also challenge, critically analyse the magtargue their stance and apply

their knowledge.

The researchers note that international students from a Chinésgduan secretly question
in their mind the competency of the lecturer in situations wherectineect answer is
intentionally not provided. These students are ashamed to a ask questtass with the
fear it may not be understood nor do they have the courage to requdbetpace of the
lecture be slowed down (Ballard and Clanchy, 1997; Garrison, 1990). Thaisbalseen
noted in McLoughlin (2001), that international students depend heavily onlgbtirers
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and are vulnerable to rote learning, yet Kember in Motteram, (2@8&arch indicates that

international students often performed better than their peers.

Klemm (1998) suggests the main goal with online learning is thdésts are encouraged to
learn from each other, to promote critical thinking and communicatioreftine, become
more active participants in the subject as opposed to being pabsemers. The role of the
online instructor becomes that of a facilitator, promoting the ictiera and participation

during the online classes, Kearsley (2000).

However, it has been a long tradition for Asian teachers to beaugmesponsible for the
moral and spiritual development of their students and is treatbdgvaat respect by all in
the community. Students are lead to believe that their teacheesall the knowledge and
wisdom that is needed for their course. It is the role of thehéedo lead students to the
correct answers or viewpoint. It was expected that studentsba@ient, study more
conscientiously, revise lecture notes, work hard and are not encouoabadet their own

views.

In Malaysia, traditional classroom teaching style is heabdged around a oiveay
interaction process in which the teacher’s role was to teachhangtudent’s are present to
listen and not challenge or critically analyse the topic mawéth regular exposure to this
method of learning, it is not surprising to discover that younger ydiala undergraduate
students are hesitant to work independently and are in need of exachcguidad
instructions from teaching staff. Students have a preferendectdrteach staff with face
to-face interaction over offshore teaching support. University adimatoss are informed
that students preferred having access to academic support andambi#s even if it
means a greater utilization of asynchronous interaction (Ziguras, 2001a).

Many Malaysian educators feel students from Malaysia havategreegards for their
lecturers and believe that lecturers are the provider of infmmaequired for them to
prepare and to recall during examination. Malaysian students aatefamiliar with and

opted for lecture style of learning, in which the lecturer takeghenlecture style of
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teaching, while students become the receiver of valuable and tacicamation (Ziguras,
2001a). Consequently, Malaysian students are not comfortable with tbe obtcritical

thinking, problem based learning and debating the issues.

Cultural differences can create a mismatch in participarctations regarding the role of
the lecturer and had misconceptions regarding the aims of the sbassion (McLoughlin,
2001). Rossman (1999) identifies that online learners are concerned abewinge
meaningful and frequent feedback, while Zariski and Style’s (2000) wonknuerds that
students prefer to study in an environment where they can reoavediate feedback and
support.

It is recommended that differences in educational experience andecbk taken into
consideration when adopting online learning in the curriculum (McLoughlin, 2G0s)ch

cultural differences are disregarded it could lead to studentidfastion Fazal Rizvi cited
in Goh (2001).

2114 Leamer Characteristics
Students need to grasp the opportunity to develop confidence with newofyfgsning

environment (Wang and Newlin, 2002) and be prepared to be more adaptableveTloé
success in the delivery of online synchronous chat is dependent on aofateggner
characteristics and learning styles. Literature acknowledgssnot all learners could do
well online (Wojnar, 2002; PalloAnd Pratt, 2001). In the conclusion to Pakwoid Pratt
(2001) research, they identify a set of attributes required foc@essful learner in a general

online classroom:

Those need time to think and reflect before responding to questions and ideas
Those who express themselves more effectively in writing than verbally
Voluntarily seeking further education

Motivated

Higher expectation

More self disciplined

YV V. V V V V V

Enjoy learning for the sake of learning
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Energized by the ability to be set free to explore a topic with peers

Good thinking skills, work in minimal amount of structure, undertake independent
research.

Introverts as it enables them to express themselves mohg d®e&ompared to a
classroom setting

Having the ability to help motivate the group

While Klemm (1998) builds on a set of practical recommendations totaira student

engagement with online conferences:

Y

YV V V V V V VY

Participation is compulsory therefore making it part of the assest rather than
optional component

Form learning teams to encourage cooperative and collaborative learning
Interesting and meaningful topic for discussion

Requires thought and analysis and research support rather than just opinions.
Structure the activity

Require a hand in assignment

Teacher participation by providing extensive critique, feedback and encouragement

Peer grading.

It is long regarded that any study on people’s behaviour and actiofmaighe with complex

issues, interdependencies and discrepancies in the literature. r&maechers argue that

the principles of good teaching practice are far more important than learnatetisties.

Instead of focusing on cultural differences, Biggs in Ziguras (208dggest the application

of “universal principals of good teaching” would prevail over studgmsvious experience

and expectation. To increase the quality of courses, Phipps and Mg€@®9) also share

their findings on theprinciples of Good Practicein Undergraduate Education. A strong

foundation for online courses provide an avenue that encourage studetivitgractive

learning strategies and the ideology that the instructor isrgrasea guide and not in control

of the process.

58



In practice, the application of the technology together with thebiléyiof learning in a
team teaching and a transnational education environment is farcomy@icated than a

simply implementing the principles of good teaching guidelines.

212 Summary
Research to date has been primarily focused on full online educatiorfean$fudies have

investigated blended learning strategies in a transnational mxfudatSouth East Asia.
These few studies involve a mix of participants from Asia androthural groups
therefore the outcomes could be different if the study group are ymfmorh Asian
backgrounds. Furthermore, few participants’ comments have beeredelfodim such
studies and as such they do not highlight significant values or atefies of the online

medium for group interaction.

Online chat has become increasingly popular for many industry sentdusling both
commercial public and the educational sector to support collaboratiork(K082; Balazs,
2002) and customer servi¢dndrews and Haworth, 2001; Dolen and Ruyter, 2002). Some
general issues with using such medium for group interface could &ppbth commercial

sector or distance and online learning.

The literature has identified a range of key benefits to onling dhhas the ability to
encourage not only active participation but also enhance user leaotagial. It has the
capacity to engage students who are less likely to contribute itoe ogiscussion in a
traditional classroom setting. The level of anonymity enables tiganore openly express

themselves during the live session and receive immediate response toesiessag

A detailed examination of the literature has shown the importandeaoier interaction
within an online learning environment design to suit the candidatesr@d/olA number of
studies in the literature have illustrated that without consideximgnge of variables that
influence student interaction, student participation and satisfactienlikely to be

hampered.
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A review of literature has determined that the perceived utyahild user satisfaction are
significant aspects to engage student interaction and learnirighere is a lack of research
focus on the usability measures within an online chat context,lé@as that further research
needs to be conducted to determine the most appropriate setting amtplstnategies for
maximising student satisfaction without compromising learning througHityquand

effective interaction.

It is recommended that usability and sociability measures coulnrpio@ate qualitative
approach to research, the triangulation of data along with examinidgnstperception

towards online synchronous medium.

The idea of maximising student learning outcomes could be underminddatiosis when

there is a mismatch between students expectations of the onlinarzhadheir perceive
outcomes of the session. Within the Asian context and its cultuussyahe academic and
students experience a change from their traditional roles, studentakan out of their

comfort zone and are encouraged to critically analyse the topicdabdte amongst
themselves and their facilitator.

Students who have been exposed to years of traditional teaching metleed=dldgy some
researchers to be at risk from rote learning could no longer agkadifiator for answers.
Instead they are asked to discuss and draw their own conclusions andamadérst there

is likely to be a range of views that are different from their own stance.

The benefits and limitations of TAM and ISO tools are examined ptatform for the
application of synchronous online chat. Research to date has been magnesprin
developing tools to further improve and evaluate the success of sgoakr chat, this
research examines a way in which the three constructs could betcusedasure the
usability of the medium to foster student interaction.  Studentstiyoattitudes and

perceptions of the medium have a strong presence in contributing dabiktycand usability
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of online chat. Further studies will assist to confirm the findihgs show how sociability
is a key factor worth considering in the planning of synchronous chat.
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Chapter 3 IMPORTANCE OF THIS RESEARCH

This chapter presents the rationale of the study and the signdicanthe research in
addressing the gap in existing literature. The overall goalthefstudy are discussed

followed by it concludes by providing an overview of the two case studies.

3.1 Problem Statements

In recent years, the unsurpassed demand for Western education iha&srasulted in
significant inroads in designing innovative teaching models to thlaerst learning and
engagement to new heights. Previous research studies of onlinéi@démeus primarily

on full online and distance education, and or asynchronous tools for fostering
communication. WWW and the Internet communication tbalge been readily available,
and have been often used as a medium for interaction between stundetitsicinstructors

in their online courses.
Only more recently have there been studies on online instruction and blended learning.

Synchronous communication has been perceived as providing students watbr gre
opportunities to raise questions, receive more timely feedbac&ctreihd apply what has
been learnt. However, matching of student’'s expectation with thes gdalhe online
learning can be a major challenge for academics who has soughtnot@rstudent

centered learning through the introduction of innovative education technologies.

To date there has been little research into student perceptiohe 8yrichronous online
medium for ongoing lecturer and learners, and learner to learneacime@ under a
transnational learning environment. Few studies have explored bleraeihdestrategies
in an education environment using synchronous tools to support communication, tamongs
students from South East Asia. The concept of usability partigidaw it is measured and
applied to computer tools is an area that requires more resednehstudy is considerably

beneficial to assist academics in the evaluation of their instructionahdedige subject.

With the increase in transnational education in South East Asiaharmbmpetitive nature

of private colleges, students’ perceive satisfaction and thetyqoéldelivery has become
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increasingly critical and has been be taken seriously. Studergppens affect the
retention rates in undergraduate courses, yet their perceptionsd ttivear educational

experience appear to be undervalued in reality (O’'Malley and McCraw, 1999).

3.2 The Significance of the Study

Overall, the study applied an innovative blended learning model chiaradt by a
combination of online chat sessions and faetace classroom delivery with the offshore
lecturer and the local tutor. The online chat sessions was conduttieal alass of students
who were geographically apart from the offshore subject coordinatue. offshore subject
coordinator’s role was to facilitate the synchronous online chat coratiom as a class
dialogue. Inside the spontaneous nature of the chat tutorial, led byfshereflecturer,
pupils were required to think fast in order to be able to use thesoftatare effectively,
process the information and follow the conversation. Such processes@econducted

without any challenges and confronting issues.

The successful implementation of this instructional method relied @magseptance, which
may be significantly influenced by their attitudes. With litdsearch available in relation
to students’ views towards this model of learning within a South Esmn learning

environment, the research has the potential to add new levels afigndin student

engagement and usability towards synchronous online chat.

Critics argued that possible cultural differences between edocatyle in different
countries might impact upon student’s perception of online technology (Mblioug001;
Joo, 1999). Joo (1999) suggested students who were only accustomed to tibeaadi
method of teaching might find it difficult to adjust to the actiearning and have

unexpected reactions to innovative learning techniques.

It was recommended that differences in educational experienceutince should also be
taken into consideration when adopting online learning in the curric(itchoughhlin.,

2001). The challenge for academics was to take into consideration theifodl factors that
has also been identified in the literature (Fazal Rizvi ate@oh, 2001)in designing this
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new mode of learning for students from a South East Asian backgrdinstly, it has been
an Asian tradition that most classroom activities are based otedlober teaching and
students listening. Secondly, the language barrier and unease ofgmdaliing interfered
with student participation in traditional classroom activities. didigon, the belief that
Asian students are not proactive in giving their views unlessgbasked nor will they
inquires or thinks critically independently. The authd@allard and Clanchy (1997argue
that this might be attributed to their previous educational experiandetheir cultural
attitudes. Furthermore they have difficulties using-teded communication given there is
no visual cues to give the additional meaning of what is being (&hester and Gwynne,
1998).Therefore, it would be interesting to examine the factors tHaemck students’
perception and in turn their attitudes toward this mode of teachingen @at the main goal
with online learning was that students were encouraged to learneiomother, promote
critical thinking and communication, therefore, becoming more activiécipants in the
subject as oppose to being a passive observer. This raised thengoksthether students
would value the continual interaction amongst their peers and the effiguburer. What
might be the views of students in relation to communicating ins&letat room? Since the
goal of the offshore lecturer with synchronous online chat becanuditafar promoting the
interaction and participation during the online classes Kearsley (2890pppose to
providing participants with direct answers to queries.

From another perspective, tebdised communication was known to encourage passive
student to open up and participate as it focused on the content rathbeithginfluenced

by external factors (Balazs, 2002). Would this be the case for bsthstadies? Would
students be prepared to participate and accept this new mode afideamperhaps there

were attributes in the instructional design or the system that prevented tialpp&ion?

The findings of this research provided insight into the problem asedsa baseline to help
trainers, academic designer, and the offshore instructor, further tolesprove the future
delivery of online chat for communication. It could also enhance tregratton of

communication technology and teaching strategies in a team teastimgnment without

compromising student satisfaction.
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The study had enormous potential to facilitate and improve the chahaddivering a
successful learning model that supplemented online chat with tratitlesaroom teaching.
This would enable students to have continual access to the offshiunerethe subject
expertise, as well as enhancing their learning outcomes. ProWieedajority of students
were positive towards the model of learning, it would assist irssessment for the future
delivery of the subject and its implementation. For instancearaefivork and a set of
guidelines could be developed contributing to the knowledge base of irstalatiesign
and appropriate measures of perceived usability. This researclkd Wweubeneficial in
gaining a better understanding of the issues around transnational @dunaéi blended

learning environment.

3.3 Goals of the Study

The study adopts a qualitative approach to explore students’ attitndgseeception of the
usability of synchronous online learning for communication. It exploregapen existing
literature in relation to students from South East Asia’s legrexperiences based on an

innovative blended learning model.

The research involves two case studies and attempts to meesabiity in terms of

perceive usefulness, perceive ease of use and satisfaction. elChagtthe methodology
provides definitions of these terms. The many associating \esialld underlying factors
that influence the usability of the synchronous online chat are igatsdi By addressing
perceived usability of the online chat session in detail, rather fagisfaction alone,
academics could highlight any major functional or design problems, aratlgssthat may

be improved for future delivery of the subject.

One of the primary purposes was to encourage student participation, eetingindearning
and share their understanding through interaction with their peertaiiometo the topics
entailed in the assignment topic using online chat sessions, atedliby the offshore
(Australian) academic. It aimed to promote critical thinking angrove communication
amongst the participants, and enabled them to have further contathevitffshore lecturer

where it would not otherwise occur.

65



The mutual benefit with this mode of learning was that it aléowell the offshore
(Australian) subject coordinator to note participants’ progress and theel of

understanding of the topic. This meant that the offshore lecturedeatify, and tailor to
the need of the learners. However, this can only be successfalnfdjority of participants

were willing to participate in a semi structure open dialog.

Figure 3.A. below shows an overview of the two case studies ancdhisreseoutline of the
specific objectives of each study. It refers to the actions hthge been undertaken in

preparation for the second case study.

Case Study 1 Case Study 2
- Explore perceived usability Implement a revised methodology based on
constructs, namely perceived alleviating key obstacles found in Case Study|1
usefulness and ease of use (Namely: improve network connection and
under synchronous online chat. access stability, reduce group size, and

implement student role play).
- Understand South East Asiar

students’ attitudes towards Implement questionnaire for Case Study 2
participating in online chat >
sessions - Consolidate the findin Under a more stable environment evaluate
. . . from Case Study 1 a overall students’:
- Elicit participants’ undeyling compare with existir
values and difficulties literature - Perception and attitudes towards the
experienced, and their usability of online chat sessions; namely
willingness to participate - Incorporate theifidings intc perceived'usefulness and ease of use, and
a new set of questionnaire overall attitudes towards participating
- Evaluate the stabilities of the inside the online chat with particular
online tools under a live - Pretest the questionne emphasis on their satisfaction
environment. ;
prior to Case Study 2 - Underlying values and difficulties
experienced, general attitudes and their

willingness to participate in the

synchronous online chat

Figure 3 A. The Overview Of The Two Case Studies And Their Asgiation

The common objectives of both case studies were to:

. Explore students’ (from South East Asia) perceived usability agristrtowards
synchronous online chat in a blended learning and team teaching envirdoment
foster interactive class communication. This involved elicifiagticipants’ views

on perceived usefulness and perceived ease of use;
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. Understand participant’'s general attitudes and willingness tocipating in
synchronous online chat sessions, while Case Study 2 had a specificsisngrha
their overall satisfaction; and

. Capture participant’s underlying values and the difficulties timepentered in using

this medium to supplement their usual classroom activities.

Case Study 1 considered an evaluation of the technological systesuppmrt such
communication. It aimed to eliminate obvious obstacles that masmirestudents from
participating and identified the attributes that impact on usaloditystructs with a view to
improve the design for future studies. The themes derive froncdhes study were used to
derive thelLikert scales that were pretest in the semester prior to camgltice second case

study.

Hence, Case Study 2 alleviated the problems encountered in thedaststudy and
provided amore stable environment for telsdsed communication. On broader context, the
second case study explored the overall perceptions of the particifmardsts the usability

of online chat, in particular the themes that emerged from Case Study 1.
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Chapter 4 Studies Design And The Overview Of The Tw 0

Case Studies

4.1 Introduction

Much of the literature has acknowledged that technology affectsnstadesfaction and

learning, and their results indicate other technology are not astanpas factors such as
learning tasks, learner characteristics, motivation and theidtats. (Phipps and Merisotis,
1998). Interactivity enhances attention, motivation and promotes aetvu@ing process.

When conducted effectively, it is likely to increase studentssfaation (Steinert and Snell,
1999).

In light of this comprehensive planning prior to the commencement obritiee chat is

crucial to increase the likely success of the technical suppdagpgy. This also involves
taking into consideration recommendations in the delivery of online tbladthas been
discussed in the literature (Klemm, 1998; Ho, 2002; Downes, 1998 ).

This chapter is devoted to describing the overall delivery dedighe subject, the setting
and the online chat sessions along with the role of the offshoreeledhe local tutor and

the participants.

4.2 Subject Delivery Structure

The research was conducted on students completing their final year of the compoter sci
degree undertaking a subject titled “Software Process Management”, in winichicd gart

of their study involved critical analysis, students’ interaction and collabaraBarticipants

of the study were mainly from Malaysian and Indonesian backgrounds.

The subject was conducted under a unique “blended” learning environment. Upon the
offshore (Australian) lecturer conducting an initial orientatiorhwiite local students, a one
week of intensive faeto-face teaching followed. Thereafter the offshore lecturer continued
to interact with the students through a number of online classesrtasfpheir online

tutorials program using Internet chat, along with gegveer discussion mediated through
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asynchronous forum. To prepare for these online classes the lonattorstvould provide
students with support and tutorials. Students ongoing contact with thereffeecturer
enable her to remaaccountable and be the primary source of information for the subject, as

well as to tailor and better meet the needs of students and their assessments.

For more details regarding the blended learning adopted, the cultdfeakeddes between
the offshore university and the local college, and the associatigjitise refer to Appendix
AA.

42.1 Instructional Design and Tasks

The topic chosen for discussion during the online chat is a case batdgxamined the
ongoing issues of software engineering problems such as softwai® amd project
management issues. The reading materials related to theme@adistributed to students
for study preparation prior to each of the online chat sessions, also ksamtine tutorials.
The primary purpose of the background reading material was to enaiolents to
familiarize themselves with the material for the open dialogue to instigate discussion
amongst students themselves and their offshore lecturer inside the chat room.

The online chat was conducted approximately a week after the onmehasnous
discussion with students participating inside the college laboratditye asynchronous
forum served to initiate the discussion on the issues raised atorelto the reading
materials prior to the chat session, in which the students had thengemse to participate
at their own time and at the comfort of their own home. Upon the caomplateach online
chat session, participants were to produce an overall summaryraintderstanding toward

the issues. Together the written summaries were worth 4 to 10% of the ovessliresse

422 Mark Incentives for Participation

There has been continuing debate on whether assessment marks sholddabed alo
stimulate participation inside the online discussion (Ho, 2002), in tis, @nly minimal
marks of 5% (as in Case Study 1) and less (2% as in CaseSJtudye allotted for each

chat session as an incentive for participation.
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The chat was sensitructured, in that it focused on the issues, which were relatbé tey
guestions posed in the assignment topic. However, depending on the distiogsidhe
responses, and the dynamics of each group, the discussion might lederémtisues for

each group.

423 TheRole ofthe Lecturer Insidethe Cha tSession

The role of the offshore lecturer has been much promoted and talkedrabeuaiure as an
important aspect to promote student based learning. This meansstr@@fecturer should
act as moderators to encourage participation rather than an intornpabvider under a
traditional class room setting. In this context, the aim wasdowgage students’ interaction
and communication, the lecturer role was to serve as a faxiliadding in comments,
provoking interaction, providing direction, and posting questions occasiomalyngure

students remained on the right track.

424 The Role ofthe Local Tutor Insidethe C  hat Session

The local instructor/tutor provided further support in the background, and heas t
responsibility to minimize any impact in relation technical issuié was the role of the local
tutor to provide an appropriate level of coordination with the key stadtetsol the
participants inside the laboratory, the offshore subject coordinatdmitcet laboratory

assistant as well as the online chat system.

It became apparent that the local instructor needed to update eoymats during the
online chat discussion. A key part of the local instructor’'s role wwasupplement visual
cues that were readily apparent in the classroom environment, suttatgentiveness,

student anxiety, that the offshore lecturer could not observe over the chat medium.

Goals of the online chat sessions

The purpose of the online chat sessions, as oppose the purpose of the research ,was set out
primarily to encourage student participation, learn and share their understanding and
interaction with their peers in relation to the topics entailed in the case sttitifgtéaby

the offshore (Australian) academic. It aims to promote critical thinking anadw&pr
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communication amongst the participants, and enables students to have further ctintact wi

the offshore lecturer where it would not otherwise occur.

In turn, this would allow the offshore (Australian) subject coordinator observes thegsogr
of the participants and their understanding of the topic matters, permitting thenactae
identify, and tailor to the need of the learners. However, this can only be successful if

participants are willing to participant in a rather semi structure open dialog.

425 Technology

The research conducted utilising resources readily availabi@nanal or no cost to the
college. After extensive testing of a number of public chat soéwMicrosoft Internet
Relay Chat was selected as it could support more than 20 parscgahtvas compatible
with the college firewall.

426 Chat Session Venue and Duration
The chat sessions were conducted inside the laboratory session tmndofan hour with
the presence of the local instructor and facilitated by the offsleatarer based in an

overseas University. Both participants and academics alike thavadvantage of having
previous facdo-face interaction.
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Chapter 5 OVERVIEW OF THE COMMON APPROACHES
TO THE TWO CASE STUDIES

This chapter provides an overview of the two case studies aodnisionality in terms of
the chosen methodology, the data collection techniques, and the datasaapjysiach.
More detailed procedures and information that is specific to eaehstady are reported in

their respective chapters.

5.1 Why Use Qualitative and Case Study Approaches?

Qualitative and quantitative approaches both have their place nedbarch arenas, and in
particular the educational field. Qualitative research is knanioet effective in preparing
teaching staff in acquiring and broadening their knowledge based orexpeirience as
shown in this study. It serves to integrate theory into practimmnamodating flexibility in
teaching while promoting reflection and critical analysis by exmgp&arners to different

perspectives to meet their needs (Breidenstein, 2002).

The core approach to this research was to explore the perceptionsttifutkesa of
participants’ using synchronous online tool to foster communication. The ubliejue of
learning was applied to the two case studies involving participamsSouth East Asia and

their offshore (Australian) lecturer. The blended learning model integrated online
components into students’ clasased teaching with their local instructor, this allow
continual contact with the offshore Australian lecturer, which wouldreike not have
occurred. The study examines how usabddyld be measured and applied to synchronous
computer toolsused to support such blended learning, an area that have not been well

explored to date.

Qualitative approach allows for capturing a detailed picture op#ngcipants’ experiences,
their attitudes, perceptions and their satisfaction in using théhymaus communication

tool for facilitating group discussion. It enables the academidstermine the suitability of
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such tools for fostering interaction; and the possibility of enablimgircued improvement if
it is deemed feasible.

Qualitative research is also a suitable choice as it has deseribed'as a form of social
inquiry that focused on the way people interpret and make sense of theieegpgsand the
world in which they live (Glesne and Peshkin in Breidenstein, 2002). Qualitative
researchers “tend to observe what others miss, listen when @tlkeend ask questions that
others might not think to raise”, providing a “wholistic picture of twigaes on in a

particular situation or setting” (Fraenkel and Wallen, 1990).

In building a qualitative approach to research, Britzman in Breidien§002), suggest the
need to understand the complex process of learning, which required an explorat
standpoint in which education is delivered. To shape the interactiordretime, place,
people, ideas and personal growth, students and teachers are requiredonte be
knowledgeable as to how the process contributes to professional developribist
approach strives to prepare teachers who will have a refleatigntation toward teaching;

and to encourage reflective teaching.

Literature found to date has not shown solid and specific attributete¢omine the usability
of online chat. Under Case Study 1, qualitative research was asditit the usability
constructs related to usefulness and the ease of use to fostewumicatmn amongst
students’ themselves and with their offshore lecturer inside hlaé oom. It allowed
participants to reflect on and articulate their individual viesggarding their online

experience, such approach has also been supported by Holloway’s (1997) work.

The specific factors that students appeared to value or were roedc&ith when
participating in the online dialogue in the first case study wouldidsel to create more
specificLikert scales questions in the final pilot study. Case Study 2 wattlief explore
collective community responses towards participants’ satisfadéivels, values and their
perceptions with the use of this medium.

A combination of qualitative and quantitative approaches adds gdsgittr and dimension

to the study. One approach complements the other; and abnormal casesriouked
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information could be identified and discussed by incorporating a qualitaiktthod. Using
a combination of approaches helps to reduce and avoid biased informatioredlitam an
unbalanced group of respondents. When studying qualitative approach tolregemsists
in “validating , interpreting, clarifying and illustrating quantitative finding as livas

strengthening and revising theory(Miles and Huberman, 1994 Findings could be
interpreted in a number of perspectives from individual commentsetd sew light or to

demonstrate the mass opinions of specific observations (Miles and Huberman, 1994).

There are certain aspects of qualitative research that sugipergwinciples of important
guality with people’s experiences and their values which is beyond nsirabdrstatistics.
At times, numbers can help to ascertain the reoccurrence and tiieuticsr of certain
themes, and the significance of these themes (Creswell, 1994). vefoweerall patterns
and unpredictable differences in the detailed descriptive data coubicked up with a

gualitative approach to these case studies.

A case study approach was a logical choice for studying partisipatiitudes and
perception towards “group” interaction mediated through online chat; imhéne success
of the online chat depended on mass acceptance and the setting in twhichirred.
Researchers have acknowledged that a case study approach foredisility in
ethnographic studies provide descriptaugalytical interpretation in the assessment of the

educational phenomena (McMillan and Schumacher, 1993).

5.2 Overview of the Methods Adopted for the Two Case Studies

This section provides a flowchart showing the overall methods adaptdte itwo case
studies, specific techniques unique to each case study are reportieeir imespective
chapters as illustrated in the Figure 5 A.

This section documents and explains the data methods that have been employed in both case

studies.
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Qualitative analysis

Case Study 1:
Explorative approach

Case Study 2:
Explorative approach

Data Collection:

Questionnaire

- Mainly openrended questions

- Several Likert scales questions
with additional comments
requested

Observation of the online chat
sessions

Data Collection:

Questionnaire

- Some open ended questions

- Additional Likert scales questions

- Several Likert scale questions with
additional comments requested

- Two yes & no questions with
additional comments requested

Observation of the online chat sessions

*Focus group interviews

*Review server logs for number of posts
Students’ results for their case studies
submissions

Data analysis and presentation
Openended questions:
- Clustering of themes
- Matrix
- Numeric data presented as frequencies|
and percentages
- Consolidate across questions of similar
nature
- *Close examination across questions tg
ascertain possible reasons why some
students who did not find the medium
effective
- Two peer reviewers

Ordinal data to complement the additional
comments requested:

- Descriptive statistics

- Presented in graphs

- Clustering of themes based on the
additional written comments received
each Likert scale question.

Verify results with the observation
technique

Those marked “*” are unique to the case study.

- Presented as frequencies and percentapes

Data analysis and presentation
Opear-ended questions:
- Clustering of themes
- Matrix
- Numeric data presented as frequencies and
percentages
- Consolidate across questions of similar naturg
- *One additional reviewer (3 in total)

* Pure Ordinal data:
- Frequency & percentage
- Descriptive statistics
- Presented in graphs

Ordinal data to complement the additional comment
requested:
- Ordinal data analysed the same way as the abo
- Clustering of themes based on the additional
written comments received for each Likert si
question.

Confirm results across different set of data caibec
techniques

* Compare students’ assessment marks based on st
submissions with online discussion and withoutroali
discussion at all

* Analyze the number of post per person and per
minute from the loa files.

b

ve

udy

Figure 5.A. The Overview Of The Methods Adopted Under The Two @se Studies
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521 Reasons for Multiple Data Collection Met  hods

The principle of triangulation has been applied to both case studies.refésto multiple
methods of collecting datathis means that the weakness and strength of each method can
compensate one another Burke (1997). Researchers agreed thaniME®88, Miles and
Huberman, 1994) methodological triangulation strengthens the internalityaind
reliability of research studies. Conclusions could be drawn fromipteulsources of
information and from independent angles on the same issue to establesdr gicture of

what is happening (Merriam, 1998; Miles and Huberman, 1994).

Data was collected for the two case studies, using a combinatiguestionnaires and
general observation of students’ participation while focus group ieteswere specific to
the second case study. Such a process facilitated the abiltgnforn or note any
differences between the data collections, therefore increasingeltability of the results
(Jakob, 2001).

Inconsistencies and contradictory information resulting from theguiation method could
capture a whole picture based on an array of perspectives (PoglayiretBarbour, 2001).
Such findings may simply suggest further elaboration or initidtitianal examinations
from different perspectives (Rossman andson, in Miles and Huberman, 1994). Hence
May and Pope in Barbour (2001) concludes the main purpose of qualitagegcresvas to
provide a more wdepth and comprehensive picture rather than internal validity. Tres@aw
possibility that contradictory results could be due to weaknesshes puestionnaire design

or a researcher without andepth understanding of the topic.

522  The Common Data Collection Instruments

Questionnaires and the observation technique were the common methods adtpisd
case studies. Questionnaires served as the basis for comparisoanéindation against
other techniques such as general observation of the live chainsesdBoth sources of
information complement one another, they provide more clarity and catitmof the
data. Subtle differences in student perceptions could then be lifteehdutyvidence of user

participation could be detected.
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The questionnaire provided a useful technique given its ability teegafpinions from a
mass audience, in this case the majority of participants’ (ithtwhole class’) attitudes
and perceptions. Opanded questions were incorporated into the questionnaire for both
studies, to encourage a diversity of participants to share tisgghts and their experiences.
They were not structured in any way, hence this helped to furnish argeaated impact
that may not have been known to the researcher. This provided a wlatdr to the

respondent’s position in comparison to clesedled questions.

In addition, some questions within the questionnaire consisted of two tpagsery a
specific item. It contained a Likert scale question in thet foart followed by an
accompanied open ended question requesting additional comments from usdesigmed
to enable users to clarify the reason for the Likert scalegraelected. In essence, this
strategy enable the researcher to verify in determining wh#teerespondents understood

the Likert scale question, or whether it should be further refined for future studies.

Two experienced research academics reviewed all questionnairesistehed for Case
Study 1 and a third academic was also invited to critique the guesaiie for Case Study 2.
Practical suggestions and advice on the number of questions and waveiegtaken into
account before administrating the live questionnaire. Students’ @edibahe questions
were also sought to ensure greater clarity of the questionsficgctailoring the questions
to minimize misunderstanding for students from culturally and lingalst diverse

backgrounds.

General observations added additional information which might be diffioul left
undetected via other instruments. The observer could also detstatieewith the level of
student engagement, inattention, frustration, and difficulties expediethaeng the chat
session. Problems or unexpected events could also be identified. | Spesteon was paid
in regards to the difficulties that students encountered, in particgizes with technology
and patrticipation in the live online session. In these two casestulde presence of an on
site tutor’'s general observation allowed less intrusion, permittiegclass to carry on as

normal.
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There is still a risk of research bias as referred to iké&(t997), where the researcher may
unintentionally be selective while observing the session, and couidteniset or overlook
recording of critical data. However, according to researcherspaimons are theoretically
less susceptible to research bias, and responses are more lypregfisetive of the

participants’ views.

5.3 Data Analysis Procedure: the Commonality Between the Two Case Studies

The results from ordinal data were tabulated, and reported as frespuand percentages,
and presented in a graph format (Mogé&®99). Within each question, the two most
positive categories were summated while the two most negaditegories were also
combined, leaving the midpoint category on its own. For instance, tiomgit agree” and
“agree” categories were summated; “strongly disagree” dizhgree” categories were also
summated, leaving the midpoint or “sometimes” category on its okar. each of these
three aggregated categories, the written comments supportingikéne scale questions
were reviewed in the same way as epeded questions. This helped to understand the
reasons behind the students’ responses, and provided additional informadiaingetheir

selection.

Following an intensive review of the data collection, Creswé€ll%94) descriptive analysis
was adopted in this study for analysis of all the epeded questions. In brief, it
encompassed the following sequence of steps:

1. Read all transcriptions and questionnaires thoroughly;
Examine individual surveys to determine the meanings of respondents’ comments;

3. Cluster student comments that are of similar topics, and include any miscellaneous
comments;

4. Conduct primarilyorganized comments and checked them against the original data;
Identify a descriptive title for each of the categories;

6. Consolidate the related themes in attempts to reduce the total list of themes and
miscellaneous answers;

7. Organize data into one place and conduct preliminary analysis; and

8. Compare, reconcile, and refine grouping of the themes if necessary.
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Clustering was a method performed for this research as a wasowping representative
themes or characteristics that could sometimes overlap, ek initMiles and Huberman
(1994). Aggregation and comparison of similar categories helpeddoipegthe generated
results and grouping of data including main themes and sub themes.st&&chent was

carefully analyzed to ensure that it matched the most appropriate cluster.

Having completed the analysis for each question, the themes ovepaied to other similar

guestions to check the consistency of the elements.

The frequency and percentage were also calculated to chaeadheristrength of support
for each theme and organized into table format or matricesoff@givell and Renner,
2003). The process benefits from creating a matrix to tackle aimg attributes that made
up an entity. Outliers were examined to see how they belonged @ortext of the entire
event. Consistency of the responses could be observed from comparidgtahfom
different sources and alternatively worded questions asked of congasabiples.
Descriptive conclusions were then drawn out from the findings ofabe studies based on

relative importance and patterns that could be reveal from the data.

There is a fine balance in the process of reviewing qualitajypeoaches which Eisner, in
Creswell (1994) argues is distinctly different to empiricatiss. Qualitative research relies
on trusting participants, being open to their values and believing imetkggerience. This
approach has different means to substantiate participants’ coharehceasoning which is

based on a vastly different concept to traditional validity and reliabilitysanes.

A peer review strategy was implemented to promote the walditmerging patterns from
openended questions. This involved an academic, experienced in the {foomg@ater
interaction, reviewing and evaluating the categorized data; ancheaneixperienced

academic, from the field of education, confirming the consistency of the categories

5.4  Overall Limitations of the Studies

The laboratory tutor facilitating the on site tutorials also coretli¢his research study,
therefore, there was a risk that users were not honest withrébponses to the questions or
providing feedback that they believed the academic would like to radfaer than their
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genuine experience. As objective as researchers need to be, asdipnaily trained to be,
research bias was also possible in any research study, indeanalyzing the results and

the findings.

Data for each of the three groups were not analysed sepanasébad the data was collated
and reported together as one study sample to gather the overafitmerof the class within
this cultural setting. The collation of data across the thr@gpgrcould smooth out the most
outstanding item within each group. Undoubtedly, participants in each gregptiina
ability to potentially create highly interactive or inacty®up sessions. Hence, there might
be a risk that the group dynamics and experiences between each grodpvaoul
substantially, however, individual differences amongst each grouprwaveeen explored

and could be worth future investigation in future studies.

It appeared that this element was not a major issue in thesesttalies as observations and
content analysis were incorporated to take note of these differefbesesults showed that
groups were relatively similar in dynamics for both studies.

Future design of the questionnaires could consider human factors and groopcdyas.
these variables have a role in creating the atmosphere oladse cA direct replication of
each case study is not possible when dealing with different cohostadents because the
uniqueness of human nature. This imposed a limit on direct comparisoeebetine two

case studies, and a generalization across other studies.

Stake (1995) in Merriam 1998, Stake (1990) in Burke (1997) have discussed rough
generalization is possible based on trials that are delivereith amahy aspects similar to the
original study. Burke recommends a common setting, consistencies gample selected
along with the relationship of the participants with the researdeilar method of data
collection and data analysis techniques used. The greater numbeanilaf §ndings
resulted from the similar replication of the study means thatgrestance the research
findings have. Given that there are some similarities betwhasrstudy and other general
chat usages, the research results also provide indicative prolikeingo be encountered
when applied under similar contexts. The findings of the study carfdteetee used to

guide the design, development, operation and evaluation of synchronous chat system.
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The data in this study could also be used for future inductive hypothadesould be
analyze using quantitative analysis — such as correlations, fantdysis, multivariate
analysis, and its validity could be determine through Cronbach alphaonmination of
gualitative and quantitative analysis strengthens the findingseatudy and the correlation

of various variables can be measured and supported.
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Chapter 6 OVERALL CONCLUSION

6.1 Overview Findings and Implications of the Two Case Studies

The conclusion to the study begins with a discussion of the findingdisgeceach case
study followed by an overview of the overall findings that have kdr@wn from the
research. It highlights the implication of this research tobibdy of knowledge in the
literature and makes suggestions on areas that warrant funestigation in future

research studies.

Presently there has not been extensive literature regardingntstuglerceptions of usability
of synchronous chat for fostering students’ interaction and communicatiohawerthere
been adequate tools that focus on appropriate usability measures.tudyeemploys a
gualitative approach to explore participants’ attitudes and perceptisynthronous online
learning and communication. It has been long recognised that diftedantl groups have
different values and perceptions, yet there has been a gap in adegeateh that explores
the learning experiences based on an innovative blended learning mopittiqular,
studies that involved students from South East Asia. Hence, tla @aise study in this
research elicited many associating variables and its undeffigatgrs that influence their
perceptions and attitudes to using the synchronous online chat. The |leaahiddficulties
of Case Study 1 have been addressed and refined in preparation and parnhegecond

field study.

The triangulation method adopted for the two field studies establibkesl dre associations
amongst the three usability constructs under the context of this silinly.strengths and
weaknesses of such relationships is worth further in depth analysistine data collected,
and findings can be used as a basis for verification in future stutheadopting Computer
Mediated Communication, all three constructs perceived ease opersejved usefulness

and satisfaction are require for measuring usability, as oppose to geneiattgatislone.
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6.2 Overview of the Findings Specific to Case Study 1

The qualitative research has reported and discussed the threenseyicts of usability as
well as factors that encouraged and discouraged student particiipatiba first case study.
Students have identified a number of attributes that influence tsability in a

synchronous chat environment, they have been in principle relateché tarje group size
and the instability of the technology. The underlying factor to gelgroup size of 28 or
more students is that it is simply too big of open dialog using oohaé The study have
affirmed the issues in relation to the technology at any stagd, as instability of the
network connection and access during the course of the online chat séssignstential

major affects on users’ ease of use with the medium, theicipatton and collaboration.
There is potential for this medium of learning to facilitate ranliearning and interaction

with well controlled parameters.

Many participants value the opportunity to discuss their thoughts andomgestith the
offshore (Australian) lecturer, however, several participamsd te focus their energies
solely on the offshore lecturer rather than spending time integaaith other participants.
These students report being disappointed when the offshore lecturer hgisemothem
acknowledgement or a direct response due to the high volume of negssted during

each session.

Case Study 1 has presented challenges in terms of efficierthg ef/stem and mixed user
reactions have been received, some participants conveyed posititedea and
effectiveness toward participating in the open dialog using thehsymaus chat medium,
others thought otherwise. Some participants have reported theadlsaveerlying attributes
that affects usability has been the lack of control inside therobat and no guidelines for

turn taking which hampered their ability to fully participate inside the chat room.

Based on the analyzing the questionnaire in Case Study 1, studenéwgubnasefulness
together with their motivation to participate inside the synchronbas moom meant that
they have been observed to continue participating and appear to ttlerdeficiency with

the technology. The interactivity, instructional strategies &edenvironment inside the

chat sessions provided sufficient motivation for each participanért@in committed to
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engage in online dialog despite problems with technology and theptedl ®f chat. The
deficiencies and learning of Case Study 1 lead to further modficat the design for the

second case study.

6.3 Overview of the Findings Specific to Case Study 2

The study revealed in depth details of participants’ perspectitbeotisability variables
based on multiple data collection techniques including questionnaires, ftpoup
discussion and the observation method. One of the key findings of thehatidizown that
both the technology and human factors have an influence on the easecohstsect and
the overall usefulness and satisfaction levels in using thensyshich is consistent with the
literature (Andrews and Haworth, 2002; Preece, 2001; Brinck, 1998).

Participants in case study 1 were likely to be clouded by the dwmmenating difficulties
experienced such as network connection to have noticed the impact ofebgeged in
online chat. Compare with the initial trial, this case studydmasvn improvements since
the system has been hosted locally. Upon stabilizing the aacoéssetwork connection,
human factors such as group dynamics, individual attributes and slaisa gkitical part in
creating a highly interactive online chat discussion. A subsitantraber of participants

have found the system easy to operate.

To a greater degree the second case study has been able to sippbet internal state of
users and peer motivation have strong influence on the usability @sfdctmn constructs.
These user characteristics include students’ domain knowledge, cormatrmmi@nd

language skills, along with their analytical and facilitationlskio develop effective and

open group interaction.

The speed of online chat remained a key barrier in contributing toytfehirenous chat
forum. It has been anticipated that addressing the technologicat asgedecreasing the
group size for interaction be sufficient to slow down the pace of oaliae Subsequently,
it is expected that participants could now fully engage in the synobs chat medium with
smaller groups of 9 to 10 participants. Yet a higher than expected nomparticipants
continued to provide feedback regarding the challenges to follow andbcoatto the

online chat. According to their perceptions, the strategies havaerathighly effective to
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the extent of having an appropriate pace to enable all particigaatsrifortably contribute
in the online chat.

It has been a challenge for academic staff to design a gelwethod to manage the
unpredictable nature and uncontrollable flow of messages of the onlcgssian. A
substantial number of participants has found the system easy toecgredatnore difficult to
follow and contribute to the online chat. Furthermore, some studentsrdramended
that prior preparation to the live chat being an underlying factoactoeving a more

successful communication outcome using the synchronous chat medium.

An examination of the interaction log files reveals a mean of & p&s minute, this show a
relatively high participation rate. The lowest number of postgppeson was 16, this has
not been consistent to the previous literature on Asian students leeeotygie as being
passive. It also suggests that participants are prepared #dimg) wo contribute to the
synchronous interaction. A considerable proportion of participants (72%)nodee that
online chat stimulated them to analyse the topic. Their underlyahges have been
observed that it relates to being engaged with the role playitiast along with being
motivated by their peers during the live sessions. In reviethieg@ssessment of students’
assignments indicate students that have completed an open dialognlgiegchat show a

higher performance rating compare with those without.

6.4 The Common Findings of the Two Case Studies and the Implications for
Future Research

The perceived usefulness for both studies revealed similar findindsresults, firstly
students found synchronous online chat useful for enhance learning outcomess keatthr

understanding and improve performance on their assignment. In additioonlthe

medium together with instructional strategies can createcwuffiincentive to encourage
and increase participation of participants from a South East Aslamal background under
a unique blended learning environment. Accordingly twice as many ssutémitCase
Study 2 has been useful in comparison to Case Study 1 particulaglymis of valuing the
ability to share information, voice their opinions, and engage intenaeith their peers and
the offshore (Australian) facilitator in a less confronting emvient supported by their

local laboratory tutor.
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Both studies reveal the similar themes, core benefits asawdhe deficiencies of using
synchronous chat for group dialog. However, not all key themes havehsesame for
both case studies as the settings and methodology has been revidieel $econd case
study. Participants have provided comments on the benefits of onlihenedaum, the
inherited textbased feature, and the immediacy of the communication are a#réedtures
of this learning model. It offers users the comfort of partimpatot only it is relatively
less confronting, there appears to be evidence to suggest thatefaetion amongst the

users to be highly positive allowing more opportunities for open dialog.

During the course of these two case trials it has been showthéhabciability aspect of
online chat is well supported and is highly interactive in captwsgy’s attention. The
trials have been successful in encouraging student interaction thathentire sample
population contributed to the online chat sessions. The study suggestehdhe\quality

of the discussion varies as it is difficult to manage in & ppase chat environment. In
respect, both studies have affirmed that the students have sdgges#ter clarity and
guality in the messages in an environment where the pace of thessie should not

restrain their participation.

Based on students’ views, one of the underlying attributes common dlbeo$so case
studies affecting perceived usability has been in referendeetorelevant, disruptive and
the disorganized flow of messages posted. Some students note tdifficul expressing
themselves spontaneously amongst the hive of activities. Ovérale is potential to

improve quality interaction amongst users in future studies.

In depth analysis of case studies have revealed that the coréymgdproblem has been
without visual cues in textased communication, many participants concurrently post
messages whenever there was a momentary lapse in meapagasing on their screen
rather than waiting for responses. While participants continuemaltaneously post

messages, the pace of messages continue to become faster.

Consequently, the impact results in interweaving comments and inobltereversations
occurring in no sequential order making it difficult to productively gbate and follow the

discussion. This has implications on both the quality of conversationsliaas creating a
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barrier for effective communication particularly for those viathglish language difficulties.
As a result, the core problem remains an issue for some partgipathe second case

study.

Under these circumstances, the smaller group size for CaseZShagynot had a significant
affect in reducing the pace of online communication. It can be conduaadhese studies
that in designing synchronous chat to facilitate student interactioh learning it is
important to determine an appropriate balance of having a dynamic amalopgamber of
participants to be engaged in online chat at an appropriate paceiskirbéhaving a group
size too small could mean that the number of posts drops to a point tivbdrdgeraction

may not be sufficient to maintain the user’s attention.

The perception of usability and ease of use is influenced by the apebith messages are
delivered and at the speed the learner processes the messaigies io provide meaningful
responses. This calls for a need to find ways to facilitatetgaigdcussion that considers a
fine balance between not too many or not sufficient amounts of ediutside the chat
forum to maximize the chance of delivering a successful onlineaatten. It is difficult to
predetermine the likely activity of an online chat group without gkimwledge in regards
to the dynamics of members. For instance, a highly interactugognay only require a
smaller number of participants. The studies also acknowledge botiduadidifferences
and group dynamics have impact on the discussion, the ease of use,ftfreesseand

satisfaction.

One of the predominant outcomes of the first case study was bdisksta comfortable and
stable online environment for group interaction via synchronous chat.e Wihilcore of the
second case study aimed to explore student’s perceived usabilitatesidction of online
chat for communication. Hence, issues relating to the quality oflifeeission including
messages deviating from the discussion topic and irrelevanbgesssvere a key variable
taken into consideration but not intended to be examined in great depth in this research.

Unlike the broader literature, the findings in both case studies hasndated and shown
that South East Asian student communities have not been intimidatdteibyanguage

proficiency. The triangulation method indicates that the majoritgtefients from South
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East Asian background are not considered passive participants ofa@ynehonline chat.
The belief that Asians have difficulties using tegised communication given there is no
visual cues to give the additional meaning of what is being §@lkster and Gwynne,
1998)has not been the case for this study. The research has showlatkabfavisual cues
is primarily due to the sheer volume and the fast pace of thérsymus online chat

medium.

Students in this research have had personal contact with one anothethaiietir offshore
lecturer prior to the live chat sessions, participants have fodeskiintimidating and not as
confronting as compared with fateface contact. Together, with sufficient motivation and
a comfortable environmentaking into consideration technical barriers, all participants
continue to actively participate in an open and lively dialog andnigerity indicated that
they believe it will be worthwhile to apply this mode of learnioduture subjects. Several
participants have acknowledged the presence of the local tutor whibebashelpful to
clarify queries to posted messages or difficulties experienceithel laboratory such as

system instability issues.

6.5 Implication for Future Research

A substantial body of knowledge has been elicited from this reséarcteaching and
learning based on the usability of the synchronous chat for open group didlegstudy
has provided researchers with a range of parameters to be cedswdeen measuring

students’ perception and attitudes toward usability of online chat.

From the perspective of actual users, the current two casesssiginficantly expands the
overall understanding of usability of synchronous online chat for medianogp

discussion. It has in particular, made a step forward in definingftée elusive concepts of
usability of online chat for instructional strategies under a uniqeadbd learning
environment. The transnational educational study involves studentsStvath East Asia,
the offshore (Australian) lecturer playing the role of the atdr and supported by the

local laboratory tutor.

The general and the underlying variables found in both case studiesahdd and

knowledge to the existing literature on general participant atsit(idevrenceSlater, 2002;
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Motteram, 2001; Mock2001). It helps to furnish a more complete understanding of
perceived usability from most (Case Study 1) if not all (Catsely 2) of the participants of
the online chat sessions. With a lack of current usability stulléshas been applied to

blended learning, this research contributes to the much needed body of knowledge

These case studies have demonstrated that the use of a combinatiaohofg paradigm
can create an effective pedagogy, with technology and instructiEsadn thoroughly
planned for; it can facilitate interactive communication withoampromising student
satisfaction. It also appears that the online chat and the imstalctrategy have provided
sufficient student motivation and commitment to engage and paréicipasynchronous
online chat.

The study has illustrated student attitudes are influenced by #@uahellof variables that
could be captured for future research. It has created a foundatifuiui@ research work
based on continuous improvements to the current methodology and the dsfitreyfield

studies. With a sufficient number of research studies conductesinmlar setting, coupled
with the use of triangulation methodologies and statistical asalygs could result in more
solid findings in understanding links and relationships with student pexs@nd attitudes
towards the usability of online chat. Furthermore, there is poteotiagh model to be

developed that can be generalized to the overall population.

Unlike many of the literature review, the themes in both caskest have been elicited from
the majority of the population. It recognizes that students’ pogiereeption, perceive
usefulness and ease of use with the online chat model will driter ledirning outcomes

and maintain their engagement.

Students experience with the online chat sessions is complex andacetdif and their
views extend beyond the interactivity of online chat. Addressing aterfin isolation is
unlikely to have a huge affect on student perceptions as simultanemddigssing a
combination of variables. Together, the two case studies haveghighli the utmost
priorities in delivering a comprehensive online chat medium, yfjrstle stability of the
supporting technology, specifically the stability of access andankt@eonnection, alongside

the importance of instructional strategies to develop sufficientivation levels to

89



encourage user participation and active engagement. It is regateththat the delivery of
online chat is likely have a greater chance of success if cealwith measures addressing
multiple factors affecting student participation these include atténdes, perceived ease of

use and usefulness.
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PART Il

Chapter 7 CASE STUDY 1 - OVERVIEW

Chapter 8 documents the introduction to case study 1 and its objecfiles. chapter
outlines the study design and procedures, followed by a description oftéheatlaction
method adopted for this initial case study. The final part of th@teharovides a
description of the participant's demographic profile.

7.1 Introduction

The primary goal of integrating online synchronous chat into the blended learning in a team
teaching environment is to enable the offshore (Australian) lecturer to stagpimbkeeast

with the progress and the needs of the students during their online discussion. However, this
could not be achieved if students, the paying customers, do not have a positive perception or
are not prepared to participate openly inside the chat session.

The application of usability has been explored in a wide spectrum hgwewd more
recently little research exists on online communities using sgnohs chat (Preece, 2001).
Frameworks and theories have broad guidelines (International StandgdiZation, 1SO
924111) or consist of a general understanding of user perception (Technatogptance
Model = TAM), without providing specific details that is needed fmntinuous
improvement. Researchers continue in their attempts to find-facdtis communication

tools and possible constructs to measure such usability.

Furthermore, academics and the existing research alike are faced with léregehad
designing blended learning model that encourages passive students to become active
participants without jeopardizing student satisfaction and perceptions (Klemm, 1998).
There have been suggestions that Asian students are not proactive in givingwheir v
(Ballard and Clanchy, 1997), while other studies (Balazs, 2002) shows that without
additional stimulation students are reluctant to use these systems. To datgetioaity
limited studies that investigate the South East Asian students’ perceptionitade st
towards the usability, the benefits and the barriers of synchronous chat mediumaplyrticul

within the context of blended learning under a team teaching environment.
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It entails a discussion on factors that encourage and discouragedt spadgcipation,
whether students feel comfortable interacting online with an aimmprove the next case

study.

7.2 Objectives
The challenge was to determine students’ perceived usability ohtime chat for fostering

open dialogs amongst themselves and with the offshore lecturerwellnenown usability
framework, characterized by the three constructs from TAM, naPelgeived usefulness,
Perceived ease of use, and attitudes, was applied to the inwestigh synchronous
communication tool. This was unique to the usual information systemhichwhese
frameworks have proven themselves.
More specifically this first case study investigated:

a) South East Asian students’, mainly from Malaysian and Indonesian backiy,

perceptions of usability and attitudes towards participating in the online chat;

b) An insight of specific aspects that participants’ valued and tffeulies they

encountered in using this medium which supplemented their usual classroom

activities. This in turns helped to ascertain whether studenteiperonline chat
facilitated by the offshore lecturer could foster interactive class conoation;

c) Students’ perceptions in identifying the attributes that influenceudlaility in a
synchronous chat environment under this context with a view to improwke#ign
for future studies; and

d) The stability and an evaluation of the system to support such communication

The learnings and findings of this case study would be utilized toireghe second case
study, the next case study would take into consideration the mass opeganding the
attributes that affect the usability of the medium. Key issbasinterfered with students

participation in an online dialogue would be refined for the case study 2.
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7.3  Study Design
Much of the overall design features applicable to case study 1 hade2been described

under Part 1, chapter 4, this section is focused on setting the sttengpecific details
regarding student expectations, how the group size has been determiried &atinology

selection process.

731 Briefing on the Expectations

All participants were briefed on the expectations and the objectfibe online chat during

the first trial session. The key points discussed can be summarized as follows:

« Assessment was made on the quality and relevance of the messages posted,;

« The open dialog was based on the topics in relation to their readidgsuasequent
write up of the assignment;

« The role of the offshore lecturer was to be the facilitator, tedging the direction of
the discussion when necessary;

« Students were encouraged to discuss not only with the offshore lelsturaith one
another, with the goal of helping each other to better understand theegdynpf the
topic and its related issues; and

« Students participated inside the laboratory session administered by the lakotatory
and

« Rude behavior in any form or shape was not acceptable.

732 Group Size and the Number of Online Chat Session s Held

Research to date have not been able to determine the optimal number of participants for
online chat, Wang and Newlin (2001) suggested that groups should not exced 25
participants for asynchronous discussion. Dolen and Ruyter (2002) found that the more
respondents in the online chat, the more interactive and satisfied the particip@nteitiv

the online chat for group interaction.

A class of fifty-seven participants was divided into two groups for Case Study 1, one group
of 28 and another group of 29. Based on the apparent lack of research on group sizes, the
limited resources available for the subject, and a large class size of Sipaats, this was

thought to be a suitable size for each group. However, if the size of the group was found to
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be unmanageable, a decision to reduce the group size further in the next study would be

considered.

Four online chat sessions were conducted under the initial case kisdyas made up of
two live and two trial sessions. One of the two trial sittvag a training session with the
local instructor, the other was with the offshore lecturer. Nd&nmaentives were allocated
for these two trial sessions and it was not compulsory for studerparticipate. The

duration for the two live chat sessions was an hour for each group edth trial session

lasted 30 minutes.

733 Technology

Many trials publicly available chat rooms hosted by an externaksowere conducted,
these systems were not limited to Netmeeting, Paltalk, and Ylessenger. The testing
was to ensure the chosen host would function well with both instituticavsali, and allow
for a group size of 30 participants to interact in the one discussiomf Microsoft

Internet Relay Chat was the chosen system adopted for the study

734 Incentives

For case study 1, a total of 10% of the overall assessment feulbiect was allocated for
the two online chat sessions, 5% for each session.

7.4 Procedures

741 Data Collection Method

It was uncertain that the type and volume of interaction that coudciiected from the live
chat sessions. The initial case study was designed with figxilbd enable mass
respondents to openly voice their thoughts and experiences without needioifstuee
lecturer providing specific answers to queries. This servetl byeincorporating mostly
openended questions within the initial questionnaire and Likert scales ¢ball be
developed for the second case study based on the themes and thesléamirihe first
trial. The questionnaire was administered in conjunction with a aepdaboratory

observation, to allow a more accurate picture in capturing studegeriences; revealing
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unexpected or unintended impact that would not otherwise be knohae. observation
method was conducted with attention to the possible difficulties erpede by the
participants and their attitudes towards participation. The oveealéfits of qualitative
research, questionnaire and observations and attached data analpsith foaseStudy 1

and 2 are documented under Part 1, chapter 5.

Subjective data collected in Case Study 1 were gathered yifemth users, this provided
useful information; however, it had its short comings. Such shortcemiage minimized
by gathering data from a larger group of participants and dewasmgltiple data collection
technique as suggested in Foraker Design (Z2005).

742  Questionnaire

The questionnaire design was around the multi faceted aspects including student’s
viewpoints towards the usability of the communication tool. . No suitable usability
guestionnaire could be found in existing literature that took into account the dynamic nature
of synchronous chat used to support group interaction for this cultural group. However,
several questionnaires examples in the current literature (Mantyle anléGi¥R97;

Malhotra and Galletta, 1999; O’Malley and McCraw, 1999) were referred to andedelect

guestions were modified to suit the objectives of this study.

The overall questionnaire consisted of seven key questions and thehesgilot tested the
guestionnaire to ensure clarity of questions and that all questionsasiedterminology.
The questions within the questionnaire fitted well into the three litgatmnstructs, namely
perceived usefulness, perceived ease of use, and their attituded tosing the system.
(The details of each of these constructs were described in clgpteh sample of the

guestionnaire is attached in appendix BB.
In summary, perceived usefulness was one of the three constructability, which was

measured as an outcome of the process of the students’ perceptiords ttheabenefits

including the encouragement factors of communicating via online d¢hatnsidered their
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overall thoughts on the effectiveness of the interaction with tfeha® lecturer using the

online chat medium.

The ease of use was measured in terms of the process of rghilegi outcomes, in
reference to the questions that elicited the “difficulties eepegd or disadvantages” of
having discussion using synchronous online. Participants’ perceptionscolé&atd in

relation to discouraging factors and whether they found it comfortable to contribute online

The third construct was based on attitudes towards the satisfémteEinmediated by the
online chat as a communication tool. Data related to participaveisll feedback and their
extent of participation was collected. Participants were askad.ikert scale question with
space to add on additional comments if they would seek further acdéiohh or challenge

one another during the live chat session.

743 Peer Review of the Themes

All gquestionnaires were reviewed by two experienced researcemaass, one of whom is
familiar with the context fothis study. They provided helpful suggestions and advice which

were taken into account prior to administering the questionnaire.

744 Administration of the Data Collectio  n Methods

The questionnaire for case study 1 was administered at the enst b¥éi chat session after
the two shorter practice sessions were conducted. Prior to théulish of the

questionnaire, volunteers were made aware of the use of their resparsd the
information collected may relate for future refinements of therse subject or possibly
other related subjects, and participants should attempt to respond estibngag honestly

as possible.

The laboratory tutor’'s notes from each laboratory observationsasenpiled at the end of
each live session, prior to administering the user questionnaires préctice aimed to
collect and record accurate and detailed information in a timatyner. The data collected

focused on the three constructs that affect usability and the interaction insitiatth@om.
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7.5  Data Analysis for Case Study 1
The findings of this first case study would assist in prioritizing issues that need to be

addressed and help build the second case study. The detailed dats ahdlys open
ended questions and Likert scale questions has been discussed undehpgtel 5oof this

thesis.

Participants’ responses to each of the epetied questions in the questionnaire have been
grouped into themes. In addition, commonly sited themes across questibausiis nature
were consolidated and examined. Numbers and percentages were derassist in

determining how common each theme was and its significance in relation to othes.theme

While responses to each of the 5 point Likert scale were groupethiatomain categories
for analysis, essentially the “always” and “often” categome&se considered as positive
ratings, these two categories were summated, similarly thative ratings “seldom” or
“never” categories were combined, while the results for the mépoineutral “sometimes”
category remained untouched. Participants were often asked to promdeents to clarify
their Likert scale selection to understand the underlying reason$dirchoice. These

comments were collated and provided some useful data for analysis.

A detailed analysis was undertaken to examine and cross check studeritad difficulties
in using the online chat. The study sought to understand participants\aaid difficulties
experienced inside the synchronous chat sessions to enable a cletrsx pf the
complexities involved in their perceptions of usability of the medamnch for enhancing the

future delivery of the subject.

The emerging themes were collated and presented to two highlyiezxqaer qualitative
researchers for peer review. This included an academic fronediheation sector and
another with technical expertise in human computer interaction. déwrbutions assisted

in developing greater clarity in the naming of the common themes.
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Observation notes were used to confirm and provide addition informatiotheto
guestionnaire method. The local laboratory tutor could make detailedvalises in

relation to the overall attitudes and ease of use in operatingyitem to support their
interaction that might not be obvious to the participants. This coulcelaeed to the
intensity of the class participation, or the underlying difficultiaterfered with their
participation.

7.6  Participants’ Demographic Profile
The demographic profile of the participants were collated and showtbe igraph below.

This information could also be particularly relevant in designingréustudies of a similar

nature for comparison.

In a class of 57 participants, 40 students volunteered to respond to thennée.
Participants are all full time students between 22 to 26 yeaagefwith majority of the
participants are at the age of 20 to 21;Fmgre 7.A presents the frequency distribution of

the respondents’ age.

Respondents Age Group (case study 1)

12

Number of Respondents

19 20 21 22 23 24 25 26

Figure 7.A Students Age Group
There are 42% (17) males and 58% (23) females in the study group.
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The nationalities of the studerdae illustrated in the Table X, 87% of the participants are
Malaysian, and the remaining respondents are from Indonesia and Bmiradi Pauth East
Asia.

Table 7A: Country of Origin

Nationalities Frequency %

Malaysian 35 87.5%
Indonesian 4 10.0%
Brunei 1 2.5%
Total respondents 40 | 100.0%
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Chapter 8 RESULTS OF THE INITIAL CASE STUDY (1)

8.1 Introduction
The current study represents an important step to understanding studemtipes of

online chat in the Malaysian educational system context. This Bagdgotential to make a
major contribution to the understanding of student’s experience and s in relation
to synchronous online learning along with the various conditions that etestuslents to

have positive or negative attitudes.

This chapter discusses the themes that emerged from the resfootisesespective open
ended questions in the initial questionnaire and have been subsequentiio teddame the
later questionnaire administered in case study 2. Several techiigue been utilized to
collate the results of this study; it included observation of theystjroup along with the
grouping the responses in two waydhe feedback has been organized based on the
guestions asked in the questionnaire and secondly the results have besricplyr

consolidated across questions of similar nature.

8.2 Results From Questionnaire
In a class of 57 students, 40 (70%) students volunteered to fill imitred questionnaire

that were administered at the end of the class, they were egeduwaprovide feedback on
any problematic or unclear questions. Participants did not find anyr iisapes with the
guestions or the structure; based on the written comments it appibatedtudents

understood the questions.

821  Encouraging Factors that inspired Par  ticipation

Students were asked about factors that encouraged their participation, as shown below:
(Q.1) What factors or activities influenced your contribution to the online chat?

A) The factors that encouraged you to participate:

The responses were organized into the following three major themes: educatiofit, bene

communication benefits, and assessment marks for participation. A closersaogtiisi
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two dominating themes, these being the educational and communication benefits as the
motivating drive, revealed the underlying perceived usefulness of the medium for
communication. The significance of these factors were described and presentdjurehe
8A.

Common Encouragement Factors
c
40.0%
S 35.0%
it 35.0% .
% 30.0% 27.5%
o 0
s M T00%
0,
o C00% 15.0%
0, 4|
g oo 10.0%
S 100% || 7.5% 7.5% |
S 5.0% | -
e 0.0% ; ; ; ; ‘
Novelty Information Comfort Timeliness Interact w Increase Marks
Gathering Lecturer Opportunity
& Group
Participation
Encouragement factors O % participant

Figure 8.A. The Factors Encouraged Students’ Participation

Number of sample (N) = 2Number of non response3
(The clustering of the responses is documenteahile tA1, under appendix A).

The first theme identified was educational benefits, which ede students’ perception of
their ability to obtain information, gain knowledge, enhance their skilldevelop a further
understanding of the topic by participating in the online chat discusdibis theme was

derived from factors that encouraged participants to participate in online ehscuss

This encouragement factor had fourteen (35%) participants identitiisgonline chat
provided a communication channel for information gathering; gaining knoeleohgl
understanding. This could be done through either the process of interaithirap& another
or passive recipients of information. Some students indicated mrédspionses that it was
an interactive process

(#26) “exchange ideas/opinions.”,

(#27) "I can know more and also ask question straight away if | don’t understand.

...Know other opinion and something | didn’t notice”.
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The following responses revealed that the students found this proedes msrely to
gather information as passive recipients:

(#14) *“for getting answer for thing that | don’t know [sic]”,

(#39) “can read other ppl opinion [sic]”.

Six (15%) students specifically related that group discussion idsihiesn to participate in
the chat room. This was supported by the following respondent:
(#27) "I can know more and also ask question straight away if | don’t understand.
Don’t have to wait one by one until she [the offshore lecturer] ansmgrs

guestion. Know other opinion and something | didn’t notice”.

The novelty of the chat medium (8, 20%) was identified as being aneti&uraging
factor, describing the session being interesting and exciting. fobag the delivery setting
provided them with new experience as quoted by the following participants:
(#6) “quite interesting because this is the first time using this kinchethod for
discussiort,
(#25) “this is something fresh”.

The second major theme identified in the results was communicatis réferred to the
students’ ability to interact, share or exchange information and idegerding the
discussion topic via a computer system with other students inclass, which led to the

outcomes of educational values or positive attitudes.

A total of 30 of students (75%) were particularly valued the comratioit outcomes
gained from interacting in online communication. This figure includedsda (14
respondents) who valued the information exchange which was based on ityetabil
communicate inside the chat forum irrespective of whether thmmdents were merely
observers (passive learner) who simply read and gather informati active participants,
who contribute, share, and exchange information. For example two participants noted that:
(#38) “well, I can ask question during online chats and then | can learn more

things using online chat”,
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(#21) *“...and the feedback given is come from many sources.”

It would be important to keep in mind that the results indicated tigatwio key themes
educational benefits and communication value appeared to be intertreldtge Venn
diagram in Figure 8.B illustrated the commonality between thekiyothemes related to
humanto-human communication allowed by this medium for information gathering and
exchange of ideas and as supported by the following quote:

(# 38) “Well, I can ask question during online chats and then I can learn more the

things using online chat [sic]”,

It is beyond the scope of this study to investigate the strength of this relationship.

Educational Communication

benefits benefits

Both educational and communication benefits

Figure 8B Interrelationship between Educational Benefits andCommunication Benefits

Other encouragement factors included 11 students (27.5%) who mentioneketitdiat
forum provided them a comfortable medium to contribute their thoughtetgroup. Of
these 11, eight (20%) mentioned the freedom to participate, refeoritige chat medium
being less demanding (two respondents), less intimidating (thneencemts), less external
interference (one respondent) such as noise. Two respondents simplyrigechmas the
freedom to contribute at any point in time. Others (three respondelatgdd their thoughts

to understanding; they felt comfortable participating when they understood the discussi
This indicated that ease of use not only encapsulated meta commomigadlso elicited

self confidence. Given this relationship, the question that natdcdlibyvs is whether the

impact of the environment and the effort of contribution also playedt @anphe ease of use
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construct. The following quotations illustrated the various fadteas made participants
feel comfortable:
(#28) “since it is not faceo-face it makes me feel free and more comfortable to
give my opinionsJ[sic]”
(#29) “... more relax, more confident and dare to talk [sic]".
(#25) “it's interesting and gives us time to think before asking a question” [sic]
(#11) *“the topic discussed is familiar and understood, thus I can follow the chat,
giving out opinion|sic].”

Three (7.50%) students felt motivated when the offshore lecturerafiaition to them or
interacted directly with them, two of these three participalsts @ppreciated the ability to
clarify doubts with the offshore lecturer as claimed by the following respondent:
(#17) “when the lecturer is able to pay attention to me”
(#36) “lecturer's might personally aim questions to individual students thus
students reply. Apart from that | would take this opportunity to clarify

certain question with the lecturer [sic]”.

Three (7.5%) students claimed that the timeliness and instant respand feedback
encouraged them to participate inside the chat room. While four respend®%)
explicitly related it to the increase of overall student paditon being the motivating
factor; three of which claimed the active participation of tpeers also motivated them to
join in, this was clearly described by one of the participant;

(#29) “everyones [everyone participate] participation encourage me to, it's

exciting to do online chat, more relax, more confident and dare to talk”.[sicC]

One student mentioned it was the opportunities to contribute within -bas&tl medium
which encouraged their participation.

Another aspect the participants described as encouraging theiipgadidn was having this
form part of the subject assessment. Students (6, 15%) commentedenttetnal stimuli

being marks awarded; three of these six students specificadlyrsaks was the major
incentive for their participation as illustrated in the following remark;
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(#7) “the most important point is still the marks, | can get marks for
participation”

Amongst these responses there were positive attitudes towardhesisgstem as a medium
for interaction as seven (17.5%) students commented about it being aimgescit
interesting experience, five had related to the novelty of theumeddeing used as a
communication tool for learning:

(#1) “excited, new to me”,

(#29) *“...it's exciting to do online chat, ... [sic]”,

(#35) “much more interesting, it seems more students are communicate online, got

more opinion & ideas [sic].”

822 Benefits of Interaction Using Synchronous Chat

In the questionnaire, participants were asked to comment on the benefits of having their
discussion using synchronous chat, the exact question reads:
(Q.5) What are the benefits of having a discussion using synchronous chhthakie

not been mentioned in the previous statements?

It would be logical to expect positive comments to emerge frosngiiestion to be similar
to the responses seen under the factors that encourage studertidntasam the previous
section. As anticipated, this was the case in this first case study.

Educational and communication values again emerged from the perceived usefulness of
online chat. Figure 8.C. on the next page shibw strongest theme which was information
gathering via the communication medium, this was supported by 11 respondents (27.5%).
In forming their attitudes, students tended to provide similar reasons in theirdie¢dba

both the perceived benefits of online chat as a channel for exchange and the factors that

encouraged their participation.
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Common Perceived Benefits
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Figure 8.C. Perceived Benefits Amongst The Participants

N =29. Number of non responser
(The clustering of the responses is documenteahile tA2, under appendix A).

The respondents believed that this channel of exchange along withateseaotivational
factors enabled the sharing of information and opinions amongst thes: clane of the
students shared its view by citing that:
(#2) “it help to gather more information than we do it ourselves with lidieas
[sic]”.
Another respondent noted that:
(#32) “information are shared, opinions and ideas are exchanged as different
people have its own was of thinking. Being able to get information from both
tutor and lecturer, two head was better thanone

All 27 respondents in this question (excluding the seven who did not pearsiveenefits

and 7 who did not respondent to the question) indicated one way or anotherctieeger
communication value in response to this question. They perceived vamoleslying
variables encouraged them to engage, or to participate in thsnsepassively or
interactively. Aside from the 11 participants who recognized Ibiigyato gain information
through huma#io-human interactive medium, another 7 (17.5%) students appreciated the
interaction with the offshore Australian lecturer, a theme whiels wlentified earlier as

falling in the communication value category. Four of these sewdicipants valued the
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opportunity to further interact with the offshore lecturer without heing physically
present. The remaining three participants perceived the bevfdbigsng able to clarify any
doubts and learn from the offshore lecturer. For instance,
(#11) “student can interact with offshore [Australian] lecturer directljtvout the
need to present physically [sic]”
(#28) *“since any doubt | have, | can possibly bring it directly to the responsible

offshore [Australian] lecturer

The results demonstrated that for six students the chat mediurasiedréheir access to
participate and they were comfortable to share their thoughtgheithclassmates via text
based communication. For instance, f¢L0%) students suggested that the chat sessions
provided a comfortable medium to interact, exchange and communicategimeons and
ideas.

Five (12.50%) students valued the synchronous interaction of the chat mediumey
noted that timeliness of the responses was the motivating fadimme such student
illustrated in their comments:

(#23) “able to get questions, answers on the spot, quick.”

A student had concurring comments stipulated that timeliness of respameased their
participation:

(#9) “fastresponse from other people more participation” [sic]

Another spoke of comfort level as a stimulator:

(#29) “daring, more confident, everyone’s participation” [sic]

Four (10%) participants explicitly noted that chat session increased participation at
large, by providing an environment that inspired the students or dea more
opportunity, to participate. This was indicated in their responses:

(#35) *“students have more chance to express out their ideas”,

(#21) “everyone can participate”.
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One of the negativaspects a particular respondent indicated was that on one hand the
speedy response time was effective, but on the other hand it neterieh the ability to
understand the discussion:

(#12) “sometime it may cause any respond as fast, and can't really understand the

meaning of what has been discussed” [sic]

Seven of the respondents in fact noted the disadvantages of usingirteecbat instead of
the benefits, some of whom shared common negative perceptions, arhesgsteisponses
were associated with technical problems (thespondents), while two respondents thought
the medium was not useful and the rest spoke of the difficultiesvedvah participation, as
revealed by the following quotation,
(#37) *“...especially if there are too many people in the chat room and our opinion
are not accounted for worse students can be disconnected/banned and be left

our of the chat for a while, thus getting lost when they connect again”.

823 Discouraging Factors

A close examination of the factors that discouraged student participation is shown below
(Q.1) What factors or activities influenced your contribution to the online chat?

A) The factors that discouraged you from participation

All 40 participants responded to this question and the results wegodaed into three key
themes which emerged from collating the data. The themesrelated to: a) technology
issues, b) the interaction or the communication factors, and finaltiieaesign factors in

administering the case study.

Figure 8.D on the next pageresents the overall underlying factors that had interfered with
students’ participation. Twenty eight (70%) of the respondents indicatgvork instability

as the major factor resulting in the strongest barrier idedtifor this case study; 16
(40%)of the 28 responses specifically articulated the underlying dommgxroblems and

11 (27.5%) comments were in reference to the message transfer rate being a problem
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Figure 8.D. Perceived Discouraging Factors Amongst The Partipants

N = 29. Number of non response0
(The clustering of the responses is documenteahile tA3, under appendix A).

The spontaneous disconnection of the chat software was also partlyo duactive

participation as the external host for this Internet Relay Qitatratically disconnects any

users who have not contributed for a set period of time. The heavgrketaffic inevitably

led students experiencing network lag or slow message transfer r&fhese problems

created confusion and frustration amongst the participants, typical responsésdrexere:

(#4)

“The Internet connection is always a frustrating matter to be consider [sic]”

(#11) “When | were disconnected then connect again | already got lost [sic]”

(#24) “The needs to wait and often lagged, disconnect etc, questions and answers

are very messy, sometimes, question are not answered as lecturerissay

them because questions shoot at the same time [sic]”

(#16) “the chatting gone to fast. It is hard for me to get or read the other igusst

and answers. ..., but sometime the line is too slow and make the message

jamed, | can't see the new message [sic]”

The two themes, group size and fast pace of the messagesdloeramuch related to one

another, however, they were not grouped under a single theme. Thiste theepositive
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synchronous nature of online chat. Hence, the speed of the messageeswoitlifam one
or more combination of other factors besides the large size gjrtp. These variables
include the dynamics of the group, the learning and processing speedaftibipants and

the transfer rate of the network.

In discussing attitudes towards group size, eleven respondents (27.5%spokanany
people inside the chat being a discouraging factor. This in parthuaettito the fast pace
of messages scrolling down the screen, as noted by five of thesearfigipants.
Respondents indicated that:
(#11) “when the chat is going on too fast, because too many people on the line
[sic]”
(#19) “when there's too many people giving their opinion and | don't have the

chance to give my opinion as | have difficulty in typing very fast”

While the other six respondents complained about the speed of the mikssaga the
screenln total 12 (30%) respondents found the pace of the online chat too fastwasi
clearly described by the following participants:
(#16) “the chatting gone to fast. It is hard for me to get or read the other questions
and answers”.
(#11) “the chat is too fast when ever a lecturer issues a question byrtberte
student finish typing his /her answer-20 lines may have passed. Then they

do get lost at one point”

These 12 participants either spoke about this factor alone, some of sehartdtulated a
combination of one or more additional barriers that interfered witlclthanel of exchange.
These included the technology instability, the allocation of largepgr for discussion, and

incoherent posted messages made it difficult to engaged in online chat.

A substantial number of students’ shared similar views, as higddgby the following
respondent who criticized the fast pace of message flow:
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(#34) “most answer have been posted and we did not realized that we are repeating

the answer as many lines of answer appear at the same times”. [sic]

The unorganized nature of the posted messages inside the online anicheegloup
dialogue was another issue for six participants (15%) as illustrated in folloenmgyents,
(#25) “sometimes it is quite difficult to keep track of the questiortlvtiie answer
is referring to”

(#6) “sometimes it's too messy to read the message post by everyone”

Seven (17.5%) of the total number of respondents noted the inadequat®feesisonses
were also discouraging, as indicated by this comment:

(#31) “it's boring when no one response to my questions”.

Four of these seven students initially welcomed the opportunity feragtion with the
offshore lecturer, but were discouraged when the lecturer did not acknowledge #gesess
(#6) “lecturer may not have enough time to reply if the message we pasted i
correct or wrong”,

(#16) “...Beside, the lecturer was not responding for my answer”.

There was another participant who spoke about inability to interdéictoffshore lecturer

due to the speed of messages flow.

Although the themes were separately grouped and counted, it should behabtadriy of
these obstacles were in fact intefated as reflected by many of the responses. For
instance, respondent #28's feedback was in reference to the speetndagnt the
disorganization of the messages conveyed in the following words:
(#28) “too many people in the chat room and the lagging of the connection, both
make me lost my concentration, often do not know who is comment about

what[sic]”.
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In another case, the following respondents felt that their issueslargely related to size
of the group, the speed of the chat session and disconnection with theoftivare as
guoted:
(#27) “too many people at one time, too fast, cannot keep up with the speed,
always being kick out the channel because too many people (sic)”".
(#11) “when the chat is going on too fast because too many people on the line,

when | were disconnected then connect again | already got lost (sic)”.

Ultimately, the perceived outcomes of these underlying factorsoutisged their
participation, namely interfered with their ability to follow tb@nversation, and the ability
to contribute to the discussion. The common combination of factors ideéntiye
participants (five participants) that interfered wither participation were the network

issues and speed of the message flow.

It can also be said that the impact that these barriers haghtiveeaffect on the perceived
ease of use. This meant much more effort were required for thgmarticipate in the
discussion. Fourteen (35%) of the responses reported the difficultpllofvihg the
discussion and nine (22.5%) talked about the problems associated with cimgtribuhe
discussion. The two themes were not combined as one although theyememauch
linked in a sense that if students could not follow the discussion, itvmoake it difficult to
provide quality contribution as respondent #16 concluded that:
(#16) “the chatting gone to [too] fast. It is hard for me to get or read the other

guestions and answers,...".
Conversely, it would be possible for participants who were able lmwfdhe conversation
but were not actively interacting as they had difficulties usgxgbased communication or

lack strong analytical skills and general knowledge of the topic.

This case study showed that two respondents found it difficult to exfiresselves in
words; respondent #40 commented that;
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(#40) “slow/lagging, disconnected, difficult to give example or explain, too many

participant will confuse the conversation”.

Four participants were frustrated with the content of the mesgagted; three of the four
noted that it has an impact on the respondent’'s perception regardinge#isei of
participation. For instance, a student felt the casualness andowaspressed with the
guality standard of the chat medium of communication:

(#12) “some of them are typing more faster and can't really concern on what they

reply for the question” [sic].

One of the four spoke on the conflict occurred inside the-bas¢ medium was

discouraging.

824 Disadvantages (Difficulties) of Using Discussion Using Synchronous
Chat

A close examination of the disadvantages perceived or the difgudtxperienced by
student participation as shown in the question below, all 40 participesgended to this
guestion;
(Q.6) What were the disadvantages (difficulties) did you see in hakmgliscussion
using synchronous chat which had not been mentioned in the previous

statements.

It would be logical to predict similar comments would emerge footh of these questions,
one that addressed the underlying factors that discouraged intemrathoonline chat and
the other that requested user comments in relation to the disacddsmmfagynchronous
online chat. Although the question requested the participants to id&ditys that were
not mentioned previously, however, in response to the negative aspeatdinef chat,
respondents tended to provide similar responses to both of these questiorteatone
addressed the difficulties and the other referred to discouragmgrsda(as described in

previous section) to synchronous communication.
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The following diagram presents the themes identified when the stadicipants were

guestioned about the disadvantages/difficulties of using synchronous chat for discussion.

Common Difficulties Encounter
35.0% 32.5%
30.0%
30.0% +—
2 250% | 22.5% -
= 20.0%
o 20.0% +— —
S 15.0%
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= 10.0% +— 7.5% —
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5.0% +— —
0.0% ‘ ‘ ‘ ‘ ‘ .
Technology Too Fast Crow ded Lack Messy Difficult to Difficult to
Interaction Follow Contribute
Obstacles / Difficulties O Participant %

Figure 8.E. Difficulties Experienced Amongst the Participants

Number of non responsel0

(The clustering of the responses is documentealile tA4, under appendix A).

The themes derived from the disadvantages of using synchronous chaingwese mainly
associated with the difficulties of contributing to the chat sessas a result, similar key
themes were identified in both opened ended questions. It included patsicipa
commenting on issues relating to technology, communication aspectshandesign

variables. The content of the messages posted online was identified as a weaker the

The Figure 8.E shows that thirteen respondents (32.5%) expressed contteteshmology
issues such as, disconnection (9 participants, 22.5%) and lagging (fpaatsic 12.5%),
and too many people (6 participants,15%) in each chat session werneidegdified as
major difficulties interfering with their participation as atly illustrated by the following
comments:
(#36) “unable to express opinion & ideas especially due to the amount of people in
the chat. Student may be disconnected/ barred during the chat, thus by the
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time they come back in the world they have been left behind by thieiast
of the chat”.
(#13) “some people may not able to participate actively in the discussion because

of connection failure”

The data showed that eight students (20%) felt the pace of thagesssas too fast and
two students indicated that they needed time to prepare. A smalbenuofh three

participants (7.5%) criticized the unorganized chat messages.

The level of interaction as a theme in this instance relaiethaé inadequate level of
contribution, this was supported by four student comments (10%), and wasdliketo a
lack of feedback received, a lack of user confidence, or simplyaaektive discussion.
Student comments illustrated that:
(#15) “the quiet are left out. The good ones continue to talk so much that the
weaker one continue to be silent (no opportunity or confidence to
participate)”

(#21) “the ideas were come out based on our own idea, lack of group discussion”

One student (#24) apparently found difficulty to answer questions onlinendicdted that
posting of messages could merely be a presentation of informatioer ithan actual
interaction, where a piece of information may be revised andwebetween the
participants many times:
(#24) “some (of the) questions the ideas were come out based on our own idea,
lack of group discussion usingnline chatting”, but gave no further

clarification.

Four (10%) students commented on the content of the messages posteckitheing
irrelevant (2 participants) or conflicting leading to argument (participants). One of
these participants further related it to a lack of control iniide medium, and another
perceived the disadvantages of conducting discussion using chat meditonirmkiglity to

draw a specific conclusion based on conflicting arguments. Thissugsorted by the

following response, indicating that the participant was confused:
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(#25) “too much conflict. Eventually no definite conclusion, sometimes get lost”.

Misunderstanding could easily occur with participants who may not beciprif in
expressing themselves, one user for instance spoke of difficultyiraf textbased for

communication.

Once again, it appeared a combination of one or more factors regatdbilify of the
connection, the speed of the messages scrolling down the screenptipesgre, the
unorganized nature of the chat medium and the connectivity of the softvgae obviously
interrelated issues. (Refer to appendix C, table) Cdinese were the primary reasons that
nine (22.5%) students found it difficult to follow the discussion and 12 (30Undf it
difficult to contribute to the synchronous communication. The followingaese clearly

highlighted the relationship:

(#33) “so many people in the one chat room and so many opinions was given from
different people, cannot read all opinions was given from different people,
cannot read all while it display, no enough time, do not have chance to type

my opinion because it connect and disconnect, cannot catch” [sic]

Other factors that students found made it difficult to participats the effort required in
expressing ones opinion clearly as one of the respondent clainted that
(#12) “it may take a longer time to understand one paragraphs has been

explained”[sic]

Another commented on the effort required to contribute to the discussiomanohtine
chat should be conducted with smaller groups
(#37) “it can be very irritating for if we have an opinion but are unable to espre

it. Chat should be held in smaller groups”

825  Level Of Comfort For Interaction

In Table 8.A students were asked to provide the reason for their choice invéh@dint

rating scale. The themes that emerged from the content anligklighted some positive
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and negative comments; and these comments were used to provitkr arirstanding to

respondents’ choice in the Likert scales. The questionnaire asked participantewiagol

(Q.2) How comfortable were you in giving your opinion over the online chat?

Not Comfortable  Seldom Sometimes Most Of The Time Very Comfortable
Why?
Table 8A: Level Of Comfort In Voicing Opinion Over The Online Chat
n Comfortable
. Not Seldom Sometimes Very
Likert scales comfortable| comfortable | comfortable mo;:noef the comfortable
. 4 5 15 10 6
How comfortable were you giving
lyour opinion over the online clat 22.5% 37.5% 40.0%

N =29. Number of noresponse = 8
(The clustering of the responses is documentedhle 81, under appendix B).

Sixteen students (40%) felt that they (five participants)wbhe @ comfortably participate

inside the chat, the comments suggested that it was less corgrantl less intimidation,

and allow more freedom to contribute to the discussion (5 respondents) for example:
(#3)
(#32) “I'm free to give any opinion | think is relevant”; and

“no body laugh at me;,

(#36) “because I'm chatting in the comfort of the PC”

Three suggested they were comfortable specifically because thas less external
interference as revealed by the following participants:
(#27) “because at the same time | won't be interrupted by others.”

(#40). “I have more time to think before answer”

One spoke on the timeliness of the dialog (#23), and another respondent (#3tedhthie

importance of being open minded when participating in the online dialog.

From the above table, 15 (37.5%) respondents who selected “sometingbs’pfethem
mentioned on occasiserthey faced difficulties using the medium as they could not catch up
with or contribute to the conversation. Three said it was duehadtagical problems such
as lagging or disconnection. One participant was able to clearly describeiesierce:

(#14) "not every time participate in the chatting because we can’t catch up the

speed sometime we still waiting for the question to prompt out, but @shers
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already go to the next questions and the server in college is verywadly

have even no chance to answer the question.” [sic]

Two of the eight respondents mentioned concerns about giving the wroag@feaspoke
of the need to understand the question in order to respond. Another respondent
acknowledged the efforts required contributing in the discussion andrusisated when
the peers misunderstood them;
(#25) “we have to put the opinion in words, sentences and some of them doesn’t

seem to understand or get the main point of it.”[sic]

It was also worth presenting the reasons why nine students (22.5%glgtielt they were
not comfortable participating inside the online chat session, which viulelxplored in
greater depth in the Analysis Chapter. Again, the reasons veené/rdue to the instability
of the connection as mentioned by five participants, the speed of thessie noted by
one participant, and two participants mentioned the inability to caphaelecturer’s
attention as revealed by the following statement:

(#17) *“ the lecturer is not able to pay attention to all the students where thiex

too many students answering 1 question at a time”.

A participant did stressed just not being confident with group dialigggan overall of
only three of the 40 participants from this question perceived thatdbefidence level
suppressed their ability to comfortably voice their opisio®verall common obstacles
found in responses to this question included, eight participants commenteasl iompact of
technology, three claimed it was their own confidence level tlaattive inferior, and two
spoke of the inability to capture the lecturer’s attention. All iegative responses were
associated with the effort of participation; that was the negatipact to participation in
the discussion suppressing the ease of using this medium for imstalicinteraction

amongst group members.

118



826 Requestfor Clarification

Table 8B documents the results based on whether students would seek clarification during
synchronous chat if they were unsure of what was being said. The exact question asked of
the participants was as follows:

(Qs 5) When you were unsure of what was being said, did you request for clarification
during the online chat?

Never Seldom Sometimes Most Of the Time Always
Explain:
Table 8B : Students Assessment of Whether They Would RequeBbr Clarification

Likert Scale Never Seldom | Sometimes Moztmog the Always
'When you were unsure of what 3 3 17 13 4
was being said, did you request for
clarification during the online 15.0% 42 .5% 42.5%
chat?

N =29 Number of na response = 9.
(The clustering of the responses is documentedhle 82, under appendix B).

The results were grouped into percentages a total of 17 (42.5%)paantscsaid they would
indeed request for further clarification (categories 4 and 5), 13eaf &lso reflected this in
their written responses. These participants indicated that theyimapired to either gather
more information, greater clarity and a better understanding, aredspo&e about when the
guestions were not clear during the discussion, as illustrated by the participant below

(#30) “we can get more opinion & ideas”.

Despite that, four participants commented that they still pesfeio ask questions fate
face as clearly identified by the following quotation:
(#37) "asking for explanation on chat can be done, but is not as effective as asking

the lecturer in person and interacting face to face”.

Interestingly, one spoke of the medium being less intimidating &s s no need to see
the reaction of the receiver. Two noted that there was a nessk tquestions in order to
stay in tune with the discussion. While one participant mentionedt tisaess intimidating
to ask for clarification online:

(#3) “lI won't see his or her reaction so doesn't matter”.
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Respondent (#40) who rated four out of five supported oneself by pointing outt wzest
influenced by the type of clarification,
(#40) “because if | don’'t understand the word | can ask people (tutor) / find it i

dictionary while discussing”.

From the 17 (42.5%)respondents who selected the “sometimes” catey@y,commented
that they would indeed request for clarification during the chatosedsour of these seven
participants were inspired to seek for better understanding and mioneation, and three
claimed it was necessary to seek clarification in order toiragntparticipating inside the
chat forum. Amongst these participants, it appeared that the pniegayn for this selection
was that it was only at times (“sometimes”) applicable whemmessages or questions were
not clear rather than their overall willingness to ask forifedation during the online chat.
For example, one participant noted that:
(#9) “only if the explanation is not clear”,
The following respondents suggested that it was necessary telagé&ation in order to
continue participating inside the chat forum
(#15) “if clarification is not done, we won’t know what other are talking about.
Thus we can'’t participate in the discussion”.
(#33) “if the question is not understandable | can’t give my opinion, | can’t think
for the question, difficult to analyze’.

Only a small number of five participants of the 17 selecteddahwtmes category referred

to factors that restrained them to seek for clarification onm& spoke of insufficient time

for clarification and another spoke of students deviated from the tuyidle three of these

five claimed offline as being a more effective medium forhsactivities; their reasoning

was either in relation to minimize any misunderstanding, faeiliiamore direct way of
communication, or simply provide a more adequate response as highligihtede
following respondent:

(#7) "I more prefer to oral communication rather than online chat. It's wasting
time for us to type the questions and wait for answer. My question may not be

answer as too many peohlésic]
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Six respondents (15%) indicated that they would seldomly request figlicateon if
needed, two suggested that network lag time and another two spoke fabttipace of
messages leading to lack of opportunity to request for clardicatiring the session. One
claimed it was due too many activities inside the session anthdogy students answering
and asking questions at the same time.

The overall clustering of comments showed that the common reasbnsstinained them to
request for clarification were, two noted on the fast pace of #ssages flow and another
two raised the issue of network lag time. The common reasonpati@ipants explicitly
noted that inspired them to request clarification online were gtigal to information
gathering, better understanding and clarity; five respondents reedgoiizhe importance
of clarification in order to carry on with the conversation. Howeseven respondents

noted their preference for fateface method to seek clarification.

8.2.7 Effectiveness of The Chat Sessions

Table 8C presents the data in relation to the effectiveness of online chat along with the
exact question that was asked of the participants:

(Qs 6) In your opinion, how effective did you think thelme chat with the offshore
lecturer was in supporting your learning?

Not Effective Seldom Sometimes Most Of The Time Very Effective
Explain:
Table 8C: Students Assessment Regarding The Effectivenes$ The Chat Sessions
Most of
Likert Scale Not Seldom | Sometimes| the time Very

effective| effective effective effective | effective

How effective did you think the en

line session with the offshore lectufer g 5 14 11 5
was in supporting students in their
learning 25.00% 35.00% 40.00%

N=29. Number of non response = 6
(The clustering of the responses is documentedhle 83, under appendix B).

A significant result worth keeping in mind was that sixteen stud@f®) found online
chat sessions effective due to a range of reasons; eight stogetisned useful outcomes

based on the educational benefits of online chat as illustrated in T@ble 8.
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(#19) “I can express my opinion to during the chat and | get to share others people
opinion”,
(#32) “Especially of he/she is very knowledgeable — can learn and obtain a lot of

new things from her/him”

Participants (five) valued the interaction with the offshoréukec even without her being
physically present and acknowledged her advice and opinion,

(#29) *“she does not have to come plus she can give advice and explanation there”

Students themselves (three of the 16 students) felt that onlinevabatseful to facilitate
increased student participation. They (two students) appreciatetimbkness of the
feedback received during online chat sessions, and one (#23) spoke of thisl ok

teaching made students think critically.

Mixed reviews were received from 14 students (35%) who thought orttiae sessions
were sometimes effective. Some students (four) thought online hathteducational
benefits, for gathering information, for example,
(#28) “If it can work out properly, it will help quite a deal in clarifying and
expanding our knowledge of the topic being discussed that we have

previously read but might not understand fully [sic]”.

They agreed however, (three of the same four respondents) thauld e far more
effective provided there were no problems with online chat technaogiyit was more
organized, indicating the impact of technology interfered with perdaisefulness. While
two participants indicated that they valued the interaction withofif€hore Australian
lecturer. One particular respondent found it difficult to catch ugh wlite line of

communication due to disconnection.

Six  respondents commented negatively relating to the obstaclederimg with
participation; they (two) expressed in reference to chat sessisriom fast and insufficient
time to obtain clarification, as noted by the respondent below,
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(#24) “limited time. Therfore, when offshore lecturer explain in a way’shabt
clear enough, they are reluctant to futher clarify cos time is very

limited”[sic].

Two respondents indicated that the content of the messages weileanotrterestingly,
one participant (#33) acknowledged that online chat was a better optionnthdive
dialogue with the offshore lecturer:

(#33) “better than nothing carry on while the lecturer is offshore”.

Ten respondents (25%) felt that the chat session were not edfelii to a range of
reasons. Four of the ten participants commented on the problem withnlthe chat
network connection. Three respondents stated that they did not gain amythiingm it,
two further related to the technical problems not giving everyonegaal opportunity to
participate, as identified by one of the following respondent:
(#20) “nothing much can be obtain from it, disconnection / ban from servers may
occur to some students”.
Four respondents thought the effectiveness was either interferéte hast flow of the
messages (four participants) and too many participants in thergesg participants), one
of whom commented that:
(#13), “because too many people are chatting at the same time. Too many opinions
are given by them”
The overall clustering of comments from the written responsethi®rquestion, showed
that the common perception as to why they did not perceived thisrgeinathod effective
were due to a) the connection stability (8 respondents, 20%), b)dasbfimessages (4

participants, 10.0%), and c) unclear content (3 participants, 7.5%).

On the other hand, participants perceived that the positive fattarsattributed to the
effectiveness of the medium included, a) information gathering (iipants, 30%), b)
maintained contact with offshore Australian lecturer (7 particgalit.5%), c) encouraged

participation (3 participants, 7.5%) and d) timeliness of responses (2 participants, 5%)
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828  Suggestions for Improvement

The final survey question invited students to offer suggestions rMgroving the
participation and the quality of the interactivity for the sessi®hs two dominating themes
evident in theTable8.D was the need to reduce the group size for the chat sessions and to

improve the reliability of the technology

Table 8.D: Suggestiors for Improvement

Suggestiors for improvement n= 40
1 [Technology / connection 15 | 37.5%
2 |Group size 8 | 20.0%
3 [More control required 5 12.5%
4 Brief introduction on topic and question before the chat sessioR 5.0%
5 |Others

Attractive topic 1 2.5%

Number of non responsel12.
(The clustering of the responses is documenteahile tA5, under appendix A).

Fifteen (37.5%) participants expressed the need to improve the techabkxpect of the
medium with majority of users suggested the need to improve dhditgtof the Internet

connection.

The remaining suggestions were related to the instructionaacgtéDelivery Design). A
total of Eight users (20%) stressed the importance of reducingrdbe size. To eliminate
conflict, irrelevant posts, reducing number of concurrent responses, rety nesure
everyone has an equal opportunity to participate,(fi2e5%) respondents would like to see
greater control inside the chat room. A particular respondent redguiest more equality
and focused interaction, and another respondent would like to see moresimauld be
allocated for participation (currently four marks were allocdtadthe participation) was
suggested:
(#15) “Everyone is given a turn to voice their opinion so that everyone, not only
the good ones get to participate”,
#32) “well ppl who misuse the online chat to gossip, spoil others image &
reputation, write & post irrelevant issue not regarding to the assignments,
play thoughout the chat wifout answering the lecturer's quest, purposely go

against 'someone’ idea & opinion because of hatred should be penalized &
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kick out of the online chat”, “It is because it is disturbing the whtdssnot
only the person/ppl he/she is attackingery immature attitude. End results
of chat will not be that effective & information retrieved & coléd is very
limited.”, “Besides, marks or other encouraging stuff should be implemented

to get everyone participating” [sic].

Two students recommended the necessity to brief the students on ttse dopjuestions
before the chat so that they can be more prepared for the discussiotwaway
interaction.

(#25) "why not the offshore lecturer tell us the topic with the questionbe
discussed beforehand so that we can be more well prepared with our
answers questions or additional research materials.”, “The situation is not
that encouraging as most of us not really fluent yet to relate the tagc w
other correlated cases/course in such a short time.”, and “The situation is
not that encouraging as most of us not really fluent yet to relate the topic
with other cofrelated cases/course in such a short time”

829 Themes Consolidated Across the Questionn  aire

To grasp a more complete understanding of the survey resultsethisnspresents the
consolidated results of the above questions. It was found that sieatons were provided
in response to the benefits of online chat along with the factors etheburaged

participation. Both questions elicited the values as perceived by participants.

Conversely, similar underlyingeasons and the difficulties experienced with synchronous
chat were found across two questions within the questionnaire regéndirttiscouraging

factors to online communication and the difficulties with this medium.

Consolidation of the results for the weaker themes showed interessimigs. For instance,
how students spoke about the value of interacting with the offshouedeetas not seen to

be of significance when examining the results from individual questonst was raised as
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a key element for interaction during the field observation and wafirmed by a diverse
number of students across a broad section of the questionnaire.

The frequencies from related questions regarding the positive andaromasues raised by
participant were counted. The data was then used to gauge theangafof each theme

and aim to provide a clearer distribution of the results across a number of questions.

8210 Positive Perspectives
Table 8.E illustrated the frequency of particigamho valued each of these main constructs.

Table 8E. : Accumulated Percentages from the Benefits and Enacagement Factors to Online
Communication

Themes Encouragement| Shared |Benefits 0| Subtotall Number Of
factor Common |online cha Responden
Responseg %
Information gathering and
exchange 12 2 9 23 57.50%
Comfortable atmosphere for
interaction 9 2 2 13 32.50%
IInteractmg with the offshore 1 2 5 8 20.00%
ecturer
Increase group/ opportunity of
participation 2 2 2 6 15.00%
Timeliness of feedback to
e 2 1 4 7 17.50%

queries

N= 29, (The matrices of respondents by each fqtiteme) are documented under appendix C1).
(Refer to appendix T tables Cla to Cle for the detail of the calculation #rallist participant numbers).

It showed the consolidation results from two related questions in thetianueaire, one
referring to the benefits of this teaching mode for student irtenaand the other related to
the factors that encouraged students to engage in online chat. Anedntbtal of 23
(57.5%)students indicated in their feedback to these two questions weredrétavalue of
information gathering and exchange. There was an overlap of tweaigsmts who
mentioned this construct in response to both of these questions. A sobtb#al35%)
students claimed information gathering was an encouraging factore Vil (27.5%)

students felt information gathering was the main benefit of online chat.

An accumulative total 13(32.5%) participants perceived the mediumdeba comfortable
environment to voice one’s opinion. A combined total of 8(20%) respondenisdviie
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ability allowed by the medium to interact with offshore Australiecturer. A consolidated
total of 6(15%) respondents perceived the medium increased studeitgpaianh, and

8(20%) participants welcome the timeliness of the responses and interaction.

The value of the connectivity with the offshore lecturer willdiecussed in more detail
under chapte®. It was not obvious from examining each of questions individually it t
was considered a major theme. A closer examination using the atisermethod
administered by the local tutor saw many participated to seettérdion of the offshore
lecturer. For instance, it could be observed that when the offslotweslewas disconnected
from the discussion due to technical issues, the discussion was dbdes, with students
moving toward social dialogs, and others not knowing whether they shoulduwntith
the discussion. Hence, figures were combined across all the geestions in the
guestionnaire, together this contributed to a total of 17 (42.5%) partgipahied the
interaction with the offshore instructor in one way or another. Conséguérg was found

to be a major underlying theme. (Reference Appendix C, table c3)

In an example one student (#32) thought the online chat was effectiveemtibned that
the medium was valuable for interacting with offshore lectutesrwthey respect and look
up to:
(#32) “Especially she is very knowledgeable — can learn and obtain a lot of news

things from her.”

Those participants who did not manage to capture her attention waeppaliged in this
regard, as stated by the participant below:

(#17) “the lecturer is not able to pay attention to all the studénts

The next section sought to investigate the interrelating vasialihet helped in
understanding how students rated their level of comfort in partiogpatith the new mode
of learning. The figures in the table derived from collectivalynmating the benefits of
online chat and the factors that encouraged student communicating ohlayewére then
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compared with the Likert scale question which specifically reqdestudents regarding

their level of comfort in voicing their opinions.

Table 8F. : Students’ Level of Comfort with Participating Inside the Chat Room

Highly Rated on levg
Encouragement andof comfort (Likert
Benefits scales) Total Number
: : S n__ 2 c ©
Collectively grouping the results EES c & =0 5 g 5
based the benefits, the 2253 g S = 5 S £
encouragement factors and the Skt £9 =5 25 o
effectiveness of online chat § T3 8¢ 3 E S5 o
ezl x <g Za a
L
Number _of s_tud_ents c_omfortable 13 6 10 23 57.50%
communicating in online chat

(The clustering of the responses is documenteahlestAl and A2, under appendix A. While the consoliddist of participants is found
in tableC5, under appendix C).

It could be interpreted that 13 (32%) respondents thought the medium provided a
comfortable environment to participate in their response to eit@ueaging factors to
online chat or the benefits valued by the participants using onlindarhgtoup discussion

(as shown in Table 8.F). @5%) respondents reconfirmed this by selecting the positive

ratings on the 5 point Likert scale (category 4 and 5).

The results identified a total of 16 (40%) respondents who had rategastively on the
Likert scale when they were asked explicitly regarding theal lef comfort in voicing their
opinion publicly inside the texttased chat room. While a collective sample of 10 additional
participants supported this concept, but did not acknowledge it in théenmecomments to
the two questions that asked participants regarding the factomnit@iraged participation
and the benefits of online chat. Hence, it could be interpreted tlygheheeive it neither an
important aspect to encourage participation nor did they believasitawsignificant benefit
for interaction using synchronous tddsed medium. In this scenario, the true value of
open ended questions could lead the researcher to find underlying fabiohs would
escape from being found in closed ended responses. Open ended questionstwere
restrictive allowed the researcher to tap into respondents’hingsigo the issues of

importance to them (Polgar and Thomas, 1995).
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On the other hand, there weré(375%) participants who mentioned the comfort was either
an encouragement factor or benefits valued, but had rated low in tHertznie level.
Closer analysis indicated that they in fact appreciated thebdémetd medium being less
intimidating and more confident to voice themselves, but the reasorcavhfprt level was
rated poorly was due to the connection stability and difficult to caph offshore lecturer

attention.

Overall 23 (57.5%) participants felt online chat less confrontingh Wgss external
interference, more confident and freedom to voice their opinion. Waghniinid, the level
of comfort was in some respect interfered by the inability fmiuca lecturer attention (2
participants), lack of confidence (3 participants) and the diffiouttatrticipate as mentioned
by 9 participants in their comments. Seven of these nine respondenédltechnology

stability was the core obstacles.

8211 Negative perspectives
The figures from the questionnaire results shownTiable 8G , over the next page, was

based on the combined totals of the following two questions, firstljorfacwhich
discouraged student participation and secondly participant’s difficityusing the
synchronous online chat medium. The results from these two questionsdshotvenly
common themes but also significant (overlapping) common response atiorreko
participants identifying problems associated with the use of tttenxddogy. Nearly one
third 11 (2 out of the 30 respondents specifically voiced the diffiuitli participating
online was due to the utilization of an unstable medium and echoedlar sgsponse in
their comments in relation to factors that discouraged student communication.
One of the participants (#31) noted that:
“system lagging, it's boring when no one response to my questions”, and “ very
messy.” “Everyone is sending messages instantly, had to catch up system jam” [sic]
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Table 8G: Figures Consolidated Across Discouraging Factorand Difficulties Experienced

Number of respondent
(n=40)
Discouraging| Difficulties Both
Themes factors discouraging
and
difficulties

Instability with the technolog

17 2 11
Chat room was ovecrowded

9 4 2
The chat dial too fgst

e chat dialogue was too fgs 7 3 5

Messiness of the message 5 3 0
posted
Inadequate feedback 6 3 1
Content guality was an issue
Overall Negative Impact on Effort H
Overall chat was difficult to 9 4 5
follow
Overall it was difficult to 4 7 5
contribute to online chat

(The matrices of respondents by each factor (themejlocumented under appendix C2, w6l2a toC2h).

The strongest theme was the instability of the technology, which ceaamentedby
combined total of 30 (75%) students. This made it both difficult toggzate in online chat
and was considered a discouraging factor. Six of these students/gxbrtes under a
separate question addressing the effectiveness of the mediwvas lteasoned that their
exposure to an unstable medium meant that it was not a highly (raied) effective
medium for student learning. Two additional students totaling of eigltt technology was
a barrier for them.

Not surprisingly, a combined total of 15 (37.5%) students expressed qyotecmcerns in
relation to the large group size for this type of online dialoguth, thiree concluded it as the
result in the ineffectiveness of synchronous chat when they were questioned thbout

effectiveness of online chat.
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Equally important was the perceived fast speed of the megsages! which created issues
for an accumulated result of 15 (37.5%) respondents, another two additispahdents

stated this being a problem when questioned about the effectiveness of online chat.

As mentioned earlier, many of these barriers were interdelatéhis case study, the size of
the group in affect increased the pace of the conversation and intohwgsages were
posted, this was in some instances further complicated by the néagaid disconnection
to the chat software. Clearly, a combination of variablesextedifficulties for participants
to not only follow and contribute, but also to reflect and understand thersahwa flow
while being able to receive sufficient feedback to respond and contiitle the

conversation.

The results indicated that nine (22.5%) respondents were upset bydsieass in the train
of messages For instance,
(#21) commented, “some times, its make me confuse because automatichiéy all
responds from other friends display/gone very fast until it is hard étan

see and refer” student number 21 commented.

While ten (25%) respondents expressed concern regarding inadequate Keedbac
acknowledgement of their posted messages, this could be illustratéde bipllowing
response as a respondent identified it being interference to orllrgmess to seek for
clarification when required,
(#7) "I more prefer to oral communication rather than online chat. It's wasting
time for us to type the questions and wait for answer. My question may not

be answer as too many people.”

Eight respondents (20%) felt that the content under discussion could lwveéahpr Three
additional respondents clarified this factor suppressed the eéfagdtithe online chat when
asked about the effectiveness of the online chat. In an example, student #10 stated that,

(#10) “sometimes not sure about the meaning”
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The unorganized and spontaneous nature of the chat room in conjunction wittfichkydi
in keeping up with the conversation flow had been acknowledged as a praddeniated
with synchronous chdflotteram (2001).In this case study, these difficulties were worsened

by the impacts of the other obstacles elicited above.

Consequently, this case study also identified a combined figure of 18 {#S@ondents
found it difficult to follow the discussion when asked about discouragicigriato online
chat along with the difficulties faced when using the medium. |&inil1l6 (40%)
respondents reflected difficulties in contributing to the discussi@porelents echoed the
negative impact based on consolidating a number of questions within th&oqoaire.
One additional respondent explicitly agreed to this situation when éskanment about
the effectiveness of online chat. The most common reasons respomgdeneyed were in
relation to the issues with the technology, speed of the dialog, @yeddesup size. These
variables appeared to be intefated (Refer to table C2g and C2h in Appendix C for
details). One participant noted that

(#11) “too many people at one time, too fast, cannot keep up with the speed, always

being kick out the channel because too many people”

Hence it was not surprise to acknowledge five participants sieghgése need of greater

controls inside the chat.

Improved future delivery of online chat needed to be considered, pahisoprocess

involved understanding why 10 respondents (25%) felt that the chat sesssomot

effective. A closer analysis of these ten respondents (Appentibl€,C4) was undertaken
by examining what and how these students responded to other questions. eld shico¥
the ten participants experienced with difficulties with connection, noted the fast speed
of the messages flow, seven identified the large size ofrthgdor the chat session, seven
found difficult to participate, and four (#6, #1&17, #36) found difficult to obtain
acknowledgement from the offshore lecturer, as elicited from a@bsjuestions in the

guestionnaire.
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Two of respondents conveyed that technical problems with the mediumt thed not
everyone had an equal opportunity to participate as respondent #20 spoke of
(#20) “nothing much can be obtain from it, disconnection / ban from servers may

occur to some students”.

Fast speed of the messages flow and too many participants gsthenscould be illustrated
by the following comment:
(#13) “because too many people are chatting at the same time. Too many opinions

are given by them”

This was the second occasion in which online chat session was conditbtdteveffshore
lecturer. The online chat served to provide a better understanding ahotivation and
reasons behind why students made the decision to attend the sessiontieipatparhen
they felt it was not incredibly effective. This could be l&rgexplained by taking a closer
examination across several questions within the questionnaire. qhesons related to
factors that encouraged interaction; the benefits of online chatlisheuraging variables;
and the difficulties experienced when using the medium. In depth ga&st of these
guestions showed that these ten students had some common values whiekpressed in

the extended response to the questionnaire.

The three respondents (#6,#36,#37) concluded that the session was inditsdivee they
did not gain a greater understanding or knowledge from the interactimg dioe session;
one (#6) confirmed that there were no benefits but were encouraged bgvelty, the two

valued the interaction with the offshore lecturer.

The common factors valued by these students included having direecimie with the
offshore lecturer (3 respondents: #17, #36, #37), a couple of students (#16, #6)halued
novelty of using the medium for discussion, while the remaining diudents appreciated
the information gathering ability (#7, #20, #36, #36, #37, #38). Unfortunately, from thei
perspective in this case study, the results showed that it waseem@ndously effective to

engage students to fully appreciate this medium of delivery. Wwhis due to various
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barriers such as the technology, the group size and speed of thessia sis they revealed

in various parts of the questionnaires.

8212 Results from Observation s
The observation method was helpful in complementing the questionnameigiee in

generating a clearer picture of the environment in which studest$aged with. A number

of interesting observations were noted and reported on.

8213 Classroom Discussion And Tutorials Wit  h The Offshore Lecturer

It was brought to the attention, during the intensive week of teadanducted by the
offshore Australian lecturer during her visit, not all the studepadicipated in the

discussion, and there were always the same students who would volunteer responses.

8214  Online Chat Discussion

It was apparent that students who were inactive during the onBsmseor in other words
they did not post messages within a set timeframe, were autalyatlisconnected from
the system. The lagging of the message flow was not obvious initiaé five minutes
before the chat starts, but as more students log onto the systesotiaety participating,
there was delay of messages appearing on the screen. Whenstagaseappeared, they

flow rapidly on the screen in blocks.

In observing student interactivity students who needed time to thinkhasd who have
trouble to expressing themselves were engross with the online thaas obvious with
every additional participant contributing to the chat, it inevitalyeased the pace of the
message flow to the extent that may be difficult for some staderfollow the discussion,
let alone contribute to or responding to the group dialog. On numerousooscasime
students did experience network disconnection however, these studenterstdted in
their attempts to log back online with several feeling frustkaand confused. The

laboratory tutor would brief them on conversation in order for them to continue.
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One experienced participant managed to stay active and remain ylemstering dot at
different occasion. For those who manage to stay connected, thexghallas the mental

effort demanded to provide quality contribution, and maintain two way interactions.

An observation noted by the local tutor involved students with weakdiskrskills, these
students had a tendency not to post their half finish message whemetiizgd that

someone else had already posted a response to a question.

Clearly, it was advantageous for participants to think and actof@sig quick witted placed
students in a better position to engage in the fast flow obtEsed interaction.

Two students were busily occupied in following and reading the conwersait had found

themselves with no chance to participate. Eventually, these stumldptresorted to having
adequate time to answer the lecturer's questions and no time tacinteith other

participants. Online chat inadvertently created a competitwgranment with many
participants simultaneously posting questions, information and resporesdiagléo many

repetition of messages and questions.

Initially some students were conscious to making an effort talglagticulate themselves
and made sure the conversation flowed. Half ways through the skairsthey realize that
this strategy was not working effectively disregard the idka&nsuring the dialog had

flowed.

During the last hathour, students found themselves in a routine of reading, posting and
responding to queries intermediately and rapidly. They were no lamogpeerned with
whether the conversation flowed or not. Reading through the printed digibgas found
that many students also tended to disregard other student’s questionpi@nds they

solely concentrated on replying to the lecturer’s questions.

The results showed that students were frustrated if the ledidenot respond to their
gueries when it was not possible for the lecturer to respond to aliapgewithin the time

allocation. Quickwitted students, and those enthusiastic participants came prepared, we
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actively participate in the online conversation interacting continyoaad seriously
debating the topic in a live environment, and at times even jokimglyfun manner. It was
interesting to note several participants, who would not normally speiain class, were
actively contributing and questioning their peers, and carry onlg teaversation with the

offshore lecturer.

Notwithstanding the difficulties, all the students not only continuedtéme the subsequent
two chat sessions, they were alert and engaged in the convenssitilenthe chat, with only

one participant came late.
In conclusion, the local tutor observed that students were more emngtogbe live chat

environment and were substantially more active than thetdefeee class during week 2 of

the semester.
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Chapter 9 Discussion and conclusion of Case Study 1

9.1 Introduction
This chapter discusses the overview of the findings from studaesrtséption and attitudes

toward participating in an online discussion through synchronous chat. begilis by
describing the weléstablished theoretical frameworks on perceived usability and users
attitudes. The theoretical framework was adopted as a model treespkecific factors that
influenced the perceived ease of use with the medium based on stegm@séence and
their perceptions. The findings will assist to improve the fututeetg using this medium,

and in turn improve students’ learning outcomes.

This case study has shown that a number of students experienced pdisitides towards
synchronous chat. The model aims to provide a platform to creatgrany environment
that encouraged group interaction and information sharing, in a capgivagtting.
Participants have also found it comfortable communicating online ukiagalmost real
time communication. An analysis of the case study also have fonachiaer of constructs
that hampered students’ experience with the synchronous chat medidimglitsi useful
outcomes. Based on participant feedback in the study key aspects dnidades with

technology, the large group size, and the fast, incoherent flow of the messages.

9.2 Background
The purpose of this first case study was to incorporate the onlihemter a transnational

education to encourage students to interact with one another and remizot evith the
offshore Australian lecturer. This would allow the offshore lectarel the local tutor to
identify, the strength, weakness and the needs of the students dunngigbession with
their peers.

Hence it was important that the medium of delivery and the underlying instrucedtivad s
was accessible for student participation and engaging to their learning. Thmsceasict
with some studies that acknowledged Asian students preferred teachers to bertradiorfor
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provider rather than a facilitator (Samuelowiez, 1987; Ballard and Clanchy, 1997 )
correcting them only when it deemed fit. This was also the situation in this gdge st

This research was administrated in a private college whederss were the paying
customers. Hence, it was paramount that students’ attitudes topeaatutgpating in online
chat were positive and any controllable obstacles were addressed.

In this respect, 1SO092411 (International Standard Organization) was used in conjunction
with TAM (Technology Acceptance Model), providing a good theoretiGahéwork and
definition for further exploring the context of synchronous chat. Both matkisify three
similar constructs that are commonly known in usability researtte 50924111
theoretical definitions on usability; namely effectivenessciefficy and satisfaction have
been very broad allowing it to apply to a variety of product oriegystems constructs (in
Bevan et al., 1991). Comparing the two models, TAM provides greagnasis on user
perceptions and attitudes towards participation and using the sygtemave guidelines to

determine general usability.

The 1SO924111 variables fit well with the key constructs in TAM that hasrbesed to
determine user perception toward accepting the information syském.case study refers
to the three key TAM constructs that resembles the three 1ISO1924kese are:

+ Perceived Usefulness (PU) which resembles closely to ieHaetss in
ISO 924111, in that it covers the outcomes of the interaction;

+ Perceived Ease of use (EOU) which denotes the process leaditige to
outcomes. Consolidating the idea from Dolen & Ruyter, (2002) EOU in this
case study relates to the physical and mental effort exerté iprocess of
adapting to the environment offered in this delivery medium to aehies
desired benefits and outcomes

+ User attitudes, this is closetglated to satisfaction in 1ISO9241, in that it
refers to the positive attitudes toward using the system, whecimffuenced by
the previous two constructs, that is a fail system could lead tosiaiole

outcomes.

138



(For greater details refer to ‘Usability Measure’ in Part 1, chapter tprs&c8

Within the context of this case study, the definitions from which tthesmries derived were
explored and tailored to synchronous chat used for group discussion. lirthas tised to

investigate the underlying factors that assist in understandimgpeszeption and attitudes
A context that is different to the usual information system in lwkivese frameworks have
proven themselves. This case study investigated

a) South East Asian students’, mainly from Malaysian and Indonesian backgrounds,
perceptions of usability and attitudes towards participating in the online chat.

b) It sought to provide an insight of specific aspects valued by participants and the
difficulties encountered in using this medium which supplemented their usual
classroom activities. This in turns helped to ascertain whether studentsgercei
online chat could foster interactive class communication facilitated by the
offshore lecturer.

c) The possible attributes or constructs that might influence the ibgainil
synchronous chat environment under this context with a view to improve the
design in future studies.

d) The stability and an evaluation of the system to support such communication.

9.3 Discussion
The diagram, in Figure 9.A over on the page provides a summary of the findings from case

study 1 commencing from the three key Technology Acceptance Model (TAM) constructs.
The direction arrows merely indicate its association, while the lower diypects the

findings based on the underlying aspects and variables of these constructsedsrelmit
participants and further supported in the literature. It was not within the focus césieis

study to validate the strength of association between these constructs.
The diagram presents below an overview for each of the three usability consindcts

shows the connections and influences for each of the key variables affecting thty usabil

online chat.
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931 Ovenview of EOU

Perceived ease of us&QU) denoted by TAM as “the degree to which a person believes
that using a particular system would be free from effort”, Davis (1989), thati$rém
physical and mental effort. Consolidating the idea from Dolen and Ruyter, (2002) in the
context of online synchronous chat, and the definition of usability, EOU in this case study
relates to the physical and mental effort exerted in the process of adapting to the

environment offered in this delivery medium to achieve the desired benefits and @sitcom

The results revealed in this explorative case study describe EOU constalatiamrto user
engagement and participation efforts. It concentrated on the users’ abilityto tiod
conversation, secondly the ability to contribute to the discussion mediated by the

synchronous chat medium to foster such interaction.

Unlike the traditional information system in which TAM and ISO 924ltested, the major
finding derived from this explorative approach highlighted features which weeeettiffand
particularly unique to the ease of using synchronous chat to mediate open dialog amongst

the students and the facilitator who was geographically apart.

A comprehensive review of the data showed that this construct was not only influenced by
the physical and mental effort expended operating the system including the effmganhvol
interacting with the system as identified in ISO 9241and TAM. EOU also involved
additional effort expended interacting with one another, which was the kiorhaman

interaction in the context of synchronous chat for group interaction in this study.

This aspect of the case study was consistent with Preece (2001) and Andrews and Hawort
(2001) view on synchronous communication tools, whose works indicate the need to address
the technical and sociability issues to facilitate a successful online cotymiihese

variables were separated to enable the academic staff to rectifycspestilem areas in the

future deliveries, and for the next case study.
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In this case study, the findings in relation to EOU is illustrated in the Figure 9sA. It
primary findings revealed the underlying factors that had negative impact oertesvEd
ease of use (PEOU) related to technological aspects, which supported human to system
interaction. These included the following:

* Technological factors such as disconnection and messages transfer (systandla

» Software features such as timeliness, lack of turn taking and control.

Whilst the EOU stemming from the humtmhuman interaction, was essentially in

reference to group size and group dynamics, such as the level of interactivitysatheng
users, affected by the participants’ individual characteristics. Thesesfat turn, had

negative impact on the human to system interaction. For instance, the number oémessag
posted by the participants affected the rate of messages transferredmmtéaedandwidth

of the network.

EOU highlighted a combination of both hurA@shuman interaction and humamsystem

interaction that had negative impact on perceptions, this included the following:

* Speed of the message flow, which has either been perceived as a positive aspect
allowing reaitime responses or as a negative aspect when messages flowed too fast, at
an uncontrollable rate;

» Unorganized flow of messages refers to messages presented in an incoheremt order
the users’ screen, making it difficult to follow the discussion;

* Level of Interaction with their peers and with the offshore lectugeded to be taken
into account. This factor had currently been perceived as inadequate by some
participants mainly because not all the participants will get a responseearbtisschat
sessions; and

* Quality and the content of the messages being hampered by the above factors.
Respondents identified these features being associated with the negatitanmglaton

to the stability of the technology, the online chat software features, and the group size

Ultimately this demanded much effort required to participate; such effort imcthdeability
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to follow messages and indeed the conversation, and contribute to thadedt

communication, making it more difficult to participate.

On the other hand, the environment allowed in-b@ded communication, was a level of
comfort for interaction, a greater opportunity to participate, it allowed usetaytersgaged

in conversations.

These features have been discussed in detail below, not in any particular ordan agit c
said that all these factors are interrelated and contribute to the efficeokgt in a positive

or negative way. According to the literature (Motteram 2001, Mercer and Davie 2@02), t
live chat environment aims to move participants beyond passive learners and become
dynamic participants in an interactive atmosphere. In theory, it provides respbndents
exposure to effective management and the ability to develop a collection etclosal

skills (Motteram, 2001).

9.3.2 Discussion on Ease of Use

a) Level of Comfort Using TextBased Medium
Positive reactions were noted from student perceptions towardsasiee o¢ using the

medium; this could be observed by their level of comfort in providieg ppinions as well
as appearing to be engaged during the online chat discussions. Thiensatent with
Wang and Newlin’s (2001) work whom expressed affirmative elemenligeothat as an
instrumental tool in engaging student learning and could work welkilitdéing a positive

environment for interactivity. An overall of figure of 23 (58%)t#pants echoed similar
thoughts regarding online chat being less demanding, less intimidadmd), less
interference, it allowed more freedom and greater opportunity to ilmatetr to the

discussion, and giving students more confidence to participate. Or@paatticlaimed that
textbased medium alleviated external interference and enabled respaadelatsfy their

thoughts before responding to queries:

(#25) “it's interesting and gives us time to think before asking a question (sic)”,
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(#29) “everyones [everyone participate] participation encourage me to, it's

exciting to do online chat, more relax, more confident and dare to talk (sic)”.

This overall figure was derived from a combined total of 13 (334)andents who agreed
that the online chat for group discussion was a comfortable envirorfionanteraction. It
was based on student’s feedback on the encouragement factors alortyewitanefits
perceived from using the online chat medium for group discussion. A tinesquestions
were operended with no restriction to the responses, it highlighted the semigcof this

value to the participants.

Six (15%) of these 13 participants, reflected and reconfirmed thesir, by rating online
chat sessions werkvery comfortablé or comfortable“most of the timg in a separate
guestion specifically asking student’s assessment in regartdsitdetvel of comfort giving
their opinions over the online chat, using five pdikiert scales.

While a collective sample of ten additional participants suppohiedconcept, in response
to other opened ended questions in the questionnaire but not necessarily urcerefite
or factors that encouraged online chat. Hence, it could be interphetetthey perceived it
neither an important aspect to encourage participation nor did thegvebelising
synchronous text based medium was beneficial for interaction. Tmargceevealed the
true value of open ended questions, that it can lead the researtihdrunderlying factors
which would escape from being found in closed ended responses.-ef@geh questions
were not restrictive, allowing the researcher to tap into resptsidesight into the issues of

importance to them (Polgar and Thomas, 198&in this case study.

On the other hand, there were three participants mentioned ‘comfang iresponse of the
openended questions that sought Bmcouragement factors and benefits that they valued,
but had rated low comfort levels in the Likert scale question. e€laralysis from the
written comments supporting the rating scale selection indichtdparticipants in fact

appreciated texpased medium as a less intimidating and more confident medium ® voic
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themselves. One of the reasons why users’ comfort level wasetiatated was likely due
to the instability of the network connection and the difficulty in capguthe offshore

lecturer’s attention.

Given the environment combined with the amount of interaction whicloe@sring inside

the synchronous textase communication, this medium was comfortable and inspiring for
participants to voice their opinions and relatively effectiveemgaging students interact.
Such findings was consistent with Balazs’ (2002), and Chester and Gayh888) work
indicating that texbased medium could provide a more comfortable environment for
participation, it was also reflected in terms of student paation with their peers as well

as cross cultural communication with the academic staff.

Only nine participants (23%) were not comfortable with this mediu@ne of the
underlying difficulties was related to the inability to seek lodfe Australian lecturer
attention (two participants) leading to difficulties engaging innenthat. Eight of whom
experienced difficulties in participation associated it to theakdy of the network
connection. The instability of the chat connection and the speed at thhiclonversation
flow was occurring made it challenging for these participants to effectivielract.

While two respondents spoke of the need to understand the post in ordey t;moaith the
discussion, and three participants commented on their low comfors leasl due to a lack
of confidence to voice their opinion publicly. Respondents also indicatethéiacomfort
levels were also undermined by a lack of two way interaction. eCoestly, one of the

primarily concern was associated with the difficulty in participate in theusiéson.

The nature of the standard online chat messages used for group discsissh as MICR,
was often disjointed and at times chaotic, hence can be rather ognivigi an increasing
number of participants contributing at once. Amongst the various deten® Preece’s
(2001) suggested for measuring the success of online communities chthedaspect of
humanto-human interaction such as “the number of participants in a commumty”tiae

number ofmessages per unit of timeThe impact from both aspeaiss revealed as shown
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in this Case Study 1. The findings of the first case study shdve¢dhiese features were
made obvious by the technology selected and group size, which negafietyed

students’ attitudeto using this medium of delivery.

However, the findings also further indicated the engagement texétl be understated
based on the mere “number of message per unit of time”. Therewdence from the
observation method that participants who could not catch up gave up thneir t
Furthermore, the instability of the network meant that some patits were unexpectedly
disconnected from the chat session, consequently these participantsowldootherwise
been able to submit their posts could not do so. Under such circumsthroaigservation
technique served a valuable tool to provide a clearer perspetftithe scenario in

understanding student’s true level of engagement.

b) Technology (Network)Stability
To best test the system for group interaction was to conduce ahiat session with the

actual users (Herbsleb, 2002). Hence an initial training sessibntiva local tutor was
conducted, another trial session was also conducted with the offshoralidostecturer,

prior to the first case study, to ensure the stability and fantyliof the medium. But, the
problems of system lag and disconnection were not obvious until theebgsons in the first
case study. This was based on the fact that practice sdssidrisr only a short duration of
30 minutes, in the early hour of the day when the network traffic masheavy.

Furthermore these trial sessions were based on social dialogfandal where everyone

was actively interacting with one another in a fun and casual manner.

The Microsoft Internet Relay Chat (MIRC) utilized ihis case study was hosted by an
external server, located in a foreign coynénd was intended for the public use in general.
The offshore lecturer had minimal control to instigate changesaulyr dinderstand the
software’s technical specifications, capabilities and linoteti The readily available and
free hosting service offered by this site was mainly tachébr individuals to create their
own social community for social interaction not customized for the pespolseducational
learning. For this reason, the hosting system would automaticalbpraiect inactive

members; this disconnection was a constraint not made known to thenasaddnen the
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software was adopted for conducting online chat. However, therdsar®ther possible
factors as documented by Carlillos (2002) and DALnet IRC Network (20@®yld be due
to overloading of either the client or the server, and unreliable cbone In this case, it

would be the overloading of the network line, hence the cause of slow transfer rate.

The field observation confirmed a core problem with the systeam that it would
disconnect participants who did not post inside the chat after a shiwtl pé time, a
message of “Ping timeout” would appear. DALnet IRC Network (2005) lsadnated this
could happen to everyone, and explained that it was a process inthdiclent computer
would automatically disconnect the user whedidt not received timely response from the
client computer upon its requestonsequently, an accumulative total of 16 (40%) of
students spoke of the disconnection problem when asked about the factdrscthaiaged
student interactivity as well as the difficulties participgtn the online chat. Some students
found that they were left behind from the discussion once they were disconnected.

One disadvantages of online standard, Internet Relay Chat featase#)at messages were
not available or delivered to those who were not connestedhe chat, and messages were
lost if they were not saved. As observed, a couple of experiencedisBG were fast to
adopt a mechanism, by posting irrelevant items such as “dot”, merely to stay ednnect
Ping timeout could partially also explained by network lag caused &yyheaffic in the
college during the peak hours, which coincided with the time onlineeslagsre conducted.
As a consequence large blocks of incoming messages came floodirgy iapid pace rather
than an instantaneously flow of messages displayed live asigmartg posted their
messages. Downes (2002) and Pallof and Pratt (2001) found that tloé traresfer with
Internet connection had negative implications on the delivery ekachat. In line with the
researchersfindings, a combined total of the discouraging factors and the dif@isult
experienced with the online medium showed 18 (45%) participants pertee/&ging of
the system was an obstacle to their participation. The fieldn@ige confirmed users
could not maximize the interactivity inside the group session butaithstecused their
attention on the problems with technological barriers. This creabst frustration amongst

students who were most enthusiastic to participate.
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In this respect, a major finding in the initial, live case stwdys that a total of 30 (75%)
distinct number of participants noted the technological aspects (anerercombination of
lag and disconnection issues) were the underlying barrier to teeokase. This was in
response to providing their feedback to factors, which discouragedigsitioc combined
with the difficulties with the online chat. The success of the wad hampered, with 70%
(28) of respondents identified it as being a factor which discouragedgtivity. Several
(three respondents) students concluded it being the underlying facha itweffectiveness
of the chat session. Students (15 participants, 37.5%) expressed therrnbedcbllege to
improve the technological aspects of the system when asked to psugdestions for
future improvement with the delivery of online chat. In summarysettieatures created a
negative impact on student attitudes and were further complicatén Isyze and the nature

of the synchronous chat features.

c) Group Size
Consistent with past research, it was evident in this case #tatlya large group size

totaling 57 participants, one group with 28 participants and the otheR@igarticipants ,
was a key contributor to difficulties in participating inside thenenthat. This was reflected
in the results by combining the frequencies of two related questiotigeiquestionnaire
asking participants regarding the discouraging factors and secoffdiyliies experienced
interacting inside the chat room. It showed that a total of 15 (37t&8ppndents (19
commentaries were documented) regarding the issue of large greumterfering with
participation. Thirteen respondents suggested it discouraged ivigratbur respondents
mentioned a similar problem in response to being questioned about tloelttgli with
online chat; and two respondents noted the “large group size” was bottadke of
discouraging and difficulty experienced inside the chat. Hence, waa swoiprise when
eight (17.5%) participants concluded this was the reason for thecimneffeess of the chat

sessions.

These two issues were the dominant factors that contributed tolbegsient difficulties for
humanto-human interaction mediated by human to system interaction. Thesyessilt
illustrated by the following themes, not only revealed that the eabuman and computer
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interaction is based on and linked to hum@human interaction, but technology also
played a vital role in supporting the ease of hutealnuman communication. It could be
said that sufficient discussion was only possible when the systsmwarking efficiently.
On the other hand, the field study observed that some participants fousyttihim easy to

operate, but were not easy for detailed ardepth discussion.

d) Others Underlying Factors Influence the EOU
The timeliness of responses being a desirable feature of synchronatusn engaging

students and promoting interaction was acknowledged in the literatagyniot Wang and
Newlin (2001). This was reflected by seven (17.5%) participanéancouraging and a
beneficial aspect of online communication, similarly active ggdtion from their peers
worked as a source of motivation. In theory, these variables alonkl Wwe considered
strongly positive and convincing in achieving the desired studentptieme But, again its
success and potential was not fully recognized in this case stugly slue to the large

group size for the activity.

In Case Study 1, students reflected on the timeliness of the synchmmmgschat had an
uncontrollable impact on the fast pace of messages scrolling dowsctben partially
caused by the large number of participants. This could also be @egpthined by the lack
of turn taking control in standard MICR software features, coupldd tvé large chunk of
messages flow due to the network lag, which was affected bynsudficient network
bandwidth. Multiple and many interwoven conversation and messages stréen
resulted from group discussion, alongside baffled participants ovamntbant of activities
struggled to keep up, and found it challenging to participate. Oneytartstudent stressed

the lack of opportunities to provide input to the discussion.

Subsequently, 15 (37.5%) participants reported concerns over the “fasbfpamssages
posted”, in relation to factors which discouraged participation andtuliféis experienced
during synchronous online communication. It was common for the literéDoenes,
2002, Smith et al., 2000) to suggest that the content was deliverexp@t@dy rate during
live chat session have some students feeling left behind or lggioged as a result. The
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following respondent, who did not perceived there were any benefit iigranptine chat for
group discussion, clearly supported their view in noting that:
(#19) “well, when everyone is giving their opinion, | need some time to read and
whenever | want to make some contribution, the topic already change so this

never get the chance to contribute”.

Nine participants (22.5%) were upset by the “disorganization of thiencbssages flow”
and expressed it as an impediment to their participation in the ahlatesession, this was
consistent with Motteram (2001) findings. The issues were iniaelab standard chat
software which lacked the ability to control turn taking, short delagsld meant an
increasing number of users would likely to send through additional turnstheFmore,
messages were organized and displayed according to the sequenessafies arrived to
the centralized server, resulting in a disorganized flow of agessand confusion amongst
the users. Indeed one of these nine participants concluded it was anbéndo the
effectiveness of the chat session. One patrticipant also sedgbst it could be partially
explained by the system lag,

(#35) “I'll be most happy if the computer doesn't lag. It's quite irritatingget half

of your sentence send out & the other end get stuck due to laggin people

might get the wrong opinion’sic]

Therefore not surprisingly students commented on misunderstandings arat omessages
posted. Hence, the quality of the discussion online was raised aratessndertaken by

Smith et al. (2000) when it involved a race to respond.

The online chat was planned to be ssmmictured enabling the offshore Australian lecturer
to direct and facilitate the discussion, and it was free flowirthat students spontaneously
responded. Neither the level nor the amount of interaction that stwdauits have with one
another could be predicted. In some instances, there was an inadegeltd responses
and on other occasions the line of communication was confusing with moglents posting

at once. Not all questions posted could be responded to, leaving somessteelarg left

out.
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This could be partly explained by Downes (2002) experience, who identifieddiease
group size could lead participants to present information rather thgemgiag in actual
interaction. Indeed as found in this case study that a large gmeipogether with other
identified obstacles played a fragile role in limiting the sgscof the study. Furthermore, a
combined total of 10 (25%) respondents felt isolated by the inadequeltefiéeedback and
a lack of interaction. This figure was compiled from questions sbaght to identify
discouraging factors and difficulties experienced during synchronous Fahat.(10%) of
these students indicated in their comments to discouraging fabtarghey valued the
interaction with the offshore lecturer and the attention they coutgtivee being
geographically apart. At the same time the students were disggbowhen they
acknowledged that it was not possible for the offshore lecturer gly te all their

gueries/questions.

This was also confirmed from the field observation that some udfests were merely
presenting information rather than interacting in the discussion, averabestudents
emphasized responding to the offshore lecturer's questions. For instespendent #29
indicated a lack of group interaction when questioned about the disadwamfdee

medium to foster communication

(#29) *“lack of group discussion only based on own ideas”[sic].

It was apparent in the literature study on {dexéed communication, such as Klemm’s
(1998) study on asynchronous discussion, and in this research on synchronousodijscussi
that active participation required a combination of skiiisl effort, not limited to interaction
and comprehension skills. This first case study along with pastrods (Simonson et al.,
2000) and Klemm (1998), affirmed that time was required to understandbandh a&he
messages and that from Klemm’s study. Students in the casevwsueyexpected to read
the posted messages, absorb and understand what has been conveyett artiesfponse
and idea, and physically type out the message as they intertictowe another.

Simultaneously, many more messages were being posted whilstathisccurring, setting a
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very demanding environment for the participants. Such complexitigsafticipants being
heavily involved in online chat was not acknowledge in some researditen it was a

perception that students would have well developed skills without needing assistance.

Only three students this case study explicitly cited the difficulty in expressingmselves
using text based communication as illustrated by two of the participants:

(#14) “some question cannot be answer using online chating”[sic],

(#37) “it can be very irritating for if we have an opinion but are unable to espre

it. Chat should be held in smaller groups”.

While another participant spoke of time needed to prepare an adegsptnse as
participant (#12) noted :
(#12) “it may take a longer time to understand one paragraphs has been

explain[sic]”

Furthermore, the content of the topic impacted participants’ atwliigteract, and the need
to understand the conversation before they could contribute was noted. pahreipants
concluded the ineffectiveness of the online chat because it wesiltifd participate when

they did not understand the dialog.

Given that English was a second language for all the participavattyed, language barrier
may have been thought to be a bigger issue as indicated in sohe [bérature reviews.
This was not supported to a large degree for this case study.cdiic be due to many
possible explanations, perhaps other obstacles previously described teatea igfluence
and focus for the study group, which over shadowed these barriers roatalady, the

perceived usefulness of the medium outweighed the obstacles.

The common concerns regarding the content of the messages wereithgingescribed as
irrelevant or disruptive messages (two participants), and tivase a conflict of views
amongst the participants (two participants). These two pariisipgere unclear as to how

to deal with differing views conveyed during the live sessionondy et al. (1999) and
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Smith et al. (2000) suggested this was often due to a lack of candlict and argument”,
inability to orchestrate turn taking, and “flamming” could be evidel@ndel and Herbsleb,
2002). Balazs (2002) also showed support that chat medium provided an enmtrémme
allow participants to be more daring to voice their opinion, yehatsame time, ways to
overcome misunderstanding resulting from using solely text base wocation was
another issue. One participant explained the casualness of the chaimméor
communication was the problem. In fact, six students suggestedcordrels mainly to
enable all to have greater “interaction” to the discussion, andder@vmore organized and
less confusing environment for the online chat to take place as described by respondent #32,
(#32) “well ppl who misuse the online chat to gossip, spoil others image &
reputation, write & post irrelevant issue not regarding to the assignments,
play thoughout the chat wifout answering the lecturer's quest, purposely go
against 'someone' idea & opinion because of hatred should be penalized &
kick out of the online chat.”, “It is because it is disturbing the whole class not
only the person/ppl he/she is attackingzery immature attitude “, “End
results of chat will not be that effective & information retrievedoflected is

very limit” [sic].

It was noted during the observation of the field study that the envinanumder this case
study was quite demanding. One participant elaborated this furthéiudiyating their
frustration and effort demanded of participants to stay on top obeemsd testay on top of
session to overcome barriers such as interacting within a large group size
(#37) “it can be very irritating for if we have an opinion but are unable to espre
it. Chat should be held in smaller groups” [sic].

It appeared also from the observation method that there were studemtattempted to
understand the content of the conversation found insufficient time tolzdatthemselves.
One participant added that being unfamiliar with the discussion topigkl also be a
reason, participant #25 also recommended:
(#25) “why not the offshore lecturer tell us the topic with the questienbd
discussed beforehand so that we can be more well prepared with our answers
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guestions or additional research materials. From previous chat, | noticed
that most of us only point out and mainly discussed on the topic/case
provided- not much opinions can be said when being asked. The situation is
not that encouraging as most of us not really fluent yet to relate the topic with

other correlated cases/course in such a short time.”[sic]

However, it could be observed that participants with domain knowledgableawith fast
thinking skills and familiarized themselves with the supportingiinrgamaterials, appeared
to dominate the dialog and contributed to a lively interaction with geers in a fun and

relaxed manner.

Overall, it can be said that all these factors were ingeed problems associated with
technology, size of each case study group and the timeliness diaghenedium, played a
significant role in contributing to the limitation of the chat medii@monline dialog. These
underlying factors interfered with the ease of use, and affectedy raf the students’
interactions with one another, which in turn had an impact on the usalbitych medium
for online group communication. Subsequently, the findings showed that 18 (4&féntst
found it difficult to follow the discussion while 16 (40%) found it diffictd contribute to or

respond to the group dialog.

933 TheOverview Of The Findings In Relation To Usefuln  ess
Perceived Usefulness is defined perceived usefulness as “theedegwhich a person

believes that using a particular system would enhance his oothg@ejformance.” (Davis,
1989). Perceived usefulness is also subjective to EOU with otheorgéacemain equal
(Davis and Venkatesh, 1996). Usefulness refers to the outcomes oagfee(Ghilders et al.
in Dolen and Ruyter 2002). Findings in this explorative case study omrsyiotis chat
illustrated the outcomes could be information and (or) communication, wahieh aligns
with Dolen and Ruyter (2002) study of online medium to support commergsébrer

services.
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Figure 9.AJ illustrates perceived usefulness in the context of synchronousnctias icase
study, is linked to the two main themes: firstly information and ddued value, and

secondly the communication value.

The information or educational value referred to students’ perceptidheof ability to
obtain information, gain knowledge, enhance their skill, or develop a furtitErstanding
of the topic, by participating in the online chat discussion. Pertedericational or
informational benefits as a parameter of usefulness found in this case study were:
* Information gathering through hum#mhuman interaction, which was perceived
to lead to greater understanding and knowledge

* Exposure to a new medium of delivery

The second major theme identified in the results was the commanidanefits, this
specifically referred to the student's ability to interact, eslmarexchange information and
ideas regarding the discussion topic via a computer system wéhsitidents in their class.
The value of communication included elements of perceived usefulnesdirad chat as a
tool designed to foster student interaction. This case study found otiee afseful
outcomes of the delivery medium, as perceived by the participasssthe value of human
to-human communication aspects. These included the engagement in viesactind
“increased and encouraged participation of members” as consistentlang and Newlin
(2001) research findings. It was found that the communication values imspired by
various motivation factors including the educational benefits mentieaddr and other

motivation aspects set up this context, including marks.

Aside from the creating an environment for information sharing, ékalts in this case
study revealed the following specific communication factors suppdtiegommunication
value:

* The ability to interact with offshore Australian lecturer (the subject codatina

* The timeliness of the interaction; and

* A comfortable atmosphere for student interaction.
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Communication value also relates to the process and the efforingf the chat software
services that the participants apply in order to gather infasmdtom others. Hence it is
also associated with the ease of use; for instance the ethgeprocess of asking questions,
providing responses, presenting opinion that could lead to further inberaatid or
receiving information from others. Furthermore, according to TAMe#seer it is to use the
system, the easier it is to interact with one another, and dheneicrease the likelihood of

perceived usability to foster participation.

934 Discussionon Perceived Usefulness
There have been continuous debates in the research arenas aboutstioé coleputer

mediated communication for supporting learning. The values of the haewocis
discussion had been well established for itdepth coverage and ability for participants to
process their thoughts prior to contributing to the discussion. Howénenalue of the
synchronous chat had not been explore in great depth in this context, Wojnais(20GR)
indicated that online chat may possibly be understated, on the other hanie<D@002)
did not have similar positive attitudes toward its use.

In this initial case study, students perceived the online clatsydiacilitated inside chat
sessions was useful as they valued the educational (informationyoamehunicational
benefits derived from participating in the online tutorials. Thaés wonsistent with Ruyter
and Dolen (2002) who noted information and communication value but in a difterseixt
where the chat medium was used to support commercial customeesenin effect, these
two themes, educational and communication benefits were very munielated, as it was
the process of student interaction that guided them to value the tbevfefnformation
exchange. However, the two themes were not grouped together, aswhgreno
substantiated evidence that increased communication value led tovédpistudent
information sharing. In essence, a highly interactive environmehnalii imply quality
communication, as in some instances irrelevant messages or thatogeviated from the

topic were posted by participants as discussed under EOU.

Two important suihemes were found in relation to the educational benefits of online chat
One of these suthemes was the exposure the participants to the innovative medium of
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group discussion. The medium was a new and different way of ledamitige participants.
A combined total number of eight participants reported that it provadadeful outcome
and felt it was an encouragement factor for interaction. Thidicmu figure was derived
from questioning participants on the factors that encouraged thegigetion and secondly
the benefits of synchronous chat as perceived by participants.s lbeyand the scope of
this research to determine whether student perceptions regardimgpwvbiy of the new
technology would wear out over time through regular use as suggesthd literature.
Furthermore it was not possible for the academics to organizedtih@oreéhree online chat,

due to the time and resources demand.

a) Useful Learning Outcomes (Educational Benefits)
The findings revealed the ability to gain further information and wtaleding was a core

subtheme. It was through the ability to exchange and share opinionsdafigrée the chat
software that the top responses were found in questioning students abbendéfiés of
online chat. A combined total of 23 (57.5%) participants valued the infiormgathering
ability inside the chat. Respondents reported that the reasons inciudeeltter
understanding, better clarity, and improved knowledge by gathering, shadngxchanging
opinions and ideas amongst the group of classmates, as revealed by the followingsesponse
(#32) “information are shared, opinions & ideas are exchanged as different people

have its own ways of thinking ...”

Seven of these 23 participants reflected in their written respdhatinformation gathering
was the reason they perceived that this online chat for group disctusas effective.
Together, a total of 10 (25%) who in fact claim information gathefeajure was an
important element to the effectiveness of online chat under thigirg context. This
indicate information value was not only an encouragement factor, ditbevedued by
participants, but also a useful outcomes of online chat sessions.

Another aspect of educational benefits was indicated by 20% of thieigzarts, who

acknowledged the innovative value of this modify delivery using ormdivad to encourage
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interaction. It was perceived as an encouragement factoryafotive novelty in using the

medium for interaction.

Overall, information valued by students was a central focus andatioti irrespective of
whether the student were present online as observers passadiygrand collecting the
information or whether the participants were actively engagesthaning and debating the
topic. However, Klemm (1998) alerted researchers that too manyeassticipants could
result in an inactive online learning environment. This could ceedirier for students to

set back opportunities to enhance student interaction as seen in this study.

b) Communication Values and Other Underlying Factors
Communication values were suggested as the key benefits of dminamongst all the 27

respondents (except the seven who spoke of disadvantages and six did roe pryvi
response), in their response to the question, which sought the benefitmefchiakt session.
It was based on interaction within the delivery medium and the cgrmm@nt, which
encouraged and increased overall participation of members. Thislseagonfirmed by

field observation as students were intensively engaged in the discussion

Cited as the benefits and the encouragement factors of this mddévefy, the interaction
value was fostered by the following aspects:

* being comfortable to participate online;

* real time communication;

» ability to interact with offshore Australian lecturer; and

* increase peer participation and greater opportunity to participate.

As discuss in the earlier section, under the ease of use, 13 (32.5¢b)pauas perceived the
environment offered in a teklase medium fostered a level of comfort that encouraged and
increased their participation. This would be particularly relevanpassive students to
participate as it made it less intimidating, less demandingnam@ confident to voice
oneself. In respect, a total of 16 (40%) participants were witlingequest clarification
online using this texbase medium, nine of these participants specifically related the
comfort of the medium to their willingness to request for clzatfon when required. There
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were indications that the environment of the online chat put thenpasiion that they are

to participate to remain inform or in order to carry on with the discussion.

It has been a long standing argument in the literature that thétlwéreyynchronous online
chat provided users with the timeliness in communication, the afoldgyestion and receive
instant feedback increased the users social presence and seneaghfdo the learning
environment (Mosher, 2003; Wang and Newlin, 2002). It provided a positiveoemeant

to encourage students to stay engaged with their peers. Thesésheaes not different to

those expressed in Case Study 1.

Herring (1999) argued that misunderstandings during the live chatmane likely to be
resolved on the spot, researchers such as Horton (2000) reminded thabuldisbe
agreeable to a certain degree, however, online chat medium mgyavade adequate
opportunities for in depth discussion.

On the other hand, as observed the rapid flow of messages insidativeas usually short
and brief, usually in one or two lines, and were informal, spelling atet abbreviations
and English grammar was not a high priority as participantsptéel to keep up with pace
of the conversation. Ambiguity and misunderstanding could increagmdjrttie quality of
the returning posts. Without comprehensive planning, online chat runsskhefrusers
losing focus and direction, posting irrelevant messages, resutiing lack of quality
discussion (Mercer and Davie, 2002; Downes, 2002). This was recognizégnar’s pilot
study (2002), in which the author recommended consideration was requirechmngla
online chat sessions to facilitate quality discussion questionsutherasuggested a more

challenging cognitive level design be instigated.

The immediacy of the response was valued by a combined total e §£¥.5%) of the
students. This low figure did not come as a surprise, as mentioneddfddethe fast flow
of messages, and the occasional system lags, together witlusvanthers barriers, had
dampened the value of this feature, as not all were able taecdhe benefits from this

almost reatime chat. It proved challenging when discussing participant’'s diugec
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experiences as some respondents would be drawn to a fast pace emtirarimase
responses and information exchange was immediate while this expemeycbe perceived
by other respondents as being too much activity occurring simultandouesppreciate the
benefits of the software medium as a learning tool. Other respondegtsimply require
more time to ease into the discussion only to discover that theylefebehind or struggled
to contribute to the discussion.

While, Sternfield (1992) identified those who already had regularsaciethe offshore
lecturer or resources may not felt a need to participate thergflaced less value in
participation. Although participants had regular contact with one anatiterlso with the
local tutor, they felt it was important to maximize their opporiesito interact with the
offshore lecturer. Glancing at the figures for each question iqubstionnaire however, a
combined figure across all the relevant questions provided a tatal @?2.5%) participants
who valued the interaction with the offshore instructor. Students bdlithat it allowed
them to clarify doubt, appreciate and respect her knowledge and expaeskey could
learn from without her physical presence. Three students felvatexti when the lecturer
paid attention or interact directly with them, while others inditdheir disappointment and
considered it as a discouragement when the lecturer was unabtknowéedge their

messages.

Furthermore, students anticipated the offshore lecturer to provigdytemd constructive
feedback in their online discussion. At the same time, there wax@ectation for the
offshore lecturer to have a continuous facilitation role during tblesesessions. Consistent
with this, it was observed that when the offshore lecturer wasmigcted from the
discussion due to technical issues, the discussion was of less tastead of carrying on
with the conversation as normal, students were moving toward d d@ay, and others
were confused, not knowing whether they should continue the discussion, analkietdwc

had to step in to guide participants back in focus.

It appeared many students were inspired to participate insidédhesession with overseas

Australian academic present. One respondent felt more confidemigtatkithe offshore
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lecturer without the need to see her reaction but was later cagemlvhen the offshore

lecturer did not have a chance to acknowledge his comments.

In fact five participants perceived the online chat sessiorts twi offshore lecturer were
effective in supporting students learning outcomes. In facilitagiogp learning, the online
instructor has a role in facilitating the discussion and encouragdimgent interactivity.
Balazs (2002) and Kearsley (2000) acknowledged that student’s onlineeexpemwas
reliant on an online instructor with strong facilitation and conviersagkills. Without
guidance students did not actively seek for solution, those who gainkabotivkedge did not
know how to apply or build their argument. Students interaction with tsba# instructor
in itself was crucial (Phipps and Merisotis, 1999), it also inectasudent motivation levels

and they were more likely to stay engaged with the discussion topic (Mosher, 2003).

Another suktheme identified under the value of communication was that a comlmtedd t
of six students (15%) explicitly related to the increased participaf others or the greater
access to participation allowed by this tbatsed medium, inspired greater participation to

all members in the chat room.

It was evident in this research that the perceived usefulmessease of use cannot be
discussed in isolation. According to students in the first trial, dbstacles that were
identified earlier hampered ease of use, also limited the pedcasefulness of the medium.
These obstacles related to the brevity of the content; irrdlesa unclear messages,
communication problems; inadequate level of feedback, lacppdrtunities to participate,
the effort required to participate, and finally the inability to dbote and follow the
conversation. As the participants pinpointed in their response, the taloigoit is to
participate, and receiving timely feedbaitkm each other encouraged greater interaction

and perceived usefulness of the chat medium.

Along this line, there were a group of seven students whom did notyeelemy benefits of
the session because they experienced difficulties in participatiodepth analysis showed

that three concluded this method of class dialog was not effethigerest claimed the
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disadvantages of this medium was that at times it was ufffic participate, but most of
them valued the information sharing amongst their peers.

After taking a thorough look at the data, 10 (25%) users in the &is&t study concluded
that they were unable to gain positive outcomes and found the deinegliym ineffective

in supporting student learning. Fourteen (35%) had mix reaciio a higher number of 16
(40%) in fact thought the online sessions were effective. Inréisigsect, it was similar to
Balazs (2002) whose study participants also experienced technicaliltid$ with online
seminar, but with sufficient motivatiorusers enjoyed the engagement, valued the
accompanying teaching materials and the interaction with their peers.

935 Attitude s Toward s Participation

Attitudes relates to satisfaction levels in using the onlinet chadium to foster
communication in the context of this case study. In accordance taghebfAM and the
ISO 924111, attitudes are influenced by bathme perceived ease of use and perceived
usefulness constructs. Applied within the context of this case studgluded the element
of enjoyment, free from discomfort and positive attimidewards participating in this
delivery medium. It has an impact on the ongoing group dialog amongsutients and the

offshore Australian lecturer.

Much debate has been documented in the literature in reference to students from an Asian
backgrounds were not being typically proactive in participation. As reported by some
researchers through their experience teaching Asian students, Samuelowiez (Ai%8d), B

and Clanchy (1997), Watkins and Ismail (1994), that Asian students come across as passive
learners, possess insufficient experience in critical analysis. In addititardBand

Clanchy (1997), share their experiences of Asian students in their case study whedlisplay
silent faces with no reaction, waiting for their lecturer to provide the besbfssi

explanation and answer without wasting any time. Such reactions are results from the
previous educational experience, hence, it is unexpected to find this study group consisted of
mainly Malaysian students to be highly interactive and actively contributtiregl time

chat.
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While Klemm'’s research (1998) which found that participants with long term exposure to a
traditional classroom method of learning had a tendency to observe and read the posted
messages rather than actively interact inside the online chat. Howevaer@nesGwynne
(1998) argued that textase medium enabled quieter students in a traditional classroom to
voice themselves and were supported with an enormous amount post during the discussion.
Consistent with the literature outlined in Chester and Gwynne and particularly¢endad

Davie (2002), it would be fair to suggest that online chat provided many participants in thi
research opportunity to interact and clarify issues. There was lessnesistgarticipate as

the students already know each other this issue was also acknowledged in Motteram (2001).
More importantly the delivery designs in this case study provided many partgifrant

South East Asian background, sufficient incentives to engage and proactiveipgiariic

the online chat session, fostering a positive attitude toward participation.

Unlike the some of the literature findings mentioned above, which founantuay Asian

students rarely spoke unless they were specifically called upoloctidedutor was also able
to observe the pattern of activity within the live chat room aridess a large amount of
interactivity during the session. It could be said that with theustof posted text online,
students were relatively comfortable interacting amongst thears and their offshore

lecturer.

The level of participation for many was not only to voice their opinion as mentionezt earli
but to take their understanding to a higher level which meant students were encouraged to
proactively request for clarification all or most of the time, (17 participd@t$%) despite

the difficulties experienced. These participants also tended to have positrgeovi¢he
usefulness of chat for fostering communication. One of the common factors identified
under this question, was that participants (overall five participantsedlitiat clarification

was required in order for them pursue the conversation. This demonstrated a cert&n degr
of commitment to the discussion, and highlights the importance of htotarman

interaction and the effort needed to carry on the conversation. A participant #33 cjted that
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(#33) “if the question is not understandable | can't give my opinion, | can't

think of the question, difficult to analyse” [sic].

According to Klemm (1998) and similar to this case study, online chat required much effort
and time to engage, to understand and to contribute to the topic. Hence, there were a number
(17 participants, 42.5%) with mix reactions in response to this question of seeking
clarification online with six (15%) respondents indicated that they would seldom or not ask
for clarification. The reasons provided by respondents reflected similar esdtathose
identified under the ease of use section in this chapter. Besides the dominant themes
identified being network connection, speed and large group size, participants (seven
participants, 17.5%) indicated their preference of using face to face over the osdilenm
for such activity and felt it was more effective in response to the difésultith
synchronous chat, interestingly one respondent commented that,
#7) “ 1 more prefer to oral communication rather than online chat. It's
wasting time for us to type the questions and wait for answer. My question
may not be answer as too many pedopse]

Chat was spontaneous in nature it was difficult to control the type of messages paséed onl
aside from giving a stern warning and perhaps a mutual understanding or termsateefer
should be conveyed before the commencement of the session. Degrees of frustration have
been experienced as four respondents requested more control to minimize conflict and
irrelevant posts or merely to ensure everyone had opportunity to participate. Wéhile t
participants suggested that the topic for discussion could be provided before the class

commenced to enable more preparation time for thestaypcommunication.

In fact many of the students were faced with obstacles to online communication and felt
frustrated, however this did not phase them as many of these students were persistent
continually attempting to log on, or cope with the system, after being disconnected or had
experience Internet lag time. It demystified the common belief that Asiamitudere
generally passive and not active participants contributing to their learnioguldt be

argued that in this case, the issue would be whether the environment and instructignal desi
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provided them with sufficient encouragement and comfort to participate rather than a

general conclusion that Asian students were not proactive.

It was noted in the introduction that without some additional motivatorstimulate
students’ usage of the communication tools, only a small number wouldigzdet
Students who were not familiar with discussion in class would ndt isemline (Mock,
2001 and Balazs, 2002). The primary sources of motivation encourage paitioi from
the respondents’ viewpoint were in relation to, sharing of ideas and éahgevivith other
participants (35%), a comfortable environment offered byliagsed medium (27.5%), and
the novelty (20%) of online chat. Several (15%) noted marks (beingnaniynal of four
marks) awarded for participation was the incentive. Other soafaestivation commented
included interacting with other classmates online and in partitha#r offshore Australian

lecturer whom was geographically apart.

It was observed that the ability of the offshore facilitatoemcourage students to discuss
and question the issuess considered crucial to the success of the trial. Literaaddong
established the importance the lecturer’'s role on influencing stymdehtipation in the
online community. For example, Mazzolini and Maddison (2003) reported studdunesl
lecturer contribution a great deal more, and minimal input fromeittarer were thought of
negatively. This in part meant that students not only had diffetdtntral attitudes but also
had different perceptions of the role of the instructor and what waeceed of them as

learners.

In line with this, the case study revealed frustration amongst those particiypentsd not
manage to capture the attention of the lecturer. They were informed of the offshore
lecturer’s role with this mode of learning, however, once the online chat proceeded, some
participants naturally reverted to heavily dependent on the offshore lecturerittepivect
answers to the discussion topic rather than debating the issues with their fetflentst

This perception could partially explain why ten students did not find this case study
effective. These participants could become more frustrated if consideration Hesgnot
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given to identifying efforts and possible solutions to convert passive studenw#o acti
participants.Participants felt that it could be further improved.

Klemm (1998) also identified the efforts and possible difficulties involve canggrassive
students to active participants, on top of the identified barriers found in this caselstudy
could lead to frustration amongst the participants. This perception could further exglain t

frustration.

An in-depth analysis of these ten participants showed half of these stutiéntsot

perceived any value or benefits participating online, all had expededifficulties with the
network connections and a majority (seven) mentioned the difficulpattcipate online,
some of whom were frustrated with the inability to capture offstemteirer attention (four
participants). Students also spoke of dominant obstacles such as sffeediessage flow

(nine participants), and the crowded online session (seven participants).

Regardless, it was observed that all ten participants continued to participabseqsent

online classes, as there was no absenteeism. All students attended the onliass;hat cl
most were on time and were immediately engaged with the chat discussion as opposed to
their traditional classroom discussion conducted with the offshore lecturer inweek t

the semester. All students were participating or attempted to particigaathithe trials

and the first moderated and assessed, live chat session with their peers ardaldatur

They continued to do so in the two subsequent synchronous chat sessions. It could be said
that instructional design and the discussion environment offered inside chat provided them
with sufficient encouragement and comfort to participate, rather than a geseriaisoon

noted in some past research that Asian students were not proactive in their |éanaag

more than just an obligation to attend and participate in the discussion, in comparison full

attendance was not always observed in their usuatioéesss] tutorials.

The first case study found that the application of the original nafdEAM and 1SO9241
11 on synchronous online chat had its limitations, however, it provided a goodation

for this research and also to further devise a method that takesind of student’s
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perceptions regarding the usability of online chat and factorsrbhatieaged of discouraged
their participation.

9.4 Conclusion To Case Study 1

The qualitative approach to this research reported and discussed stymsceived
usability (effective) and ease of use (efficiency) based onodified delivery of class
discussion using online synchronous chat. The initial case studye@\ssahe promising
approaches to encourage students to actively participate in thbr@ymgs discussion
forum, and uncovered various factors that caused difficulties forwe tsaslents. The
attitudes toward participation in the study were divided, with sowngests perceived it
positively and effective, while others felt it was confusing lmstl track of the conversation

flow.

The perceived usefulness of the medium of delivery was the gositeraction outcomes
and the value of information sharing. Its ability to encourage anceaser student
participation was influenced by the following underlying factors:imfi@mation gathering,
the online chat medium provided a less intimidating or a more cahferenvironment to
contribute to the discussion, the ability to maintain a ongoing cont#ictte offshore
Australian lecturer, and timeliness of response. In contrast theulliés experienced were
believed to be the inability to follow and contribute to the dialog. Tdueyd be explain by
the following underlying factors, such as large group size of 28 ssidentore, access and
instability of the network connection, the limited controls and-lesed features of the
standard chat software. Subsequently, these factors led to incolastgpéice and a high
volume of messages placing an undue burden on the efficiency and easmgfthe
medium for group communication limiting users’ ability to follow ar@htcibute to the
dialog.

These obstacles had suppressed the perceived value and the attipatésipants with this

modified form of delivery. Consequently, 40% perceived the effess® of the online
medium for students learning, and 25% did not think it was effectivee sliggestions
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illustrated that the participants placed value the benefitseoffby this delivery medium,
and claimed that it could be better perceived if not for the identified barriers.

Despite the regular fage-face students had with their peers and their local tutor, and the
obstacles experienced, all students participated inside the chahersllisequent chat
sessions. Hence, it could be said that instructional design and tkeryednvironment
provided inside the online chat, in this context, allowed them with grifiencouragement
and comfort to harness students’ participation and involvement. Cotdraast literature
(Samuelowiez, 1987, Watkins and Ismail, 1994), this case study demonshtiatetbuth
East Asian students were proactive participants in engaging in live chat.

9.5 Limitations

Technical issues posed difficulties during the trial sessions/doous users during the
online chat such as disconnection and internet lag, hence to a cetaih ie restrained
appropriate evaluation of the various variables that may dfferctoverall perception of the
online chat used for mediating communication. However, based on stuagsaisatk from
the broader perspective of the opmrded questions, there was sufficient information to
identify key factors that students valued, and the major diffisustred barriers that hindered

their engagement with online chat.

Indeed synchronous chat lack visual cues and body language which cannat teriseea
live chat session. Participants were dependent orbéesdd communication and they did
not have ample experience in using the new medium for communicationtaratiion with

others.

9.6 Implications And Recommendations From The First Case Study

The initial case study revealed some promising approaches to egeastudents to actively
engage in the synchronous discussion forum, and uncovered multiple vargadnes
underlying themes associated with difficulties for these students.
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One of the objectives of the initial case study was to idestifgent’s perceptions and the
difficulties experienced towards using the synchronous online communidatdn An
evaluation of the first case study would provide valuable inform#diothe planning of the

second case study.

Another objective of this case study was to identify the thehmsetmerged from the first
case study to derive more refined questions to gather mass opiaidhs tssues and
feedback.

Clearly, in Caséstudy 1 participants perceived the difficulties experienced werefémence
to the large group size for communication and the problems assosi#ttedccessing the
network. According to a number of students, the large group size andstdaility of the
system were the primary contributors to the fast pace of gesgasted during the chat
sessions.

The interrelated factors had suppressed participant’s perceived value aatlittides with
this unique form of delivery. Consequently, 40% perceived the ekeess of the online
medium for students learning, and 25% did not think it was effectivewekker, the
suggestions illustrated that the participants placed value irbehefits offered by this
delivery medium, and claimed that it could be better perceivetbtiffor the identified

barriers.

Many students perceived the usefulness of synchronous online chat latad te the
positive interaction outcomes, the sharing of knowledge and the diffe¥esgectives of the
same topic. The observations and the questionnaire results indicatearticipants valued
the ability to voice their opinions, and engage in interaction witin pleers and the offshore
(Australian) facilitator in a less confronting environment suppdbietheir local laboratory
tutor. The model assisted in encouraging and increasing studenipp#adic which was
influenced by the following underlying factors: information gatheringeagain the online
chat medium provided a more comfortable environment to contribute tmline chat, the
ability to maintain an ongoing contact with offshore Australianulect and timeliness of

responses.
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Mixed reactions were noted in relation to whether participants woek durther
clarification if they did not understand the question during the synchroraissession.
Several participants noted that in fact they needed to proactisklyor clarification before

they could carry on with the conversation.

Based on the analyzing the questionnaire in C3isdy 1, student’s perceived usefulness
together with their motivation to participate inside the synchronbas oom meant that
they have been observed to continue participating and appear to ttlerdeficiency with
the technology.

It was reported from the observations within the chat room that ratudeere actively
engaged with the interactivity inside the chat room and weheredttentively reading
responses on the screen or furiously typing their question or respondanguiery. This
was not consistent with the reported literature on Asian studemig gpenerally passive and

not prepared to publicly express their opinions.

Consequently, the following were the improvements devised to overtbenassues
identified in case study 1. These include:
+ The group size was reduced from groups of-28 participants to 910
students per group
« Hosting the online chat server locally, at the college, as opposatérnal

source to improve on the stability of the network and access issues.

It would be expected that upon implementing these strategies tidgntt would be

provided with a more stable environment to follow the discussion.
It would be interesting to know whether students would be more comfogaliig their

opinions over the chat room once the barriers to participation drer ettinimized or
alleviated in the final case study. With the advancement dhtdagy, researchers still
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raise issues (Mercer and Davie, 2002) with online chat technologyghanegative affect

on maximizing student collaboration and participation.

As a result of redirecting the group’s emphasis from solelyaotiag with the offshore
lecturer some students felt frustrated when they were not@béeeive direct responses to
all their queries. Students’ role play was an initiative pilate the second case study to

encourage peer to peer interaction.

In fact, further testing of the technical aspects of the mediasia@nducted with another
class as a trial, before the commencement of Case Study 2reduits provided a more
stable connection; however, the lag time between messagescsiiired occasionally.
Subsequently, the original network bandwidth was doubled to provide a stabstEneent
for the second case study.

Case Study 1 provided the opportunity to pretest the questionnaire tha¢dradevised to
include the Likert scale questions, in preparation for the secondstabe This would
provide a collective measure of perceived usability of the oletium to support group
communication. The literature recognized the likely successonfpgrare was dependent

on the perception of the group at large (Preece, 2001), yet little had been documented.

The Likert scale questions were derived from themes and findings elicited &senStudy

1 as well as supporting evidence in the literature; this included the decision to adopt the
Technology Acceptance Model (Davis, 1989) and ISO 9”4 1Indeed, several questions
were directly modified and taken from TAM and customized for the questionnaire in case
study 2 to reflect the context of use and to modify the questions to cater for local
respondents from South East Asia. Students from the pilot test responded to the questions
also offered constructive suggestions that enhance survey’s relevancy, tiengage was
customized to suit the style of the respondents. Peer review from the two asademic
assisted to offer independent advice to enhance the clarity of the questions ggrticula
targeting students from non English speaking backgrounds.
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In conclusionwhile network stability issues were in the majority outside tharol of the

users,some participants were unaware that if they remained idle foeriad of time the
software would disconnect them limiting their ability to fully fi@pate in the discussion
during the live chat session. This issue was identified during \a@teers of the live chat

session as well as in the written responses in the questionnaire.
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Chapter 10 : CASE STUDY 2 - OVERVIEW

10.1 Introduction

The initial case study revealed a promising approach to onlineirigathat encouraged
student engagement and their active participation. The findings ghibate there were
sufficient positive student perceptions and perceived usefulnesstpehier the study which

would increase its overall potential of being a successful online communication tool.

Given that it can also be ascertained that with sufficientvaidn, students from South
East Asia would readily participate in an open dialog. Therefovweuld be worthwhile to
iterate the research with further improvements to the settmgghodology for optimal

interaction and perceived outcomes.

Usability of the new technology is more complex than the Technologgpdance Model as
acknowledged by several researchers Davis and Venkatesh (1996) dmatrédviand
Galletta (1999). It is dependent on the context of use and the faooissislely in relation
to the technology and the hardware alone, the initial case studgveaded that useo-user
interaction and their perceived value are also considered as ay@oerd factors. Users’
perceptions have been influenced by multiple factors as unveiled higlblended learning
environment study for a culturally specific group in which studentg heen exposed to
faceto-face interaction for the same subject. These factors haveabeeunted for in the
designing the questionnaire to gather the mass student perceptiooaldepb this study,
where group perception is considered an important aspect to the sottiessnteractive

sessions.

Triangulation principles have been adopted for this research whiclvéavatultiple data
collection methods and probing for moredepth understanding of the scenario and the data
collected. Mix reactions have been reported on in the initial case studyatiorelto the
perceived effectiveness of the online chat session, on one hand stpdedived the
potential usefulness of online chat, on the other hand the effectivaintbes medium has

been suppressed by the instability of the network and the access dgstem. In the
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planning of Case Study 2, strategies have been employed to overcemssues and
improve the delivery of this trial. With measures in placéas been expected that an
optimal environment present for evaluating the operational usabilitige participants for

interaction using the live system.

This chapter presents the specific objectives, discusses the diglgn and the
methodology based on students’ perceived usability under an improved) settl design

for online chat.

10.2 Objectives Specific To Case Study 2

This second case study-egamines the perceived usability of the online chat sessions after
implementing various measures to minimize the key barriers diniedeies interfered with

students’ participation under the initial case study.

In recognizing usability has a range of meanings for people witbrsgivagendas and
priorities. The themes elicited from Case Study 1, for the sarteral group of students,
were used as a basis for developing additional Likert scale guesid gather group
perceptions in this case study. The aim of Case Study 2 is to eXpdooxerall trends and

representative themes along with noting some exceptional cases worth noting.

Focus group interviews, questionnaires along with observations wer@ataecollection
methods adopted for Case Study 2. Its primary objectives are wo ektansive detail
accounts of the overall perception and its underlying factors foridghugdils and amongst the
group of participants at large. The second case study covetsrdleeusability constructs
including:

a) Perceived ease of use;

b) Perceived usefulness; and

c) Overall attitudes towards participation inside the online chasiges more

specifically their perceived satisfaction and the value of synchronous online chat
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10.3 Study Design for Case Study 2

Chapter 5 of this research provides the common approach applicablenfddsa Study 1
and 2. This section describes the specific designs and instructimatdgies that are

specific and unique to Case Study 2.

1031 Incentives
The marks allocated for each of the two live trials was 2%ngia total of 4% of the

overall assessment. Marks were awarded based on quality of gpad@mpation using the
following assessment scale: 1) zero marks for no participatiail, &) half a mark to one
mark for minimal participation with messages that showed Bttidence in understanding
the discussion topic, 3) one mark to one and half marks were awardeattfoipants’ with

sufficient contribution as messages posted were relevant and skomedknowledge of the
issues, and 5) full two marks for participants whose messageatadidl competence and

understanding of the topic.

1032 Number of Online Sessions And Its Durat  ion
Four online chat sessions were conduotath students participating inside the college

laboratory and was administered by the local tutor. Only partigpamesent at the live
sessions had marks allocated for participation, and the two iressions were practice

sessions to familiarize students with the system.

1033 The Implication of Case Study 1:
The implications of the initial case study meant that the followingtegies described in the

sub sections below were implemented to the settings and methodolo@ader Study 2
aims to increase student usability to online chat:

* The reduction in the group size of participants;

* Students were now involved in role play;

* Improvements to the technology and the stability of the system.

1034 Group Size
A class of 29 computer science students was voluntary participiatits study. The class

was divided into two groups of 10 students and one group of 9 students for aupdoeti

online chat discussion. The offshore lecturer facilitated each ociiaesession with the
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support of the laboratory tutor. Accordingly, this was considered an aptiomber of
participants per group to enable sufficient opportunities for participdiased on the

learning from the initial case study.

Combining the results with the observation techniques and the resuitshfe questionnaire
and the analysis of the number of posted messages, provided a mdie dygioach and a
greater understanding on what was considered fast based on studeptigrexceThese
findings allowed for future comparisons and improvements in the desifuiursé online

chat.

1035 Student Role Play
Unlike the first case study, students were asked to engage iplagles a mechanism to

stimulate active participation amongst their peers through deldtithg topic. Half of the
group had the role to provide supporting comments to the topic, the othbadldlie role to
offer different and or opposing arguments to the same topic. Stmithe first case study
the offshore lecturer also played the facilitator role as originally planned.

1036  Technology
Significant improvements to the technology were administered #me CStudy 2, the

bandwidth of the network connection had been doubled, and the hosting of thesseagce
localized using the already available college computer equipmé&hése two strategies
alone created a more stable system for synchronous online chat adnieistered in

comparison to Case Study 1.

10.4 Instrument And Procedures For Case Study 2

1041 Definiions Of The Measurements
In the initial case study respondents indicated the-metated effects of “perceived ease of
use” on the “perceived usefulness” in conjunction with their ovetitudes towards
participation. The associations amongst these constructs meanthdyatshould be
extensively investigated when considering user satisfaction. tlergéhese parameters

increased the likelihood of providing a true indication of usability evhiinimizing false
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impressions. The three parameters taken into consideration to ensaiglgnts’ usability

towards online chat that relate to Case Study 2 were:

Perceived ease of use (PEOU) in this case study relatde tphiysical and mental
effort exerted in the process of adapting to the environment offeréddsi delivery
medium to achieve the desired benefits and outcomes. As identified thedeitial
case study, perceived ease of use for online chat sessions invioibd the ease of
operating or using the online chat software through the supporting technaluodyy
secondly, the ease of participate in the online chat sessions.

Perceived Usefulness: refers to the outcomes of usage (Chédats in Dolen &
Ruyter & 2002), the findings in the initial explorative case stutlystiated the
outcomes of the online chat sessions could be information and (or) comtimmica
value. More specifically it could lead to improved performance, stalaling, and

increase communication outcomes amongst students.

Attitudes — this refers to student attitudes towards participatinige online delivery
medium, in particular, their perceived satisfaction and value othhé sessions for
interaction.
10.5 Data collection method and administration
Apart from the questionnaires and the observations which were theatodata collection
techniques for both case studies, focus group interviews were condudtdeld notes
were also collected for Cas&udy 2. The triangulation method in this case study would be
able to furnish greater clarity, collect comprehensive infoondtiom various data sources,
and confirmation of the data. Subtle differences in student percepbait be lifted out
from each data source and the evidence of the varying level opasdeipation could be

detected.

1051 Questionnaires and Observations
The objective of direct observations was similar to the fiase study. The learning from

the first case study meant that on this occasion special cotisidesas paid in regards to

177



any difficulties students encountered with the technology. In thdysadditional close
ended questions, op@mded questions, along with cleseded questions with follow up
complementary opeended questions were added to the questionnaire. -&hokssl
guestions were mainly five point Likert scale questions with telective type (yeso)
items. They were intended to gather students’ perceptions atdarthe themes found from
the initial case study. One of the aims of the questionnairetavdstermine if the chat
software and the instructional design were usable for the intenadehst at large. It was
an important consideration for systems that require group work tothawitical mass of

users choosing to use the system (Brinck, 1998).

Participants were asked to comment on questions directly retagzth usability construct.
This was essentially achieved by designing a series opbirg Likert scale questions with
its own accompanying open ended question requesting further explanatiomed &o
provide contingency and elicit further clarity from respondents. Whs acknowledged as
a precious instrument to enhance the quality of data gathered (Hrardké&/allen, 1990).
Openended questions continued to be applied in this study to identify thenaatiarr to

users’ perceived usefulness and difficulties contributing to the online chat und=orttast.

It was acknowledged that the system cannot be studied in seclusimutwentailing the
human factors in such technology which facilitates the huodamman communication
mediated by the technology. The guestionnaire was structured to afmmotina sociability
of online chat, refer to appendix CC for a sample copy of the questieramalrthe diagram

showing a breakdown of the various sections.

The questionnaire administered for Case Study 2 (shown in Appendix GGtnwetured to
contain questions based on the following elements: perceived usefylaessyed ease of
use; the extent of user’s willingness to participate in online elnal their overall enjoyment
and satisfaction with the synchronous chat sessions. Questions arowatiomotwere also
included to the final questionnaire; it was, however, outside the scdpes alontext. The
data was conveniently collected for teaching academics to ettabie to analyse the

information for the future delivery of the subject.
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The feedback from the participants in the pilot study and three athdemics, resulted in
further clarity and refining of the questions to suit the culturalig of users in this study.
The feedback received assist in enhancing the reliability andviegnany problems before

the delivery of Case Study 2.

1052 Log Files, Participation Marks, And Ass  ignment Results
The log files from the final online chat session for each groupomuaction with

participation marks, and student’'s final assessment marks for dssignments were
analysed. Participants’ log was in fact a technique used to noelwityinformation about
level of participation among the students within the group but alseolbene of message
flow, which provided a baseline for understanding and determining whéigretceived

chat speed was too fast or too slow for interaction.

Preece (2001) suggested the number of post could provide an indicationdehtst

engagement of the online chat session. However, as indicated useesiQdy 1, this was
not sufficient without the use of field observation, particularlyha situation when the
messages fail to submit to the chat server due to various lesstancluding technology
instability or participants gave up posting up messages when dbeg the conversation
topics has changed or others had already posted similar ideasr$o Mieile participation

marks provided an indication on the quality of participation.

Handzic and Tolhurst (2002) have found that participants tended to leagn doedt faster
when they were encouraged to interact with other. A comparatereige of three sets of
students’ assignments results were reviewed, one assignmenbmpketed without online
chat discussion at all while the other two assignments were tethron topics debated
inside the online chat sessions. This helped to indicate whether tene any

improvements in performance.

1053 Focus Group Internviews
Unlike the first case study, focus group interviews were imphacein the second case

study, it was a qualitative approach to collect information and priloly participants on

unexpected and abnormal responses from the-epeéed questions in the questionnaire.
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The two focus group interviews were conducted two weeks after theigants completed
the questionnaires. The objective of the focus group interviewsowalbow up and clarify

any unclear or incomplete responses and to confirm findings from the questionnaires.

With the presence of a small group of participants in a dynanagpgguided by the
interviewer, focus groups promoted the emergence of variety pbnsss, it encouraged
further reflections and discussion of the focus topics. Focus groupsl Helpeduce bias
found in individual interviews (Dreachslin, 1999). Simultaneously, iowad the
interviewer to explore the meaning of what was being saidhi&s not well understood, and
tested the interviewer's understanding through summarizing what hbesn said
(Dreachslin, 1999).

Despite the benefits of the focus group interviews, its strengttawhg group interaction
may also encourage bias when group composition is dominated by a fetive gandssure of
conformity, leading to a lack of opposing viewpoints. Carey in Drdiacli$999) has been
able to justify that focus group tends to magnify negative ratien positive effect;
therefore it may overemphasize the actual changes that seetiakin teaching methods
(Dreachslin, 1999). Dreachslin further recommends that findings from fgougp be

balanced with information from other stakeholders.

Therefore, it appeared the combination of focus group approach togettrerthsit
guestionnaire method could provide invaluable information for Case Studyh@.focus
group approach was used as a way to gather insight into the att#ndespinions of
participants, it provided additional perspectives from a diveddifyarticipants for decision
making. As supported by Dreachslin (1999), focus group interviews heafeiable place
when it formed part of other traditional methods of qualitative oreasof student

satisfaction.

Furthermore, by integrating more than one method of data collectiotretogthen the

internal validity of the study(Miles and Huberman, 1994), known as methodological
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triangulation as discussed in part 1 of this section. The weaknegsgestionnaire can be
complemented by the strength of focus group interview sessions. \Byghaultiple
methods this enabled confirmation of results against one another, hemease the

reassurance of the findings.

It is important to recognize that inconsistency or opposing viewpoiatsn from the focus
group interviews might not be refutation. Comprehensive interpmetafi the results may
indicate that alternatives and a broad range of different persggedell a more holistic
picture of the event of equal validity (Popay, Willlam, and Roger8arbour, 2001).
Recommendations from such outcomes could mean further elaboration onati@msi
from different perspectives of the topic (Rossman and Wilson, iesvahd Huberman,
1994).

In deriving statistical figures for the number of posted messagenbining the results with
the observation techniques, the focus group interviews, and the resuits the
guestionnaire, provided a more holistic approach and a greater comedetestanding of
student perceptions towards online communication and interactivity.ultReuld be
checked with one another to confirm or note any differences (Jakob, 20018. firfusgs

allowed for future comparisons and improvements in the design of future online chat.

1054 Participants In The Focus Groups

Twelve participants consisted of five females and seven malese fairly evenly
distributed between two focus groups. Of the 12 participants, eighttudere randomly
selected while the remaining four students were purposely samptédveare equally
divided into two separate groups, with each group consisted of onectess and one
highly active participant. The motivation of selecting this gamvas to allow multiple and
variety of views (McMillan and Schumacher, 1993). Although the sontieeoparticipants
are purposely sampled, they were all informed that the partmipatas voluntary, and that

they could withdraw from participation any time.
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10.6 Administration Of The Observation, Questionnaire, And Focus Group

Interviews

The observation method was conducted on the last of the online chahsessithe notes
were compiled at the end of the last online chat session. The atozernnethod was
focused on observing and gathering information regarding the threegtarsiraf usability

while playing the role of the laboratory tutor.

The questionnaire was distributed to students at the end of the cfeliles chat sessions
this was in week 12 of the semester. It was felt that tloigldvbe most appropriate to
collate the data in which the observations would be more relevdhe teesponses in the
guestionnaire. The questionnaire took participants between 30 to 45 mc@Ewplete,

but the students were given ample time of one hour to fill in thetiqneaire. The

guestionnaire was administrated during class time, so studentem@yeraged to ask for
clarification with any unclear questions and to provide construcaéeelfack suggesting

improvements to the questionnaire.

To avoid interference with students’ workload, focus group interviegre wonducted at the
end of week 14 after all the classes were over. The groupsgivere assurance about the
confidentiality and the purpose of the interview before participaotsfirmed their
participation, and were reminded once again at the start of mieiview. All interviewees
were asked to complete and sign off informed consent form (as in Agpar)dithey were

made aware that participation was purely voluntary.

The two focus group interviews were conducted in a relaxed environmamnt informal
discussion setting where participants sat in a circle arourdea t&ihe interviews were tape
recorded, and the key points were pencil noted by the interviewefetgsard any mishap
that may occur with tape recording, such as end of tape, or the resporderd sounding

too soft during playback.

The themes of focus group questions were derived after reading thfeaighdividual

responses to the questionnaires. The flow of the two interviewssevasstructured and
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open ended with the aim to further explore what was not well understoad tfre
guestionnaire responses. The interviews commenced with an icebexakeise and an

informal chat followed by a discussion with the group regarding the purpose of the session.

To ensure members had a fair chance of contributing, the intervaagasionally sought
comments fromthe quiet and less assertive participants. It was challenginghé
interviewer to manage the process, evaluate what had been saat,thedsame time note

down the key points, this may have affected the quality of the discussion.

It appeared there was no pressure of conformity in the group discudgfenences in
opinion and new ideas were derived from the interviews. Howevé&nglsh was a second
language for the majority of the interviewees, occasionally,irttexviewer had to seek
further clarification, rephrase and summarize to ensure the #aaing had been captured.
This was in particular so in relation to one of the groups, whererityapf the participants
were generally quiet and very soft spoken, hence more probing questomsasked to

encourage participants to speak their thoughts.

10.7 Data Processing And Analysis

10.71  Observations And Questionnaire Techniqu  es

The observation method applied to this case study was similar tirshease study in

chapter 5 under part 1. Unlike the first case study, descriptistiss was also used,
together with frequencies for all the figures derived from tbeeeended questions, to show
the central tendency and the spread of data in Case Study 2. A tsumaofathe mass

participants’ response to the Likert scale questions in relatiothetio perceptions and
attitudes toward the usability of online chat under this pedagogy was obtained.

The themes that emerged from Case Study 1 provided the bagistii@r ftomparison and
categorization of the data into themes andtbeimes. Hence, the iteration process for Case
Study 2 involved reading and-reading each opeended question and the grouping of
similar themes together. It also involved identifying appropiid-relationship between
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categories, as well as analyzing possible explanations for neworasttong emerging
themes and patterns along the way (Taflowell and Renner, 2003). Similar to the initial
case study, the process involved grouping and regrouping of the respotisesteeme and
subthemes were being refined, and comparing these responses witlspbases under
Case Study 1 until clear categories and sub categories enfergdicstudent feedback. The
categories were then documented for each question in matrices found in appendix G and H.

Themes were then analyzed across questions to identify patterns and consistency.

As direct comparison between the two case studies on studergactein and attitudes
was not possible, as in the first case study was purely explosatibryguestions focus on
using non structured opemded format to draw out the participants’ value and difficulties.
Hence, Nielsen and Levy’'s work was referred to as a prabraihmark for comparison on
participants’ preference in this case study. Nielsen and LES§4{ metaanalysis study
used a large number (127) of systems to measure users' subjpeeferences on a 15
rating scale, 5 being positive and 1 being less positive attinwlards the system. The
analysis of their study indicated that the median was 3.6 and therateay was relatively
positive at 3.55 -0.12 (95% confidence interval).

10.72 Review Of The Field Notes

Review of the field notes namely the log of the online chat@essind the assessment on
student’s written deliverables were conducted. Firstly, an exéionnaf the log file for the
final chat session for each of the three groups enabled the speesssdgm flow to be
calculated. This was shown in terms of the number of messaged pestminute, and was

used to support participants’ view regarding the speed of message flow.

Secondly, the level of participation was calculated by counting thebensmof posted
messages per person in the each of message log, for both sessiaak,of the three
groups. As the questionnaire was being administered at the dagirsef the online chat
for each of the three groups, logically this was also thought thebemost appropriate chat
session for calculating the message log. The calculations awethé&om the first question

the facilitator submitted. Descriptive statistics was ws®dl applied across the three groups
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of participants involved in the synchronous online chat. Together witblbervation it

would provide a good indication of participants’ intensity of engagement to the discussion.

While student’'s assessment results were compared, two sepasigeaments submitted
upon completing the online chat discussions were compared against thessuhmvhich
was completed with no online chat discussion. All taggessment components were
marked by the same offshore lecturer, a comparison was carri¢d determine whether
there would be any difference or increase in student performaniceowiwithout online

chat.

10.7.3  Focus Group Interview

Themes were elicited from the focus group interviews along intdresting and value
adding selection of meaningful quotes from the interviewee weefullg noted, this was

used to clarify, confirm, and offering better understanding of the issues raised.

10.74 Codes Used To Protect Participant’s Identity And Toldenti  fy The
Source Of The Information

To maintain student confidentiality, each participant of the questi@raaid interviewee of

the focus groups were assigned with a unique identification to noteridie of the
responses. A code was used to represent the respondents when theiwraguaged inside

the thesis, different numbering codes were used to denote the diftintcollection
techniques and different source. For instance, participants in theogneste for Case

Study 2 were denoted by #al to #a29, as opposed to Case Study 1 which used #1 to #40,
while participants in the focus group were identified by #A to #L.

10.75 Trangulation Of The Data

The data collected for the questionnaire responses were crossdlaeckeomprehensive
processes were in place to verify the themes across a camgeestions. In essence, the
checking process involved identifying patterns and connection betwesgocas (Taylor
Powell and Renner, 2003). Likewise, the data was analyzed acroskfféient data

collection methods, to identify consistency, associations, and refinengneaning of the
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responses. Matrices were compiled to ensure consistencies arhentigtmes, and along
the way relevant quotes were identified. This provided further cordedand credibility in

the responses as well as identifying areas worthy for future research.

Themes derived from the questionnaire were the basis for compuitbothe observation
and focus group interview. Field notes such as the logs of theedsabrss, the results of
the students submissions, together with field observation were egtiogrtriangulate some

of the data in an attempt to validate the data from different sources.

10.8 Participants’ Demographic profile

Participants’ profiles have been collected to enable academirsetthe data in this research
to establish the likeness of the groups and potentially as a baslie ffuture studies. There
were no attempts to use the collected data in relation to paritsi preconceived views of
group discussion and online chat in general, these aspects could befaopamn extension
to future research work.

The second case study was executed during first semester, toidd af 29 participants,

from South East Asia, with 72% (21) Malaysians as in Figure 10mthe study:

Participants’ country of Origin

21

L L

PREREERNNN
ONROOONIMDOON B

Number of participants

—

Malaysia Indonesia  China Brunei

Country of origin

Figure 10.A. :Number Of Participants For Each Nationality

N=29,
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The participants age group ranged from 19 to 25 years old, with tloeitinéd students) 22
years of age is shown in the Figure 10.B below:

Participants' Age Group

O
J

~

w

[N5Y
[NEY

Number of participant
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n
n

19 20 21 22 23 24 25

Age

Figure 10.B. Participants’ Age Group

N=29

The class consisted of 72% (21) males and 28% (8) females, with 794rtafipants
undertaking their semester 5 which would be equivalent to first stemef third year
undergraduate degree, and 21% of students were enrolled in theirefinaster of their
undergraduate degree. All participants except one had previously eexqeeri with the

online synchronous tools.

The study acknowledged participants typing speed and language proficeuldy also
influence the perceived ease of participating inside the chaiosesGiven that all
participants were in their final year of their degree, it egsected that a minimum standard
of language proficiency and typing skills have been acquired during tmérersity
education.

10.9 Limitations for Case Study 2

The common limitations of the two case studies that have been doednuewter chapter 6,
part 1 of this research. It included the risk of users not being haitegheir responses to
the questions or provides feedback that they believe the academat Weuio hear rather

than their genuine experience.
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This section documents the limitations specific to Case Studys2eflaited to the limitation
of the focus group interviews. For contingency purposes, the intervieale notes of the

important themes during the course of the discussion as it was aekiged!that some of
the participants had very softly spoken tone of voice. The integviaoted that in the play
back of the tape recording of the focus group interviews that indeexivileee occasions in
which it was difficult to hear out or comprehend the exact wordshtinag been conveyed
by several soft spoken participants. On one occasion, there wag geshumutes break in
continuity of the tape recording as the tape had ended during theanterivi this situation,

the interviewer could only rely on the notes taken during the discusstbeomprehensive
notes at the end of the interview.

Due to budgetary constraints it was not possible to extend the durattbe ohline chat
sessions for a longer period of time to enable more in depth aratybsdebate of the topic.
According to student’s perceptions, the quality of the message poaseawssue but it was
not extensively analysed in this case study. It was uncleaisircdase study the extent in
which participants’ felt that the quality of messages could infleeand lead to enhanced
learning outcomes, improve participants’ understanding or their ovpexfbrmance.
Further research and information in regards to the quality of tkeages posted could also
be obtained from the log files which could certainly help to provioeee complete picture

of quality interaction inside the synchronous online chat session.

Logically, evaluating the marks given for participation would prowddgood indication of
quality of the post. However, given that the assessment méwkatat for this case study
was minimal, evaluating the participation marks could only provid&naication” on the
relevant of the posts, the general understanding of the topic, andi¢hefigarticipation

rather than the rich detail on the extent of interaction and the quality of the iteracti
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Chapter 11 RESULTS OF CASE STUDY 2

11.1 INTRODUCTION

Having minimized the significant barriers discovered in théinase study, thisasestudy
evaluates operational or quality of usability as perceived hyabasers on a more stable
environment. The chapter presents the results emerging fromalselata collection
techniqgues namely questionnaire, field notes and focus group intervievdese&iptive
approach was undertaken to organize the data and probing for furtideEptin

understanding of the situations.

11.2 RESULTS OF CASE STUDY 2
The results were documented for each data collection methods; tmestifeom the
guestionnaire was used as the basis for comparison with other dattia@ol methods

highlighting consistencies, differences and brought out greater clarity in the dat

Class room observation had proven a useful tool to gather overvighe gbarticipants
perception at large including information that students themselwgg not be aware in the
midst of trying to keep up to pace with the conversion. Questionnaioegled a useful
basis for comparison and to elicit wide variety of possible thdroes the class at large in
relation to perception and satisfaction. Focus group interviews peetieularly useful for
seeking user perceptions on the quality of the session and provide ftlethir on the
meanings found inside the other data collection tools. Review ofeldenbotes provided

some indication of the outcome of the chat session.

11.3 RESULTS FROM THE QUESTIONNAIRE

All 29 (100%) students volunteered to fill the questionnaire that was administenedeatt

of the class, they were encouraged to provide feedback on any problematic or unclear
guestions. Participants did not find any major issues with the questions or the sttieture;
written comments on some of the Likert scale questions confirmed that they students
understood the questions.

The results of each of the Likert scales and it complementaryemed questions were

reported in turn, that way a clearer understanding could be obserilezlraasons why the
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category had been chosen. It would be interesting to identify theigent's rationale for
Likert scale selection and whether any common themes could be eghtftem such
analysis. This was then followed by an overall consolidation of thesees based on each

usability construct.

11.4 PERCEIVED EASE OF USE (EFFICIENCY)

As elicited from the initial case study the overall impactm&ntal and physical effort in
relation to EOU in context of chat primarily relates to theitghtib follow and contribute to
the content. Figure 11.A. presented the participants perceptionstianrétafactors that

impact on ease of use.

Peceived Ease of Use

0% 0% 0 0
) 100% 14% 10% 10% 3%
IS -
0
FEU 60%
g 40% 79% 76%
55%
0] 0 0
o 20% 9 38%
8 1% 17%
§ 0% T T T T
) Easyto *Opportunity *Comfortable *Able to Confusing Flow of
o Operate MIRC to Contribute to Contribute Follow Message is

0 1&2 Seldom/ Never Fast

Ease of Use (Effort) m 3 Sometimes
O 4&5 Often / Alw ays

Figure 11.A. Perceived Ease Of Using The Online Chat Medium FoBupporting Group Interaction

* denotes questions that had supplementary comments
(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusteririghe

responses is documented in tables under appendix G)
The overall ease of use related to the ability to operate the online chat, usens leweif
the opportunity to contribute online and ability to follow the conversation or the discussion

online.

When questioned specifically on the operational aspects of the techniblegase of how
users interact with technologies. There was certainly stngoygost for the ease of use with
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79% of the participants without any difficulties operating the onlinat software, the
remaining 21% (6) selected “sometimes” easy to operate thesaftatire, and none of the

participants thought it was hard to use the chat software.

Fifty five percent (16) of the participants thought the online chasisns often provided
them with the opportunity to contribute to the discussion, none of the pantisi denied

this, the rest of the 45% selected sometimes.

Amongst the four supporting comments, that noted the barriers lintitgig chances of
participation included the difficulty in following the discussion alonghwnot being

acknowledged amongst the chaos of multiple posts during the live chat sessions.

On the more positive supporting commentsajority (11) of the participants merely
confirmed their participation or +femphasize the usefulness of the online chat which in turn
encouraged their participation,

(#a21) “During the chat session, not only the lecturer can solve your doubts
students actually does provide some useful information inorder for me to
contribute in the discussion”[sic]

(#al7) “student can easily point out the question and misunderstand with lecturer.
Besides that, lecturer can easily and response fast to the student”[sic]

Based on the questions relating to the ease of use constructsashiseacommon themes
that emerged from questioning participants, this included a questiardirgg their comfort
levels in contributing to online chat medium (8 participants).
They (8) spoke of it as being a free and less confronting medium to contribute to the online
chat:

(#25) “ya, everyone can given their opinion and no one can stop you”

(#a6) “It's good that we can share our ideas with each other without worrying

what other people think as in face to face”
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Two specifically indicated they were put in the situation thay twere encouraged to
participate, as addressed by the following comment;
(#al10) “Because in the online chat, the students give their opinion about one thing
so we tend to respond what they write”

However, in this communication context, a less favourable view igeccevas in terms of
the level of comfort in contributing their opinion inside the computerdiated
communication. On most occasions only 31% (9) participants thought itomai®rtable,
at the same time only 14% (4) thought they were seldomly comfertatiting their
opinion inside the chat. More than half of the participants actudigted “sometimes”
comfortable. Interestingly, for the written responses that Wwksta draw out the reasons

for this unexpected outcome.

Five of the sixteen students chose the “sometimes” categorfpitabie related this to the
unpredictable pace of the messages flow, students thought, atheresce of the messages
flow was too fast for them to keep up which in turn impacted on their comfort levels:
(a#5) "sometimes, the online chat was too fast”
(#a23) “too fast when finish type the opinion, there are already pass and the new
guestion is on”[sic]

(#a24) “itis too fast via chat, cannot concentrate on the word appear”[sic]

Three respondents spoke of the concern that at times there wasef lé@&dback, the
relationship between the speed and lack of feedback was wellalegstoy the following
response;
(#27) “The chat is too fast and so some of my message are ignored or not noticed
[not noticed means that before a reader can read the message, it had
already been moved off the screen due to the number of posts occurring at

a rapid pace]”

While others (3) articulated the lack of domain knowledge or opinion thade felt uneasy
contributing inside the chat. The following comments illustrated some of the concerns:
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(#10)  “because sometimes | don't know what to talk about, what response | can

give to the other chatters”

Interestingly, one of the respondents articulated that the individoatisfort level was
influenced by various aspects not only in relation to the unpredictaddel ©f online chat,
nor the content of the message, but the fact that it can be conframtergquestions were
directed to an individual possibly with language difficulties. Unitieise circumstances,
this could easily hamper their confidence and subsequently negativeact on their
overall comfort level in voicing their opinion online as quoted:
(#17) “it is sometimes comfortable . Because sometimes the chairsess$oo
fast which make me lost the chat topic. Sometimes chat until out of
topic/scope. | am a shy person, it makes me do not feel uncomfortable to
face other when question in chat. It is the comfortable me to sound out.
But because my grammar and vocabulary not well so | afraid that the chat

making other misunderstand my point” [sic]

The overall responses to this question showed that some respondentsc(Bted not
being confident with their level of knowledge or understanding of the tomidd be a
barrier to contributing online, respondent # a28 noted that:

(#a28) “is good to give opinion but sometimes just dare not to give opinion when

not sure about it”

While those who commented positively in relation to being comfortadolemunicating (2
participants) also acknowledged the need to keep up with the packisaatdd by the
comment;
(#a21) “I can keep up the pace of chatting, so no problem for me during chatting
to give my opinion. Sometimes, face to face with lecturer are harddor
to come out with my doubts, but chatting solve this problem of mine”
(#al19) “quite comfortable, just need fast typing skills”
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A number of participants (38%, 11) selected “always” or “often” ablefollow the
discussion and only 10% (3) thought otherwise. The remaining 52% (15)ipaentisc
elected “sometimes”. In reviewing their written responsesijasi difficulties that interfered
with the comfort level of contributing online were also found in respotsehis question.
The fast pace of message flow remained the main cause and ytheaker to their
perceived ease of use, with a total of 15 participants felinglkse problem. The following
responses highlighted its impact, as the participants identifietiribeneeded to read, think,
guestions, and type but with the speed of the conversation flow af timeade it difficult
to follow,
(#22) “because sometime the chat session is fast until | can't reallyi@pthat
the student said or what the lecturer explained”
(#23) “Chatting too fast, not time to review the answer or question post by the
other” [sic]
(#al7) “sometimes, because their (student) are too fast because | poor in typing

and think too slow to response”[sic]

One of the participants who was able to follow the conversation egdldhe reasons was
particularly because of their language proficiency, reading, and typing skills;

(#a21) “lI think the most important during the chat is English and the speed of
typing and reading. SO for me all this is OK, so | can follow up the pace
during chat”

Another participant spoke of the ability to ask the laboratory tutortiquneswhich enabled
users to follow the discussion.

The ability to understand the messages was another point brought outitipagrds (3),
with three additional participants who selected they were abielltav most of the time,
merely because they were prepared before the session,

(#al2) *“yes, because we know what the topic is going to discuss in chat from and

we research in the net before it”
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Hence, in response to the question seeking for their thoughts on the spleednassages
flow, 76% (22) of the participants thought at the flow was fast on ouwEstsions, with only
one did not agree. Discussion amongst the groups could result in eskng fmore
confused after the online chat sessi68% (20) of the participants selected “sometimes”,

and only a small number of users (3) felt online chat sessions were seldom confusing.

In the context of users’ perceived ease of use, the results Traliee 11.A below showed

an overwhelming strong agreement a fast flow of messagésefaverage user with a mean
of 4.31 and a median of 5 in a5lscale with 5 being the "always’ category. Under these
circumstances, a mean of 4.17 showed that participants found the medyito eperate
and a mean of 3.72 related to the opportunity to contribute to the discugsimiedian of

4.0 for these two variables were substantially higher than the midpioB on a 15 scale.
The mean for the following three variables: the participantstyabol follow the discussion
(3.34), their comfort levels in giving their opinions (3.24), and whether thend the
system confusing (3.24) was rated slightly positive than the midpoint of 3 orbteedle.

Table 11.A  Descriptive Statistics for Perceived ease of use

Perceived Ease of use N Mean Std. Deviation Median
Easy to Operate 29 4.17 0.76 4
Opportunity to Contribute 29 3.72 0.75 4
Comfort in Giving Opinion 29 3.24 0.91 3
Able to Follow 29 3.34 0.77 3
Confusing 29 3.24 0.87 3
Fast Flow of Messages 29 4.31 0.93 5

The other underlying factors which affected the ease of usethegeople factors and the
social aspects of the computer mediated communication (CMC). dileehthow users
communicated with one another in the community through the support of treltsgy,
the open dialog between the students and their peers, being moderatecteted iy the
offshore lecturer.
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11.1.1 Overview Of The Ease Of Use
Clearly there was much consistency in the themes drawn out across the questlatisnn re

to the ease of use constructs. These themes aftlesubs were consolidated to illustrate
the overall difficulties participants experienced and its significance. féeybeen
summarized in the Table (refer to appendix J for details in relation to the peeseotag

each theme).

The question on the difficulties of using online chat was relatigatyilar in nature to
another question on the disadvantages of having online chat. It wadeitéhat users
would also comment on the overall disadvantages of online chat. IIOvleearesults

revealed common themes which hampered student participation.
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Table 11.B : Similar Themes Found Across the Ease of Use Quésis

Q4 Q2 Q6 Q10 Q11 | Q20
Eg|852 |83 €£e |8 | %
£ £ 5 o ¢ e 3 g £ |g ¢ g
S8 | £8% |25 | 55|25 | 8
ce|38¢% <€ | 6% |5 ° g
Number of respondents
Themes
*1 | Difficult to follow 1 - - 6 18 -
*2 | Difficult to contribute - - - 7 9 -
a | Too fast 1 7 15 11 19 -
Seek control in the speed of
conversation - - - - - 4
Too many people concurrently
participate
b | (higher volume) - - 1 5 4 -
¢ | Reduce group size - - - - - 3
d | Too many topics/questions - - 3 - 1 1
Lack feedback and
e | acknowledgements - 3 - 3 2 -
Message content
g
8 3
f | Irrelevant (Deviation of) messages - 2 - 6 1 -« ©
Clarity & misunderstanding of
messages (effected by ability of
g | individual or of their peers) - - 3 2 3 -
Skills required to participate:
Lack domain knowledge
h | (understanding) 1 3 3 - 1 -
i | Lack confident/feel inferior - 3 - - - -
j language Skills - 1 - 2 -
Need more time in general/ longer chat
session - - - - 5
Time needed for thinking
(understanding, applying
k | knowledge) - - - - 1 1
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Q4 Q2 Q6 Q10 Q11 | Q20

| | Time needed for reading - - 2 - 4 2
Ability express clearly/ response

m | quickly - - - 3

n | Slow typist 1 3 2 7

o | Difficult with text-based

Need focus on which to answer

p | first - 1

(The clustering of the responses for each quesitabulated under appendix G and H).
* Denotes the overall impact on ease of particiggtivhile others are the underlying factors likidyhave an

impact on them.

It was also noted that in both the Likert scale questions and theeopged questions were
in alignment across a range of similar questions. This wasricyar in relation to the
three themes consisting of the online chat being too fast, diffioultontribute and
challenging to follow the discussion. This showed internal consistenveithin the

guestionnaire.

The key triggers noted were related to the speed of the conwesshbeing too fast having
impact on the overall ease of participation, sometimes it wifisudti to follow and to
contribute to the online chat. Consistent to Case Study 1, many off#duéses as noted
under Case Study 1 were intetated, not limited to speed on the messages flow, the group
size, the number of concurrent conversation, and the capability of the@paats and the
members in the group affecting their ability to keep up with the.pacmumber of users’
spoke of the difficulties in understanding the messageésreasons suggested was that they
did not fully understand the questions or the content of the messagesherAbatrier to
participation was unfamiliarity with the topics and language &@mamely the clarity of

the messages or the individuals’ English proficiency, for example:

(#all) *“not understand the answer or question which is post by other students,
sometime they also type the answer or question so fast make me can't
follow”

(#a4) “sometimes | can't understand what the other user's and lecturer's

guestion”
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(#a20) “sometimes didn't understand what they are trying to disdhssguestion
is confuse and hard to contribute ideas”
(#al14) “spend time when translating chinese ideas to english. sometimeshleget t

points but | don't know how to explain”[sic]

Participants also claimed the difficulties to receive ackndgdenent of their messages
from others inside the chat forum, for example:
(#ab) “difficulty to catch the topic discussed, sometimes, what wéyang to say

was ignored from the discussion”[sic]

In examining the open ended responses, users’ suggestions to improvelitigeotjtiae
messages posted inside the chat session and subsequently assishitcerthe difficulties

users experiencedere considered. From the users common responses, the impact of speed
and volume of the message flow were obvious participants felatbatution might be to

run a longer chat session (5), three respondergsnpnasized the need for smaller group
size, indeed participants (4) recommended more controls inside themetiaim, in which

three suggested that the pace should not inhibit their participati@ers @lso raised the

idea of having a mix active and inactive participants for each online chat groupdis note

(#a6) “ensure a good mix of people, active and not so active”

Several (3) respondents also commented on the preparation required theforhat
sessions. The results generated indicate technical problems edesenhe initial study
were no longer an issue. However, the demand on participant mewtas efivolve in
participating were more apparent, as human aspects and facilisiills play a greater

roles on students participation, and their overall perception of the modified online dialog.

The positive aspects included the communication value, and the comfeltdffered
inside the chat session being less confronting medium for particifmafresely engage in
the conversation.

11.2 Perceived Usefulness (Effectiveness)

One of the key goals to integrate the online chat session wascturage interaction
amongst the users facilitated by the offshore (Australianjineccto achieve an improved
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understanding and critically analysis of the reading materiahe 3Jystem assisted the
participants to voice themselves openly and this in essencenalsie@ the offshore lecturer
to receive feedback regarding students’ level of understanding afigbession topic and
tailor the teaching material as well as the duration requoeédch topic. However, before
these could happen, students need to perceive the value and satigfidoewise of such
medium for discussion that had been integrated to supplement their fasetd-face

classes.

As part of the questionnaire for Case Study 1, students weradkstl about the benefit of
the online chat sessions for achieving various learning outcomesreduits were collated
then grouped into two key aspects of learning outcomes. The valuable estobraser
interactivity are both the information and the interaction valudence, the usefulness of
online chat is divided into the overall information outcomes and secotiddy

communication outcomes for the second case study.

In the context of communication, Case Study 1 was able to furthétigisthe underlying
reasons why they were two separate factors. Firstly, onlirteablgprovided a mechanism
as in that it created a comfortable environment for students toitedattheir thoughts,
voice their opinion and feel more satisfied in the process. Howgian the nature of
synchronous chat was not a rigid structure but rather dynamic, wherdlow of
conversation may end up during the course of conversation flow, thecefmraunication
outcomes may not always result in users gaining substantial @tiormand learning

outcomes.

The key themes found from questioning participant’s perceived beottit® online chat
(refers to Appendix H for clustering of the written responses) outcomes of online chat
discussion in the current study, aligned with Case Study 1, it alsoadrtethe themes from
the Likert scales questions. Firstly, the students valoBmation gatheringfeatures
(59%=17 participants), including the belief that it could lead to impraveerstanding,
knowledge and clarifying doubts, and helped with their assignment g)paorted by the
following response:

(#a29) “expand the knowledge and add up the opinion for us to do the case study
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Secondly generalommunication valuef the online chat (72%=21); including the value of
the ongoing interaction with the offshore (Australian) lecturer (Aiggaants), the less
confronting and a comfort medium of communication (6), the immediathedhteraction

(6), a comfort environment for participation (6) and increase studestscipation (4). For
example, the following participant acknowledged the activeness afldee together with

the benefit of having further interacting with the offshore Australian lectuaierinspiring.

(#a25) *“communicate with the offshore lecturer encourage us to interact more,
more thriving than normal class

Three spoke about it being fun and interesting.

1121 Perceived Leaming Outcomes
Figure 11.B. below, illustrated the general perceived learning outcomes, namnéhe

chat sessions perceived as being (A) useful for supporting studemntg (B) it improved
their understanding of the topic, and (C) online chat helped them withpgréormance of
their written submissions. The other two, were more specific, wymbtprfactors that

impacted on their learning outcomes.

Rating of Perceived Learning Outcomes
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Figure 11.B. Perceived Overall Information And Learning Outcomes Of The Online Chat Medium For

Supporting Group Interaction

* denotes questions that had supplementary comments
(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterifighe

responses is documented in tables under appendix G)
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Firstly looking at the question aimed to elicit student generatepéons towards the
usefulness of the online chat in “supporting student leatningd 62% (18 participants
positively perceived this outcome. The supporting comm&ate grouped into two main
themes, firstly, the information (learning) values and secondlycdh@munication values.
This being consistent with Case Study 1, as the two outcomes argrenuch interrelated
when Computer Mediated Communication (CMC) were used to facit@mtemunication
(refer to Case Study 1 results for detail). The accompanyiiigrvcomments showed 14
(48%) participants valued the information gathered with some stttatgit helped their
understanding (5) and (or) eventual waute for their haneup assignment as identified by
the following respondent (4):
(#a6) “help students in getting more guidance and useful information. Help with
doing the case study and close the gap between students and the lecturer.
Some students are shy to speak in front of the class. It's useful cause | like

everyone contributingsic]

Participants conveyed that the value of information gained as aselhe benefits of
communication (8 of the 14 participants) was mainly triggered byotheomes of user
interaction via CMC. Communication values were not limited toenuaring to speak, it
allowed questioning, and exchanging ideas, engaging and stimulate thirkiigstaated
by participants below:
(#a3) “student can think and discuss their problem online and chat with other
peoplé
(#all) “cause it can let us more understand. All sort of ideas pop up with online
chat. We are more daring to speak our ideas. A wide range of ideas pop
up that enhance our understanding of the topic” [sic]

Three users appreciated the ability to interact with the offshore lecturer.

There was strong preference for the learning outcomes of onlingocktinulate critical

analysis with 72% of participants nominating this as their preference.
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Interestingly, 59% of these students (17) also suggested that dmdihsessions improved
their understanding toward the topics, while only one student did not peertdas
Similarly, 59% (17) of the participants thought online chat sessiorgededith their
performance in their assignment (known to student as case studypsdigement was the
written report summarizing the issues in relation to the topicstib@ents were required to
submit soon after the chat sessions came to an end. However, castheof 14% (4
participants) did not perceived it being useful for assisting fieiformance in their final

submission of their assignment.

More specifically, 59% (17) of participants thought the messagesdbgttheir peers were
useful while a small number 10% did not agree. When openly questionedtabarttors
that were likely to influence the quality of their posts, thedi@ctollected portrayed many
of the underlying elements identified under the ease of participatidicating their
association. Factors included the clarity and content of the ness$aQ participants);
influenced by their individual language barrier and that of their speecluding the
guestioning or interaction skills amongst their fellow participantste seen as major
triggers impacting on the quality of the messages posted. Grogpsdehts that could not
understand the messages or questions were challenged to provide traldg or
comments as illustrated below:

(#a24) “hard to understand the postEnglish, hard to explain”

(#a7) “no useful question given could be raised from the discussion topic, the

group is not suitable, lack of participatigsic|

Again, students (6) responses suggested messages deviated frawwpitheor were
irrelevant, this included:
(#a4) “The attributes of the students. Some students only post some useless or
unrelated message to show off only. Some messages that posted are not

quality” [sic]

Eight participants acknowledged the need of preparation, research anstamdiéo ensure

understanding of the conversation;
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(#a21) “research on the question and the case study is very important facts that
affect the quality of the message posted. The message posted by fellow
students can be useful to give you more ideas. However, need to
understand study well the case study or scenario, so that can produce the
good quality messafje

(#a2  “if students understand the case study they read”

Participants (2) reported the quality of messages being ndgatiwpacted upon by the
speed of message flow. One spoke of the pressure and the sensepefitivemess
amongst the participants,

(#a27) “the speed is too fast and so when every one is nervous on posting afraid of
being slower than other students and being not the first one to post up the
answer/definition/explanation”[sic]

Others include speed of messages flow, the need of knowledge domaire andrtber of
people involved. This corresponded to participants who responded negativedy
alternative question to the reason why they felt online chat did sugport student
learning’. One of the similar themes included three participants thationedt the
deviation of messages and a participant who commented student’sciastifbreparation
impeded on the usefulness of such medium to support student learning:

(#a22) *“...they seldom do enough research on the chat topic”

These factors found to interfere with their participation and haddetpe/ith the quality of
messages posted, aligned with the factors drawn from previousnseavering the ease of

use constructs, indicated the impact of ease of use (participation) on perceivbtessef

An examination of the descriptive statistics for perceivedniegr outcomes showed
positive student ratings. In Table 11 le&low, the median for all of the main triggers was 4
on the five point Likert scale. The three strongest triggedtsahaean rating of 3.72 on a 1

5 scales, these were: online chat was useful in supporting learhimgproved user
understanding of the topic and it encouraged critical analysis. héwsnsin the standard
deviations for each of the variables, there were no apparent iutlierstandard deviation

were fairly consistent amongst all the variables.
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Participants were fairly positive about synchronous chat providing ampoes for
improved performance and the posted messages were useful.

Table 11.C : Descriptive Statistics for Perceived Learning Outomes

Perceived Learning Outcomes N Mean Std. Deviation Median
Encourage Critical Analysis 29 3.72 0.59 4.00
Useful in Supporting Learning 29 3.72 0.84 4.00
Improve Understanding 29 3.72 0.80 4.00
Improve Performance 29 3.48 0.78 4.00
Messages Usefulness 29 3.62 0.86 4.00

a) Perceived Communication Outcomes
The communication value was the other useful outcome of online chat daglee 5 point

Likert scale, 66% (19) rated highly (rating 4 and 5) indicated Heabhline chat sessions
often, if not, always encourage them to actively participate oroitiee discussion, with

only 10% (3) of the participants perceived otherwise. While 52% (iight the online

chat was often engaging, and 14% (4) of the participants feltht@adrtline chat seldom
captured their attention (as illustrated Figure 11)C

Rating of Perceived Communication outcomes
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Figure 11.C  Perceived Communication Outcomes of The Online Chdtledium For Supporting

Group Interaction

(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterirfighe

responses is documented in tables under appendix G)

205



Similar themes were drawn from the various epaded questions in the questionnaire
including worthiness of the online chat session. Accordingly, based opeticeived
communication outcome, Table 11..Bhowed that the mean was 3.72 + 1 onfastale in
relation to the variable that encouraged participation and was 3.6ri#hd factor that
captured users’ attention. A median rating of 4.0 for both factorsceragderably higher
than the mid point 3 (“sometimes” category). In comparison, users veatively

comfortable in giving their opinion with a mean of 3.24 and a median rating of 3.

Table 11.0 : Descriptive Statistics For Perceived Communicatio Outcomes

Perceived Communication Outcomes N Mean Std. Deviation Median
Encouraged Participation 29 3.72 1.00
Capture Attention 29 3.62 1.01
Comfort in Giving Opinion 29 3.24 0.91

b) Overview of Usefulness of Online Chat
The overview of the online chat was established from the three-esld questions,

namely factors which had impact on the quality of messages pds@dsupporting reason

on their thought about the perceived usefulness of this mode of learnthdhe benefits
perceived. The Table 11.Bn the next page, summarized the themes found, and illustrated
the internal consistency amongst these themes and across td&dhtestale questions as
well. The negative aspects of the suppressing the usefulnessalgaed with the
difficulties noted under the ease of use constructs, establishimglatienship between the

ease of use and usefulness constructs.
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Table 11.E Summary of Useful Outcomes from Written Comments

Question
Q9 Q1 Q8
Useful for Factors affect the
Themes Benefit learning quality of messages
Positive outcomes
Information gathering
(increase understanding/ knowledge/ clarify
doubts and increase performance) a7) (14) -
Helped with assignment 4 4 -
Communication value
(and /or encouraged participation) (21) (10) -
Comfort, Free & less confronting 6 1 -
Increase communication 4 2 -
Capture attention - 1 -
Stimulate Thinking/analysis - 1 -
Contact with offshore lecturer 10 3 -
Timeliness of responses 6 1 -
Interesting (fun) 3 - -
Preparation helps - - 8
Negative impact on outcomes
Too fast - 1 2
Too many people concurrently participate
(higher volume) - 1 1
Session too short - 2
Irrelevant (Deviation of) messages - 3 6
Clarity & misunderstanding of messages (effected
by ability of individual or of their peers) - - 10
Lack language Skills - - 2
Lack preparation - 1 -

(n=29). Number within the brackets indicate themtheme as oppose to sub themes, itstsaines are

indented. (The clustering of the responses for gaektion is tabulated under appendix G and H).
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1122 General Attitudes To Participation
Accordingly, the questionnaires were designed to ascertain whiatheonversation inside

the chat room were merely presenting information, answering quesiiongere they

prepared for facilitate in depth discussion of the topic. Shown in d-ifjurD were the

variables, which present users’ willingness to challenge thesages the request for
clarification along with the perceived comfort of participation &ndlly their satisfaction

with the level of interaction with the offshore Australian lecturer.

The level of interactions
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Figure 11.D. The Attitudes To The Extent Of Interaction Inside Online Chat Medium

(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterirfighe

responses is documented in tables under appendix G)

In relation to the extent of participation, 55% (16) of the participalaisned that they
would “always” or “often” willing to challenge the messagehiéy disagreed with it, with
four (14%) stated otherwise. Similarly, 55% indicated that they dvaabuest for
clarification if the messages were not clear, and only onecipantit said they would not
seek for clarification online, the remainder of participants (41P@se the “sometimes”

category.

The objective of the online chat sessions was merely to encattagnts to communicate
with one another, the offshore lecturer role was to guide the stuthamlitate and stimulate
further interactions when necessary. In identifying whether studeltsomfortable in
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situations where they were required to interact with the offdeoterer, 45% (13) said they
were “often” comfortable interacting with the offshore lectweline, while 17% (5) found
it seldom comfortable. Secondly, whether users felt the levieltefaction was sufficient

for having the offshore lecturer as a facilitator rather than a presenteomhation.

In reviewing the feedback, many of the key factors aligned withgttreeral question
participant’s level of comfort in voicing their opini®mnline. Students thought that the
reasons that interfered with their comfort was a lack of confeld@y, a lack of direct
responses (4) to their queries as they spoke about difficultiespiariog the offshore
lecturer’s attention due to the fast speed (2) and respondentst(@hdemfortable when
they found out that the lecturer was not to give direct answers to the discussion.

(#a3) “the lecturer only give opinion and question sometimes the

lecturer does not reply what we want the answer”

One participant (#a24) spoke about the challenge in usingasegd communication.

While five others in fact valued teklased medium of communication, (2 of 5) stating that it
was more comfortable than fateface. Five respondents found it comfortable
communicating with the offshore lecturer, they commented that skeaida to clarify
issues and provide guidance; this was highlighted in the following comment:

(#a28) *“[Offshore lecturer] was good in answering our questions and she will let

us think more with her guide or opinion”

Three claimed that the lecturer was approachable and friendlyh white it easier to
interact with, for instance:
(#a21) “Ms (offshore lecturer) is very easy going person. She's vesydfiy] so

communicate with her is not a problem”

Of interest, one respondent spoke about the laboratory tutor made icomofertable in
providing additional assistance with students understanding on the issues.
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In respect to whether the participants were satisfied witHetied of interaction with the
offshore lecturer, 45% (13) of the participants were “often” or &gV satisfied, 41% (12)

felt “sometimes” satisfied, while only 14% (4) of the participants were nisfisdt

As illustrated in the student’s written comments those who spoke #imulissatisfaction

with the interaction related this to difficulties in contributigthe discussion or problems
interacting with the offshore lecturer. Participants eitherrditlunderstand the topic or
were not able to clearly explain themselves (2 participantgnyMparticipants responding
to the posted messages simultaneously which made it difficullirest interaction between
students and the offshore lecturer. Overall, a total of four jpentits acknowledged this in
their responses, and attributed to the number of questions directedléattiter and the

speed of the messages flow for instance:

(#al5) “too many question was issued to lecturer at the same time, sometimes

lecturer will not have time to answer”

Those who were satisfied with the level of interaction withatighore lecturer confirmed
that the interaction was a main trigger that encouraged pheticipation (11), as they
perceived the useful outcomes and the communication value of such interaction,
(#a4) "It can increases the level of interactivity between themutect
also can know student more”[sic]
(#a21) “(offshore lecturer) good in explaining and clear my doubts. She’s
good lecturer and capable at provide me useful information “ [sic]

Table 11.F. : Descriptive Statistics on the Attitudes to Participation

The Extent of Communication N Mean Std. Deviation Median
Comfortable interact with lecturer 29 3.45 0.99 3
Satisfy with level of lecturer interaction 29 3.45 0.91 3
Will Challenge others' messages 29 3.59 0.95
Will request for explanation 29 3.62 0.86

In the context of communication values a mean of 3.62 was considerablyng@oohs of
the participant’s willingness to request for clarification, reafe Table 11.F. The second
highest mean was 3.59 this related to the participants willingnedisallenge other users
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messages during the live chat. These two variables had anmatiiny of 4 on a-b scale.
With a mean of 3.45 and a median of 3 for a 1.5 scale, users weneehelsatisfied with

the level of interaction with their lecturer.

1123 Attitude s (Perceived Satisfaction) Toward Participation

As part of Case Study 2 trial, the questionnaire explored the astitoderd participating in
the online chat sessions, such as whether participants found onlines$iahs enjoyable,
interesting or even stimulating. The graph below illustratedréiieg of various user
general attitudes toward participating online. Consistent achoe$ the four bars in the
chart was very minimal participants (7% to 14%) had negatattilydes toward the online

chat.

Participants (41%, 12) “always” or “often” thought the chat sessigre stimulating,

while only 7% (2) of the participants did not find it stimulating.

Attitudes toward Participation
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Figure 11.E. Overall Attitudes of Participation Inside The Online Chat Medium

(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterirfighe

responses is documented in tables under app&)dix
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Accordingly, a slightly greater number of participants (45% = h8ught the online chat
sessions were interesting, while 31% of the participants “som&tinenjoyed the
experience. More than half of the participants (55%=16 participaet® everall satisfied
with the online chat, similarly the same proportion also found the experienjoyable (as

indicated in Figure 11.[.

A specific question was asked of participant’s satisfaction tivéhtime allocated for online
chat sessions, 24% (7) of users were not satisfied, while 45% (18)satsfied with the
duration of online chat. Almost one third selected the “sometinasgory. It seemed that
a number of participants would sometimes or more often rather a ldmgdion for the chat

session.

Shown in Table 11.Gbelow, participants’ enjoyment towards the medium had the strongest
mean with a rating of 3.66 and a median of 4 onfLlikert scale. This was closely
followed by a mean of 3.59 for participants who thought online chat wasstitey and a
mean of 3.55 which related to participants view that online chatsiasilating. The

median for both variables was 3 at the midpoint category.

Table 11.C : Descriptive Statistics for the Overall Attitudesto Participation

Enjoyment & Satisfaction N Mean Std. Deviation Median
Stimulating 29 3.55 0.91 3
Interesting 29 3.59 1.15 3
Enjoyment 29 3.66 1.01 4

Overall Satisfaction 29 3.48 0.83 3

Figure 11.F. below showed that an overwhelming 90% (26) of respondentygeimeline
chat experience with the offshore lecturer worthwhile.
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Figure 11.F. : Perceived Worthiness of Online Chat Medium in Supprting Group Interaction

(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterirfighe

responses is documented in tables under appendix G)

From the 26 participants who thought it was worthwhile, ten participaeriied their
choices with written comments explaining that it was due to usefigomes for learning
(6) such as clarifying doubts and gaining a better understanding topibe One valued the
communication aspect and another valued the knowledge of the offshareeriedor
example;

(#a21) *“can gain depth knowledge about the topics discussed”,[sic]

(#al18) *“can contribute effectively”
One participant who gave a negative comment regarding this mddiulearning had a

preference for facto-face and did not perceived any value of the online chat:

(#a24) *actually is waste time, face to face communication more important/ Hejgful
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Recommend to Other Subject?

Yes = 69% ‘] No = 31%

Figure 11G. Recommending The Online Chat Medium To Other Sujects

(Table of results of the Likert scale questions banfound in Appendix D, E, and F. The clusterirfighe

responses is documented in tables under appendix G)

A majority of participants 69% (20) would recommend this mode of legrto other
subjects while 31% (9) would not as some users felt it depended arbjbetsas illustrated
in Figure 11G. The intention of this question was to seek how their satisfactibrendes
their intention to use it again, their true satisfaction. Thardigvas in between their
satisfaction of the online chat and the worthiness of the current artise Perhaps this
guestion could have been better worded, to capture their views on hhignigarning

model applied to a subject of similar nature to ascertain true satisfaction.

Five of the 20 participant chose "yes” for recommending this sif/leearning to other
subjects recognized the useful outcomes in term of greater umdimgtgpresented from
the chat session. One patrticipant noted that there should not be too manyapés per
group due to the competitiveness inside the chat session:

(#al7) “Not too many, the chat session making me heart attack, it is too fast, the

other having a fast typing”[sic].

In response to the last question in the questionnaire that allowedipzents to freely
contribute their opinion regarding their experience with the online dmatresults were
consistent to themes found under usefulness outcomes of online chat. Therkeyin this
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guestion was once again the useful outcomes of the online watfateight participants
mentioned either as learning or communication value;
(#a25) *“we interact more in chat than we do in normal class. | think chat should
continue, it provides more information than normal class”
(#a21) “for me this is the first time ever | use the MIRC as thedium for
learning. So | found that this is very interesting and very effestayefor
me to learn something new.”, “sometimes, words can be hard to be express
during face to face with the lecturer. However this chatting ses$sua
solve my problem”, “it actually quite fun to have this kind of discussion,

and for extra, | 've sharpen my skills in reading and typing”.

Some patrticipants (5) commented that the chat sessions weestingrand fun, and others
(2) valued the interaction with the offshore lectutiee, following participant commented on
both aspects:
(#a6) “it's challenging & | enjoy the experience, | like the way M<t(leer)
correct our mistake , it is encouraging, | like to talk to her insidechat

than face to face”

. Summation Of The Attitudes And Satisfaction To Online Chat

Participants displayed positive perceptions to online chat which deasonstrated in
various questions within the questionnaire. They articulated the \alueformation
sharing through increased understanding and knowledge gained and of equalnogport
was the benefits of the medium for communication enabling participantgeract and

recognize a divergence in opinions.

The results showed more than half of the participants had postitveled to participating
in the online chat, and an overwhelming majority of students acknowl¢kigiednline chat
was worthwhile and many would recommend the medium other subjects.oiimeeats
highlighted useful outcomes of the chat sessions which supported thes tteemd under
the perceived usefulnesgction. Some participants described the experience as rglativel

comfortable, less confronting, others thought it was interesting anddore conveyed that

215



they valued the interaction with the offshore lecturer. A fewtigygants felt it was

confusing to follow the discussion.

Positive themes are aligned with the perceived usefulness owtcavhde difficulties
aligned with the ease of use.

11.3 Summary of the Questionnaire Results

The internal consistency was found across the Likert scale questiods their
complementary commen(sefers to appendix G and H for details of the clusters). Overall,
consistent themes were also observed across theeopea questions in relation to positive
and negative perception to the online chat amongst the participsfietsta appendix J for
further details. The themes of the open ended questions aligned withethes in the

Likert scale questions.

Positive perceptions could be drawn from useful and satisfaction wctsstramely, the
value of information gathering, and leading to perceived useful outceussas (a) an
improve understanding, knowledge, and (or) (b) assisted with theinamsigs and hence,

(c) improved performance.

Secondly, the communication values: beside the (a) general abilityteract with one
another and (b) with the offshore lecturer, they also perceiveditthaging (c) less
confronting and free to contribute, (d) increase communication and (epemgnt, (f)
stimulate thinking, and (g) appreciate the immediacy of the comationcoffered inside

the online chat.

Appendix K showed the key themes that emerged from both case staieshé open
ended questions in the questionnaire which have been clustered and showatrix.aThe
matrix illustrated some differences and many similaritiesvéen the two case studies, for
instance, one third of users found it difficult to contribute to the online chat.

A direct comparison of the two case studies was not feasibleodtiee tchanges to the

methodology and setting for the second case study. However, a roughrisomeé the
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studies could draw out likely problems and values that could apply to beth studies
Stake (1995) in Merriam 1998, Stake (1990) in Burke (1997).

Accordingly twice as many students feel Case Study 2 has bekrn imseomparison to
Case Study 1 patrticularly in terms of valuing the ability toreshaformation, voice their
opinions, and engage interaction with their peers and the offshoreglarstfacilitator in a

less confronting environment.

11.4 LogFiles
According to Preece (2001), field observation together with the numiparsts can be used

to measure the overall student engagement and set a benchmatkr®istudiesUpon the
offshore lecturer's welcoming and brief introductory comments addgefise participants
during the first 5 to 10 minutes, the counting of the number of participassages posted
was calculated at the end of the first question posted by the ofighstalian) lecturer. In
examining the descriptive statistics the overall median wab&®d on group results from
both case studies, with a minimal value of 16, and a maximum valoeeofLl00. In one

extreme case (outlier) a participant posted over 100 messages in approximataly.a

Table 11.H  Number of Posts per Person

— -
£ g 5 c 2 g s = S Number of
= £ E 5 $ 3 0 o|le S
c = o S E © ol g 2 post by the
s s = 38 °%|a A
< facilitator
Group 1: Chat Session 1 10 20 124 38.0 47.00 30.43 57
Chat Session 2 10 31 107 44.5 49.30 21.15 64
Group 2: Chat Session 1 9 18 62 42.0 40.89 15.25 56
Chat Session 2 9 23 58 45.0 43.33 11.22 63
Group 3: Chat Session 1 10 22 62 47.0 43.70 12.03 49
Chat Session 2 10 16 67 335 34.00 15.76 54

Details of the posts per person for the duratiothefchat are documented under appendixTable 2.

Table 11.Hshowed the spread of results, and in Chat session 1, group 1, the minimum
number of posts was 20 compared with the maximum post of 124 per persostaidead
deviation and mean was largely affected by outliers in thie easl as a result, it was
represented with a large standard deviation. This indicated hibatesults were widely

spread out in comparison to Chat session 2, group 2 where the resalt®everconsistent
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with mean of 43.3 and a 95% confidence level that the number of postsrpen pell
between 32.1 and 54.6. The mean number of posts for the groups was gemaalligan
40 posts per person except Chat session 2, group 3 had a lower number @4pgstsson

than the other groups.

The offshore lecturer was consistent with her number of postsdbraddhe group sessions

ranging between 49 to 64 posts for each session, with a median of 56.5.

Table 11I below provides an indication of the volume and the level of actingyle the
online chat session, for full detail refer to appendix I.

Table 11.1. : Number of Posts Per Minute For Chat Sessions

Total number of | Lowest no. of | Highest no. of
Mean no. of )
posts for 1 hour| posts per posts per . SD Median Mode
. ) . post per min
session minute minute
Group 1 534 1 19 10.3 3.6 10.0 12.0
Group 2 458 3 17 9.2 3.2 9.0 7.0
Group 3 396 1 15 7.2 2.8 7.0 7.0
Total 1388 1.7 17 9 3.2 8.7 8.7

Details of the posts per minute for the duratiothefchat are documented under appendix I, in Tiable

The results of the real time chat sessions showed that the waesaf posts per minute
across all six chat sessions with a standard deviation of 3.2. aEloroé the three groups,
the mean was between 7 to 10 posts per minute. While the median andasdgl&, which
was very close to the mean indicating a normal bell shapebdistin. The lowest number
of posts was one post per minute for group 1 and 3 and the highest wasslf@eposinute.

Interestingly, group 1 had a mode 12 which was relatively higher than the other two groups.

A review of participant’'s assessment marks indicated thatntjerity of the students had
been awarded more than one mark as in Table 11.J this suggestemhaebsiiges were
relevant and showed some understanding on the topic discussed. Givemythatnimal
marks were allocated for these assessments therefore,nbtvisended that the assessment
be directly indicative of student performance nor provide suffigi&iormation regarding

the user’s level of understanding and knowledge of the discussion.
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Table 11.1 Marks Awarded For Participation

Chat session (1) Chat session (2)
Marks for participation Number of students Number of students
(out of 2 marks)
1 6 (20.7%) 1 (3.45%)
1.5 13 (44.83%) 4 (13.79%)
2 10 (34.48%) 24 (82.76%)

It provides one perspective regarding the unpredictable speed of odmdihéhat fluctuated
dramatically in an online session. The irregular pace of online raeant that it was
difficult for participants to clearly indicate whether it wa® fast for them to follow and
contribute to the interaction, given that the speed can vary corsideihis could partially
explain that 52% (15) of participants selected the “sometimeg&gaat in response to
whether they could follow the discussion.

11.5 Results from the Observations
The observation during the last session for each of the six clsabresesvere reported on.

From the field observation the laboratory tutor noted that all studesres engaged with the
messages posted inside the chat room. There were no diffialisesved in relation to
connection stability, in comparison one of the three groups were morenaifand lively
than the other two, with everyone attempted to discuss with one anadbes,were more
daring and open to discussion. In reviewing the log files, it waBedethat students were
evidently highly engaged with the live chat session.

It could be observed that as more students logged in the online chaliyéiaily resulted in
an overall increase in the volume of posts as each participamibated to the discussion

leading to an increase in the speed of messages scrolling down the screen.

In comparison to the initial case study, it can be observed ingband trial that students

had more time to process and think of and prepare their responsescdlhetbr reported
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that the laboratory was quieter as users were seen concenti@tomging and contributing

to the online discussion.

On several occasions, several users from all three groups a@ebblly sought help from
the local tutor in relation to clarifying expressions, querying theammg of certain
guestions, or definitions of words used during the discussion. This secendtuwdg had
the advantage of smaller group sizes, it enabled students an oppddwaskythe local tutor
to set the scene or describe the circumstances as requiredloc@héutor was able to

encourage participants to explore the topic rather than expecting answers atvaight

It was observed participants who were not well prepared showedddifmstration as they
would regularly interrupt the conversation flow to ask for an explamati the terminology

in the reading material.

As expected, the offshore lecturer clarified any misunderstandimpsrecouraged student’s
contribution by personally acknowledging their well thought out messages.

Upon informing students to learn and interact amongst their classntae majority of

students were aware and responded to this request, several sttillerstinued to seek

the attention of the offshore lecturer for direct answers. Tha tator had occasionally
reminded participants to discuss with one another and that the off€utueet would

intervene and add in her comments when there was a need.

Students with strong English proficiency were very vocal inside dhat, interestingly,
several students who were rather quiet in a traditional classsetting were particularly
outspoken in the chat room, and this was also confirmed in calculatifggth@umber of
posts in the log file. It was noted that several students wighidh difficulties were more
active than in a faet-face classroom, they occasionally showed signs of hesitationyas the

tended to observe the conversation.
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11.6 Comparison of Assessments Marks Between The Submissions (With And
Without Online Discussion)

Students’ performance in their assignment with no online chat waalcompared with two
assessments (Assignment 1 and 2) that were completed with orfiete d@log.
Participants’ who had to submit their assessment at the end oh¢hweek intensive face
to-face lectures without online chat discussion were left to comihleteassignment in their
own accord. The offshore lecturer introduced the topic area to the class amdwhs no
mentioning of group work. Once all the assessments were finadizdals session was held
to discuss the submission topic which was dominated by few vocal stwdwhthe offshore

lecturer.

This was compared with the two submissions in this blended learnsegarch that
combined a week of fade-face lectures followed by online chat tutorials. Participants
involved were provided with accompanying reading material to prepare for the online
discussion. This process entailed participant's comment on the latemé conclusions

drawn from the discussion to demonstrate a level of understanding of the topic.

Table 11K on the next page shows the outcomes of the two submissions with online cha
compared student performance with no line chat. It can be seen thatfirst assignment,

20 (68.97%) participants showed improved performance with online chat dscuss
compared with no online discussion. Only three (10.34%) participantsassessed with
lower marks based on using online chat while six participants did not ashpwhange in

performance.

Again, in Assignment 2, participants involved online chat showed sineallts in that 18
(62.07%) of them were awarded with higher marks as oppose to studeminaerée with
no online interaction with their peers. Some students had a deareaseks awarded in
the second assignment, while only two participants had no change in performance.
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Table 11.K.  Outcomes of Students’ Performancén Each of the TwoAssignments with Online Chat

Compared to the Assessment with No Online Chat atIA

Student’s performance in Student performance in Assignment
Assignment 1 (compared with 2 (compared with assignment with no
assignment with no online chat) online chat)
Assessment Rating Nur'nl.)er of % Nur'nl.)er of %
participants participants
Improved performance 20.00 68.97% 18.00 62.07%
No change in performance 6.00 20.69% 2.00 6.90%
Marks deteriorated 3.00 10.34% 9.00 31.03%
Total 29.00 100.00% 29.00 100.00%

Overall, the results illustrated an improvement of student pesafocenin their submission
with the online discussion in comparison to no synchronous online discussiatuidyaof
similar nature.

11.7 Focus Group Interviews

Two focus groups were conducted which consisted of a total of 12 studdénsixvetudents
per group. The focus group design also intentionally planned for each groaptéin one
active and one less active participant. The active studergelested on the grounds of past
performance based on the high number of messages posted and the othaiestudent
was intentionally chosen to partake to enable a more diverse cdngpinions to be

captured. The remaining interviewees were randomly selected.

The idea of focus group discussion was to confirm and clarify sorie sesponses in the
guestionnaire, at the same time it provided more in depth understandisgrqierceptions.
The focus groups session was successful in engaging all inteesew elicit a vast range of

views from different perspectives.

The key themes were uncovered and grouped in relation to usabilityuobmst usefulness,
ease of use and user satisfaction and attitudes to online chasdassion in the below

sections.

1171 Ease of Use (Level Of Comfort And Difficulies Expe  rienced )
The focus group discussions lead to common themes which added to thiy wdlithe

guestionnaire findings in relation to the ease of use in participgisnde the synchronous
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chat room. Participants of the focus group were probed during theiemtetw further
clarify particular challenges experienced in respect to the ease of use.

Accordingly, the focus group interviewees noted that it was easy to use the chat amd but ha
to understand or catch that the conversation flow had diverted or move around to another
discussion topic, a participant reported that:

(#A) “it's easy to use, it’s hard to catch”

They acknowledged that the clarity of messages and languages barrier (aeadegdrlier)

was also a concern which made it difficult to carry on with the conversation.

Furthermore, the quality of the chat and interaction also relied oprdipertion of students
who were prepared to participate and have done their homework prior to the chat session.
Preparation is the key to having a more effective and integaditte chat session as
supported by respondent who was not so active in the chat:

#G)  “if not prepare...then don’t know what to write”

For some of the users the fast pace of the discussion caused conpasimipants also
recognized the need for a combination of fast typing and reading, skéls developed
thought processes and the ability to express oneself. During the ofutree interview,
many of the participants identified one or more of these attritadtdsd to the difficulties

experienced inside the chat room. Participants noted that:

(#H) “ cannot respond as fast — not fair”, “don’t know how to express my answer”
(#G) “even though prepared, but were still not able to answer”[sic]
(#L) “ by the time come back people already answer the question” [sic]

For others, the active and fast pace of online chat sessions tedtivsers’ eagerness to

partake in the session and not miss out in contributing to the dialog.

The quality of the questions and content of the messages was anamhpEspect to
facilitate interaction, for example, one interviewee sharedxparence of not being able to
collect her thoughts together to raise questions made participatioe challenging.

Another participant added that “we don’t know what to ask”
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Without the need for probing, several focus group members were quickctdage that it
was relatively hard to identify the owner of each message®liaas which message did the
comment relate to. Several participants felt that it caarm®ying if their peers did not
respond to their query, while others indicated that they were“(#®p busy reading other
commentsthis was also echoed by one of the more vocal participant purposely sampled.
Participants agreed that the chat session was short in duratibayatelt there were a lot

more questions to ask but there was insufficient time allocated.

Generally, the focus group sessions found that there were too many padpating at
once with too many conversations and topics being discussed simultanedtesiythis

reason, the active participant purposely sampled advised thatssintedeto replying to the
first posted question rather than attempting to respond and answérctonatents. One
participant recommended creating smaller groups of 4 to 5 studentsséoission could

alleviate some of the issues.

The focus group discussed an array of positive aspects to thefessewith the medium,
participants were said to be less likely to be sensitive whemy lmhallenged during the
course of a chat session compared with the-taface interaction. Similar to the results in
the questionnaire for the case studies, interviewees also spokepabsie students being
more daring to contribute during the online synchronous chat as ther@pypEndunities to
proof read the post before sending a message. Others reportedhaingh tpassive
participants could readily contribute to the discussion, it also dependixeioiconfidence
and in turn their willingness to post messages in a live sessioassence, there were two
aspects to the ease of use, the ease of use with the systdm aade of participation in the

dialog.
Overall, interviewees agreed that synchronous online chat craatedvironment for more

open discussion and importantly, it enabled the offshore lecturer ity claubts, inspire

and maintain active and more focused participation.
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It was acknowledged in the focus group discussion that the laboratorywas able to
assist, guide, clarify questions and queries which they felt meggpropriate to post online,

for example:
(#H) “English not so good, sometimes hard for us to understand some word ...
difficult to show you don’t understand online”

(#B) “can’t ask all the time, especially for small thing...”

It was easy for the focus group interviewees to concentrate ametisdive aspects of the
medium rather than the positive perspective. It also appearethéhguestionnaire had
covered many of the issues raised, both methods allowed for ueoificaf results and

builds on the strength of the arguments.

1172  Usefulness (effectiveness)
The themes which emerged from the focus group discussion indicatéat sasults to the

guestionnaire. In brief five key areas identified from the disonggported that online chat
was a medium that assisted individual to gather information amd fe@m their peers.
During the process, students were placed in a situation which g@ehudatical thinking
and were likely to be engaged with the discussion. Students pladeddiige with this
mode of teaching as it served as a mechanism to receive féieeback from the offshore

lecturer.

Students were able to reflect and perceived that it was aodaimie environment to
exchange dialog and contribute to the discussion. Clearly it wasssfigkcin encouraging

participation as every participant in the class was posting their thoughts online.

Consistent with the questionnaire findings, many of the speakers cedfiha usefulness of
the online chat and valued the ability to gather information from plegirs and in particular
the feedback from the offshore (Australian) lecturer. One of aHewing interviewee
supported this with a comment:

(#1) “o she mentioned who'’s right and who’s wrong, point out errors. You

are more open up inside”
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It encouraged communication as users perceived themselves mogerbid engage in
online chat, compared with fateface environment, students found this experience less
confronting. In interesting remark, one participant explained thaththiesession appeared
not particularly active:

(#D) “Its useful for communication ... we can express using word, can ask

lecturer questions, give you time to think”,” it make you alert”

Another student (#A) described the process frustrating as theeen@weroncrete responses
or solution to the issues. He concluded that though the new initiativentyostimulated
one’s thinking, it assisted users to gain knowledge regarding how dtiratsof the topic
and process their information, however, in summation online chat Wasstraluable. He
guoted that:
(#A) “I don’t find any valuable .. | can learn about everyone, how they think.. it
makes you think”, he later elaborated further by stating, “ Make you guys

think even though you may not get what you wanted” [sic]

It showed that this student had different expectations regarding tkenwg and the
objectives of online chat and because these expectations and needetweet, the entire
process could not have been valuable.

Students suggested that the usefulness of the online chat sessienimited by the
language barriers and the level of user preparation prior to these$sion. Others noted
that the clarity of the messages and questions asked could be nasowdi@r challenging.
This could be further complicated in situations when students madeptdtéo clarify
ambiguous comments without any success, as a result the online atiomercannot
progress any deeper. A participant reported that those who did notepfeptre live chat

often made general comments which were neither specific nor focused.

1173  Satisfaction (Attitudes)
The responses in the focus group provided a clearer picture of stutemes and

frustrations experienced, the themes were categorised as follows:

» Sharing of ideas by interacting with others
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* A different and new way of learning — it was described as nbbsng, and much
more challenging

* Being able to add in some humor occasionally

* Interacting with the offshore (Australian) lecturer

* Pressure to contribute as marks were allocated for participation

All interviewees agreed that online chat was worthwhile, evem three students who felt
they did not gain “concrete solution” to the discussion topic: asrdliest in the following
quote:

(#A) “Final and assignment is marked by her, it is better to have some kind of
discussion get some feedbacks, [to] see what she is looking for”, *
interesting, those who use MRC for chatting, the fun is brought into the
class”

Others echoed similar remarks that related to the usefulndbe chat sessions, with the
majority of participants in the group-eenphasized and appraised the role of the facilitator

offshore (Australian) lecturer.

Many of them were satisfied with the chat sessions, statingtthes fun because it was
less formal and more interesting when compared with their otasssetting, a participant
noted that:
(#H)  “Don'’t feel boring, put in some jokes... sometimes teaching on the board
students feel bored”

One interviewee indicated that online chat was “okay” but were uioctable with the
pressure placed upon them to perform well to pass the assessmvenall, These students
felt synchronous chat sessions interesting, challenging, and a gootb visgract with

others to share ideas and information

The literature (Preece, 2001), and Andrews and Haworth, 2001) also promdediseful
variables that were also consistent with the results of thealbwsatisfaction with the

synchronous online chat medium. These included:
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* People factors: different interaction styles, personal characteristics

* Technical design and accessibility factors: limited controée flow of message, pace
of the messages, unorganized flow of messages, connection stahiiitihe idea that
textbased can provide a more comfortable environment to interact; and

* Overall effect of people and technical factors: not easy &o, renderstand and

contribute,

Summation of the Focus Group Discussion

The results of the focus group discussion confirmed the results iquigsionnaire in
relation to the perceived usefulness and the ease of use congtdrets, out the underlying
factors and probed participants regarding their opinions that wereppateat in the
guestionnaire results. Participants views on difficulties and fiusitration with online chat
for instance, was more thoroughly explored in the focus group discussias found that
even though participants came prepared for the online chat it did restsaety mean that
they could contribute to the discussion.

Focus group interviewees felt the process was worthwhile and thibugig easy to use the
medium while it was more difficult to participate due to varibasriers. For example, it
was supposedly easier for passive users to be engaged with eatimed however, a range
of other interrelated factors were also involved including thaifidence and motivation to

contribute to the discussion.

228



Chapter 12 ANALYSIS, DISCUSSION AND CONCLUSION

12.1 Introduction
This chapter presents the analysis of the results and the finafirtge research for Case

Study 2. The themes from the questionnaires, focus group interviewtheanthservation
data collection methods are discussed and concluding comments are mabee

triangulation method has been applied to this study to effectively oua consistency and
enhance the internal validity of the dominating key factors. Gas#y 2 considers an
evaluation of the usability measures for online chat under a mabée sgtnvironment. It
unleashes rich findings with an aim to further strengthen the fdtlrneery of online chat

for the subject.

12.2 Background
The implications of the initial case study meant that changee weplemented to the

settings to Case Study 2. This involved decreasing the sizelofgeoup, engaging students

in role play while the offshore lecturer remained as the faidli. Of significance was that

the bandwidth of the network connection had been doubled and the server hosting the
services was localized, thereby eliminated the connection probdeeni@nced in the earlier

study.

The main purpose of this modified delivery was to encourage stuadelgart from each
other, to promote their communication skills and critical thinking witheopardizing their
satisfaction. This research attempted to fill in the gap inbibdy of knowledge on
controllable factors by establishing the practicality of usinG lfi@r group discussion. It
would provide specific guidance and information for future deliverhéndollege and also
offered sufficient details for other institutions of higher learniogcompare and apply to

similar context of use.

While the aim of the second case study was also to evaluabpdhational usability of the

online chat session, but under a more stabilized environment with a ptopgather rich
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information in regards to learners perception of this learning @mwient. It assesses the
views of the class as a whole on the usability themes dliaieler this case study. This
chapter analyses the implications of the following usability constructs of syrais chat:

a) Perceived ease of use (efficiency),

b) Perceived usefulness (effectiveness)

c) Attitude toward participating in the online chat session, including thegrall

satisfaction.

Similar to Case Study 2, the initial study also confirmed the d¢pé ease of use on
perceived usefulness and satisfaction constructs, furthermore trevpdrusefulness also
had an effect on satisfaction in this context. The possible asesaosidbetween these
constructs meant that all these variables should be employedhé&r tieg true indication of
user satisfaction and in depth details for further improvement, awdimy false

impressions.

12.3 Analysis and Discussion
Several literature reports including the initial case studgn@weledged the impact of the

combination of technology and human factors, both individual and collectiveribelize
ease of using a system (Andrews and Haworth, 2Bfdece, 2001; Brinck, 1998) and the
potential influence on both the usefulness and the satisfaction, thettedoogerall success
of the online technology for mediating group forum. In this respectiethdts confirmed
with the literature studies which argued the significance ofikdesign and management to
cater for the user satisfaction constructs and the success oflthe chat for supporting

open and effective group dialogs.

1231  Perceived Ease of Use (Effectiveness )
It was found that the ease of use for both case studies conducteceihwvaly only the

physical and the mental effort of operating the technologies, suakcass and working
with the software, but also the efforts expended to facilitatehtimanto-human dialog,
such as ability to follow and contribute to the discussion.
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Compared with Case Study 1, the technical concerns as revealesl imtial case study
were no longer an issue as synchronous chat was being held locale dahdwidth of the
communication line increased. The perceived difficulties werelation to an integral part
of following elements such as inherited standard design of the oriliaie the learner
attributes (skills and interaction styles) and hence the owlyraimic and behavior of the
group. These factors aligned with the general concepts in P(@6€d,); Andrews and
Haworth (2001); Balazs (2002) papers. They managed to differentiatesociability
aspects from the technological aspects potential factors infhgettoe overall usability and
the success of using synchronous chat for facilitating group dialsgle Ay-om the ease of
learning and the use of the product, Preece (2001) further suggestetiettie of the
learning speed of the users including reading and sending messagi® egponsiveness
of the community. The case study confirmed recommendations wete Petthoroughly
tested, it could potentially draw out underlying difficulties adl waelfill in the gaps between
the general perception on usability and the technical aspects of online.

a) Ease of Operating” the System
New initiatives were implemented for this case study, thd kEeaer was used to host the

chat and the bandwidth of the Internet connection was doubled. No obviousdkrdsuies
were reported or observed unlike in the initial case study. Trasfuvther supported by
79% of the participants in this trial who felt that the online sbétivare was easy to operate
(mean =4.17, Median =4, Standard deviation (SD)=0G7being “always” easy to operate

and 1 refer to the category “never” easy to operate, n=29), and no participants disagree

The results of the triangulation method clearly demonstrated thatigents felt the system
was easy to use and more complex to follow the conversation floighindf the group
setting in a synchronous chat environment. It was recognized thebabtanh to the dialog
involved debating of the topic of discussion rather than merely pregenformation. In a
group situation the dynamics could vary and the activity insidetltaeroom can fluctuate
as there was no turn taking control built into the software. ThisléoaVitably result in an
often large volume of posts delivered at once and was perceigbdlienge participants in

being able to follow the discussion. One example from an interviewee confirmed that:
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(#A) “it's easy to use, it's hard to catch”[sic]

b) Ease of Participating in the Open Dialog
Responses from the data collection techniques including the focus graupieins,

guestionnaires and observations indicated that the quality of onlin@aruthdahe activeness

of user interaction relied on multiple factors.

The results showed that the difficulties experienced were as=ibamrth the ability to

follow and or contribute to the discussion.

They were affected by the underlying system design of the orfisesoftware being used
for group interaction. The technology design and the human factors intereslated
creating the atmosphere for open dialog. The ease of participatiefteicted by the pace of

the messages posted, the characteristics and skills of the individual and the group.

C) Pace of Message Flow
The foremost important finding for both case studies and the most dmgittegmes in the

initial case study was the fast speed of the chat messag#ng down the computer
screen. In an attempt to improve the design for the second udgethe class was divided
into two groups of 10 and one group of 9 participants plus the offshore academi
Participants in the second case study were still commenting dasthgpeed of the message
flow for open group dialog, which could be partly attributed by the volumeesgsages
posted. The almost reiine nature of online chat for open group dialog, together with
some active participants meant the messages flow had a méagmosfs per minute for the
three groups and a standard deviation of 1.6. The figures showed thatfethe three
groups were relatively consistent in terof level of activity inside the online chat dialog.
In addition, the minimum and maximum number of posts per person variecehegvarips.

It can be confidently said that the live chat for the majoritthefgroups were active with a
mean number of posts per person exceeding 40. A substantial proportion ofss(idéeo,

22) perceived the speed of the online interaction was too fast.
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Aligned with the initial case study, the lack of control inside ¢hat for facilitating the
group dialog in an open manner had an unpredictable impact on the numbertesache
number of conversations, which led to different topics occurring aahme time. This was
more apparent under this case study without the interference oftii@rkeonnection as in
the initial case study. A lack visual cue was partly responabldiscussed in Case Study 1,
this includes the inability to identify the statusf the messages in the process and the
inability to manage interruption or turn taking. Although the group siddoban reduced for
this case study, any delays experienced such as lack of moventeathoéssages posted on
the screen due to short delays with the technology transfer iredesduals with slower
typing speeds or those who were simply reflecting on the commeads. minstead of
waiting for the return post, participants concurrently composed and pustedmessages.
Participants in Andrews and Haworth’s (2001) research found that esilenpauses in
conversations could create an atmosphere of discomfort and dissiatisfgiven there was

a lack of indication regarding the status of the conversation. em#fin and Knapp in
Vronay’'s (1999) paper on fate-face conversations, silences or pauses in conversations
were in general also perceived as being uncomfortable and awkwhedefore it was not
clear whether or not participants were obligated to post messadds in the pauses,
regardless, at various times during the live chat when there low volume of messages
posted in one instance were followed by a sudden large influx of nesssgpearing

simultaneously.

Hence it could be said that the uncontrollable rapid speed of mdksageas also related
to the number of people in each online session and the proportion of acticgoguats
within the group. Students in both case studies perceived this whespbley about the
high volume of messages and too many people contributing at theissmetérfered with
their ability to participate:
(#a22) *“typing skill and too many student post the message make the chat session
fast then have not enough time to read through it to understand the

question asked”[sic]
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This was considered relatively demanding for participants beingniligawith this model

of interaction and learning and remained a challenge for thetdémilto control. Students
with practice, could be increasingly skilled in keeping up with the exsation flow, and

with more preparation on the topics in discussion, combined with fangjtatrategies,

could assist in tackling this concern. When asked whether students wecoltimend

online chat to other subjects, one of the participants conveyed it beicmmpetitive

experience. The value of conducting too many online sessions was discouraged:

(#al7) “Not too many, the chat session making me heart attack, it is too fast, the

other having a fast typing”.[sic]

Many participants in this case study experienced the fast pawdiné chat (22, 76%) and
also thought there was insufficient time to follow and contribute hi® discussion.
Participants’ comments noted that the speed of the message tlcam apact on the group
dynamics, the quality of the messages posted, demanding skills parti@pants, and in
turn affected their ability to participate:

(#all) “not understand the answer or question which is post by other students,
sometime they also type the answer or question so fast make me can't
follow” [sic]

(#a22) “typing skill and too many student post the message make the chat session
fast, then have not enough time to read through it or understand the

question asked” [sic]

Respondent (#al7) selected “sometimes comfortable” in voicing épaiwon of online
chat, this was summarized as follows:
(#al7) “it is sometimes comfortable . Because sometimes the chatrsess$oo
fast which make me lost the chat topic. Sometimes chat until out of
topic/scope. | am a shy person, it makes me do not feel uncomfortable to
face other when question in chat. It is the comfortable me to sound out.
But because my grammar and vocabulary not well so | afraid that the chat

making other misunderstand my point’[sic]
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This was also consistent with the views expressed by someigantgin the focus group
interviews of which two focus group participants spoke of the casgatiiethe messages
composed as students struggled to keep up with the pace this in turtheadatent of the
messages difficult to understand. The following comments illustrated themafios:

(#H)  “cannot respond as fast — not fair’, “don’t know how to express my

answer”

On the contrary, the volume of activities inside the chat coultudite engagement to the
activity; an interviewee noted the pace of the online chat being a motiviaibor to

maintain their attention.

d) Participant’s Skills andCharacteristics
Current literature presented mixed views in relation to the poaline communication, in

Klemm (1998) and Balazs, (2002) studies on asynchronous forum, it was nsguan i
While other researchers (LawrerSkater, 2002; Motteram, 2001; Downes, 2002;
Department of Education and Skills, nd.) were aware of the potentialeprs leading to
inability for users to keep up with the pace of conversation due tepter of online chat.
Current literature indicate individual characteristics suclp@ssessing good typing skills
and the attributes of a fast learner were likely to maxintiee effectiveness of the
interaction. For instance, Pallof and Pratt (2001) found that thosefasitityping skills

dominated the chat discussion.

As with the initial case study, this trial was able to eshhinore specific attributes that
would likely enhance the effectiveness of the synchronous chat exgeri@early, the
responses from results of the two case studies illustrated notorparticipants need to
possess fast typing and reading skills, but also a combination of thiakohganalytical
skills; the ability to apply their knowledge and ideas; creativaking; and express
themselves clearly in written communication. Therefore, inadeggiaciweaknesses in one
or more of these skills were likely to have an affect on ppaints’ attitudes and their online
experience in relation to the delivery of online chat. To a ceedient these attributes and
skills could be applicable to all forms of group communication in one evagnother
including Klemm(1998) and Balazs (2002) studies on asynchronous discussion.
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In effect, these attributes become critical in synchronous comntionicas it demanded the
“speed of these processes” to occur in pace with the discussion lfowrinciple, this
meant participants needed to feel there were ample opportunite@sntobute until the
facilitator changes the discussion topic or direction of the corti@rsaHowever, online
chat being unstructured was likely to lead to other topics of discussaking responses
seem out of place, and often incoherent conversation flow placing ful¢ihesind on the
participants who wish to follow and contribute to the discussion. Findihdhkis trial
aligned with Motteram’s (2001) research in revealing that sonteipants noticed that if
messages posted online were unclear, it was likely to be igndissgatimg the author of the

message from the discussion.

LawrenceSlater's paper (2002) of online tutorials stressed the significahdanguage
skills as an interference with students’ participation withoutrioieany further details.
This study managed to identify the skills needed to participate ineocthat were not only
limited to the ability to express quickly and be quick witted, memheexled to possess
good language proficiency, an adequate level of domain knowledge, and giitatidac
skills. Those who were able to keep up with the chat, and had no languagessbairias
respondent (#A21), found it a comfortable environment to voice their opinidlnsisated
below in response to two separate questions in the questionnaire:

(#a21) "I think the most important during the chat is English and the speed of
typing and reading. SO for me all this is OK, so | can follow up the pace
during chat”

(#a21) “I can keep up the pace of chatting, so no problem for me during chatting
to give my opinion. Sometimes, face to face with lecturer are hardgor

to come out with my doubts, but chatting solve this problem of mir@” [s

The analysis of the observation technique, focus group interviews arithdimgys of the
guestionnaire found that one of the common themes was that on many occssdests
would openly seek help from the on site laboratory tutor. Students woulyg igsees

relating to terminology and definitions, clarification of the offshteeturer's questions,
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assisting in keeping students in tune with the discussion topics. siretiard, to a certain
extent, this alleviated some of the concerns around language bforigesticipants of this

case study.

Interestingly, some students reported in the focus groups and in thieueise results that
a range of interrelated issues also challenged them. Fewigents raised the issue of
insufficient time to seek assistance given the amount of t&sivaccurring simultaneously
during the online chat session, and felt that it was easy to lse@ntsite tutor’'s assistance
for simple queries and questions regarding terminology. During fomugp gnterviews,
respondents noted that:

(#B)  “can’t ask [questions online] all the time, especially for small thing...”

(#H) “English not so good, sometimes hard for us to understand some word ...

difficult to show you don’t understand online”

These two case studies demonstrated strong evidence that tsentireachance of more
effective and interactive online session’s students had to be @def@r have done their
homework) and or at least have the domain knowledge upon attending tsessiah. For
example, two participants during the focus group interview session commented that:

(#G)  “if not prepare...then don’t know what to write”,

(#al2) *“yes, because we know what the topic is going to discuss in chat form and

we research in the net before it”[sic]

While another spokesperson from the focus group, added messages beirné&iad’ gand
“not specific”, tend to associate with students who were not prepatech hindered the

effectiveness of the interaction.

A less active participant of the focus group also supported the mmgertof prior
preparation. It was interesting to note that another claimeddtmatin knowledge and
being able to contribute to the online chat was one matter which digenessarily equip

participants to effectively respond to the spontaneous questions postattbrosous chat.
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This reinforced the idea regarding the dynamic environment othe¢ and not being able
to predict in advance where the conversation may end.

#G)  “even though prepared, but were still not able to answer”

Furthermore, Balazs (2002) literature review that on many occasiodsents did not have
the capability to identify their knowledge to analyze and solve preblelt was argued that
some participants having acquired the knowledge still may not aldegly it or lack the

ability to build on their own arguments. In addition, Klemm (1998) acknowkbtlge effort

involved in participation in general does not occur naturally. It masa straightforward
process to change participants from passive to active contritagatscould easily lead to
dissatisfaction with their online communication experience. SimildPreece (2001)

recognized that characteristics of a learner have an impact on usecisatisfa

From another angle, Lawren&ater (2002) indicated that participants tended to place more
effort and time on clagsased commitments than those of online chat in nature. In designing
future synchronous chat course structure, it appeared that in préctiveuld be
recommended that a longer lead up time of more than a week and kalindefined
structured guidelines to follow.

Upon commencing the online sessions, students had already been involsgdcimranous
discussion amongst themselves, future research could investigatestire the how the
synchronous and asynchronous computer mediated communication systems could
complement one another and not placing unnecessary burden to students.relatixzely
straightforward for participants involved in the asynchronous discugsidrave simply

regurgitated their notes and merely present information rather than adelie the topic.

Both the flow of conversation in an open dialog and the quality of theiopestside the
online chat were challenging to control inside a synchronous chat rodmese Tsemi

structured chat sessions meant that the facilitator set thetidir or provoke the topic of
discussion, but it would be difficult to know ahead of time where or hovedheersation

direction may lead to. In this case study, it was evident in betlytestionnaire findings
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and the focus group that some learners were not confident in asking pooig@stipns as
noted, for instance:

(#E) “we don’t know what to ask”,
Another spoke about not knowing how to participate:

(#10) “because sometimes | don’'t know what to talk about, what response | can

give to the other chatters”

Perhaps more specific guidelines assisting students on how to hpphkriowledge and
what constitute a good quality post could be demonstrated to the student® pine live

online sessions.

e) The Influence of Group Attributes
Successful online interaction depends on a majority of students whprepared to

participate (Andrews and Haworth, 2001). In many cases studentsrleges|or passive
participants (Klemm, 1998). Joo (1999) suggest that for young Malay#asss due to
their pass educational experience and cultural background. Howevdnashisot been a
major issue in this research for both case studies, given thatterldance rate, high levels
of student engagement with the online experience and the mean numbets dfybositted
during each session are in itself, strong evidence of activadtitsh. Indeed participants
are motivated, open to new pedagogy that encourages them to ap@retipate and

remain engaged in the online conversation.

The qualitative approach to this research found that in both casesstieliguality of the
guestions and content of the messages were critical to figcthita interaction as identified
in Balazs (2002) and Klemm (1998). The authors noted that these comioungialis
were not automatic, and with this in mind, it became more evidentgdtiré interaction in
role play of each subgroup. Participants involved found contributing talifogission
challenging given that at times students did not ask appropriateoqgestosted irrelevant
messages, sometimes messages were unclear or when no spesfions were posted. A
participant supported these issues in their feedback:

(#a7) “no useful question given could be raised from the discussion topic, the

group is not suitable, lack of participatigsic]
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Undoubtedly, with group interaction, where participants relied on one anotbescuss on
the topic, if participants were unable to clearly express theeselr could not understand
the post it not only affected their own personal contribution but could hathpee ability

of the others to further the conversation.

Based on written responses from the questionnaire the triangulattbndriavolving the
guestionnaire, observation technique and the focus group interviews, weeessful in
bringing to the surface multiple reasons which participants pedeo hinder their ability
to follow and remain engaged with the online discussion.

f)  Perceived Ease of Participation
Under the section on ease of participating in open dialog, the imescf interrelated

variables which impact on the whole group as well as the individeake of participation
has been discussed at length. To sum up the key points, this includediuire \of
activities that influenced the speed of message flow, issubslamguage proficiency and
communication skills, in conjunction with the importance of domain knowledge.
Accordingly, the group’s and the individual's analytical and reasorkitig, 2ogether with

the overall group dynamics and their skills, also played a partomrilouting to the

efficiency of online communication.

Participants acknowledged in their responses to the open ended questidhe twse of
participation was affected by multiple variables. The dominamhékerevealed that many
(18) participants had some problems in following the discussion and prfeud it not
easy to have an input. Majority indicated that the speed of neelemgwas an issue (19)
and to a lesser degree the typing skills (7). The themes deereed from consolidating

across a number of like questions in the questionnaire to validate participant’s opinions.
This research study filled in a gap in existing literature by explaining andrmtpthi likely

consequences of a fast pace and slow pace or silence in synchronous online chat dialog. The

current literature on synchronous chat made no distinction between the issue with slow
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paced chat dialog and moments of no interaction, as these two aspects were generally
grouped as a lack of interaction.

Unlike Andrews and Haworth’s (2001) case which involved an online discussion group that
experienced a slow paced dialog and minimal interaction, which resulted in parsicipant

feeling agitated on numerous occasions when there were no posted messages. This was not
the case in this research, in fact on the contrary too many messages were mhncurre

posted leading to a fast pace chat environment. The fast pace of online chat did not
necessarily mean the return post was immediate as there were multiplessabons

occurring at the same time and other messages were likely to interfere.offeupcsted
messages could be left unacknowledged, however, with much activity occurring reside t

chat room, the majority of participants did not consider this as a huge issue.

In this case study, the online chat questionnaire and the interviesuggmrted the
observation that online chat sessions were quite active keepirg) pisoccupied reading
and responding to posts. Indeed, not having enough time to read all thefgdloststhe
multiple conversation occurring at the same time, or responding o Were issues of
concern for some participants. In line with this, several studelitthat they were being
ignored when their posts were not acknowledged. In Prammanee’s (2Q@{3) st
participants noted a lack of acknowledgement from the posted messagesn issue in
using synchronous chat. Thsade it difficult to have continuous conversation and hence
compromised an in depth discussion. Peer assessment could assdidie these issues

for future studies.

It was certainly not intended for this medium of learning to eraateasiness, and
suppressed user comfort to voice their opinion online as it could pdierngalve
participants feeling isolated. The active participant selggtichosen for the focus group
interview expressed that to overcome the challenges of onlineitchvais a case of
selectively responding to questions and follow that particular strirgpnversation rather
than attempting to understand all the posts.
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During the course of these two case studies, focus groups intealignsd with the recent
literature (Pallofand Pratt, 2001; Mock, 2001; Wang and Newlin, 2001; Kearsley, 2000)
that to a certain extent almost one in three students (31%, 9camfertable voicing their
opinion online using texpased communication. These participants suggested the reasons
were primarily due to less confrontation, interference, more confidenparticipating via

online communication. It was described as being more secure to give and share ideas.

While 38% (11) of the participants indicated that they were abfelltaw the discussion,
another 52% (15) of the participants felt they were “sometimé$e # follow the
discussion and another 38% (11) of participants could often if not alvedigsvfthe
conversation. Only three (10%) participants believed they could nowftihe discussion.
It was not surprising that a number of participants choose the ‘isoesétcategory as it
was sometimes easy and other times more difficult to contribudrline chat depending on
the dynamics of the group, the fluctuating number of posts during each session.

Online chat generated unpredictable events or activities thad ogolr inside the group
interaction, for instance, there was limited ability to controlgpeed of the chat can be as
low as one message per minute or as high as 19 messages perwitlmaotan hour session.
In support of this, eight participants claimed that the speed of ardimeersation was the

dominating obstacle to participation in their written response to their questionnaire

Based on student responses, it was also apparent that participant®féinadchat to be
sometimes confusing (69%, 20), this in turn affected the usefulnesiseoméssages,
participants affirmed in their written responses of the sindlitfiiculties encountered, with
59% (17) thought the messages were useful, and 10 % (3) disagredthrhSiuery few
participants felt strongly negative in relation to the ease of participation.

In case study 2, over 55%( 16 ) felt online chat provided them witlogpertunity to
participate most of the time, while 45% of participants (13) chesmétimes”, no student
selected the “never” or “rarely” categories as this tuab delivered in stable system with a

much improved connection line. With no major “physical” barrier to i@pation,
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contribution to online chat was dependent on the learner’'s and the groigptsaatl their
characteristics. This was supported in the comment below:
(#25) “ya, everyone can given their opinion and no one can stop you”

On a broader level, knowledge and information gained from the intaraogether formed
one aspect that related to the learning outcomes of perceived usefulness.

Another aspect involved critical thinking and brainstorming. Pallafd Bratt (2001)

acknowledged that online chat was good for brain storming, which waefparhstructive

learning, but such process were not easy for participants who haetperience (Balazs,
2002). Essentially it was part of the cognitive learning procesghich academics were

prepared to accept as they strived to train learners.

However, issues related to the ease of participation need towdtmlih order to provide
optimal learning outcomes; this includasuring participants had done sufficient preparation
before the chat session, encourage timely and quality contribution edfichtd from class
mates to have a continuum of activities, at the same time the patieeathat should not

prevent their participation.

The study indicated synchronous chat sessions were intense and demdodedo ef
participate. The ease of participation could negatively impact on the usefubtifetse
messages, the overall effectiveness of the online interactidrthas the overall satisfaction
of online chat.

On a positive note, ease of use related to-llaxed communication has been known for
creating an environment that focused on the content of the discussienthain visual cues
or speech difficulties, allowing a certain level of anonymity,chiprovided students more

confidence to speak their thoughts.

Students’ responses indicated that their peers were more todrdnhot likely to be
emotional when being challenged during the course of a chat sessam@limore open

discussion. Several students felt that they were less shy@eddaring to participate in the
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online synchronous chat session as compared totddfeee. A couple of participants
suggested that they were prepared to accept challenges of meu#wm for interaction. It
was noted by one participant in particular, noted one of the beneftheaility to proof

read the message before it was posted.

When students were questioned about whether they felt comfortableciimegrwith the

offshore lecturer, 45% felt comfortable, they were less intirattlétnean =3.24 , Median=
3, SD= 0.91), while six participants specifically indicated theifgpemce for texbased

medium to communicate with the offshore lecturer as compared édckd@ce interaction.

From the participant’s responses it was agreed that the akilie facilitator was to clarify
doubt, stimulate more focused responses to create an environment ogteried effective

interaction.

(#a28) “[Offshore Australian lecture] was good in answering our questions and

she will let us think more with her guide or opinion” [sic]

Case study 2 however, also noted supporting comments in relation toubemgfortable
communicating with the offshore lecturer, this was around a lackre€tdiesponses (4
participants) mainly attributed to lecturer not providing “answertheir question and the

volume of the messages concurrently posted (2).

The literature suggested that too much lecturer involvement olitleocinvolvement can
result in an unsuccessful online discussion (Horton, 2000), Horton recommendadythe
way to find out the appropriate level of participation may possiblgdnelucted by trial and
error. Unlike the traditional role of a lecturer in a South Besan educational setting,
being the sole provider of information, these case studies sawfshereflecturer taking on
a facilitator role. In this study, the offshore lecturer had redpiitysto facilitate, guide
and give direction to the discussion, as well as to stimulate tiginkbmmunication and
learning amongst the participants. Two participants were uncomfodablt the role of the
lecturer in this study, both felt frustrated and also noted that:

(#a3) “the lecturer only give opinion and questiersometimes the lecturer does

not reply what we want the answer”
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These results bear out Ruitenbeck’s findings that the academiamplagportant role as a

motivator and have an impact on students’ attitudes toward participation (Ruitenbeck, 2004)

Kearsley (2000) suggested the most effective approach was toqualitgy participation as
part of the course requirements and assessment. However, the possdirié of marks
alone was not sufficient motivation. The challenge, thereforetovéiad ways to ensure
quality interaction by designing a suitable environment to faeilitsuch objectives.
Furthermore, with an assessment of two marks per session alonbeniagufficient to

encourage students to exert great effort the quality discussion.

Indeed, Ruitenbeck (2004) found that students can be ofterm&tieated, passive,
consuming and sometimes even bored, working only for their marks.” @itters that
may promote interaction include peer evaluation activities, usskilaed relevance of the

content, and the level of instructor involvement (Kearsley, 2000).

As expected, students recommended practical suggestions for impnbveméuture
delivery, a longer chat period (5 students), more preparation (3 sfydaoie controls
should be in placed (4 participanis) particular the pace of the messages flow, smaller
groups (3 participants) such as group of 4 to 5 persons, more guidandbdrtauilitator (2
participants) and one participant spoke about a good mix of active and tiea ac
participants.

1232  Perceived Usefulness (Efficiency)
One of the challenges in this case study was not only to provideechamsm for

maintaining contact between the offshore lecturer and the studen#dsbuio encourage

students to learn from each other and to promote crucial thinking and communication skills.

Klemm (1998) claims online conferences encourage students to bectiveepacticipants
and minimize the risk of having too many lurkers. However, it has lseggested that
Asian students are not proactive in giving their views, insteast bre specifically asked for
their opinion (Ballard and Clanchy, 1997). Bernath and Rubbin (2001) also suyaiort t
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participants who have lower level of language proficiency ase likely to participate in
online discussion. Literature note that international students ftame§e background are
ashamed to ask questions in class, (Ballard and Clanchy, 1997; Garrison,at@bthose

international students rely heavily on their lecturer (McLoughlin, 2001).

Yet participants in this research were actively contributnthé online chat interaction. It
was important to maximize the chance of the success with tleiadtive tool for group
discussion before considering the other benefits that could be gainetl wiag be
sufficient number of participants using the system to contributeetorline chat discussion.
Balazs (2002) further indicated the importance of motivation, withoutiedal stimulation

or motivation students were reluctant to use the system.

The assessment results of the online chat showed that the majopsrticipants were
awarded more than one mark out of a possible two marks per sessiogirfevork as their
discussion was deemed relevant. It did not take the degree ofy cuagiiicipation into
consideration. Further research could consider the correlation betiveensefulness

construct and student performance in relation to marks awarded.

The ease of using the online chat to mediate the group dialog initihkdase study was
found to suppress users overall attitudes and perceived usefulneske Bhillard and
Clanchy (1997), participants perceive the potential usefulness togeitierthe setting
design encourage them to participate in the first and subsequensedsatns.  This
indicated motivation could be considered an aspect of perceived usgftiiaeslrive users

to achieve their goal.

The chat session addressed much of the dominant difficulties asdoai#tt its usability,
this include reducing the group size to almost a third (9 — 10 studentx)urage peer
interaction, increased stability of the network connection, allowisghaoth operation. It
was therefore anticipated that the study would reveal grearéy ©f students’ perception

on the usefulness on this medium.
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The chat sessions had encouraged participation from all students chtthade who were
considered normally passive in class discussion. In this respecg tman half the
participants (66%= 19) rated highly that it was encouraging teefctparticipate in the

online chat sessions, and 52% (15) spoke about online chat capturing their attention.

On a broad level, the major findings in this case study affirnedests’ perception of
online chat in an improved setting, was useful in two primary aspeatnely supporting

students learning and to facilitate interaction.

Not surprisingly the analysis of the perceived benefits of synchrocimatswas consistent
with much of the literature (Prammanee, 2003; Pallof and Pratt, 2001).

The most significant themes that students perceived as outcom#we adnline chat
discussion were information gathering (59%, 17) and the communicatiors (@R, 21).

Some participants indicated the value of interacting with théarfés(Australian) lecturer (9
participants), the immediacy of the interaction (6), a comfortrenment for participation

(6) and increase their participation (4).

In general, these themes were not too different from Case Studydluphold the
importance of design factors in motivating participation. Otherinétion sources in the
literature and the focus group sessions in this research alsosdnger findings, these
underlying values attributed to the usefulness of online chat. Caomsistas also shown in
student’s complementary written responses to their choices of ghestionnaire rating
scales, and confirmed in their rating of several questions inikegt Iscale questions that

the chat sessions assisted students in their learning.

The findings had the majority of participantsemaphasized the three key values associated

with the usefulness of synchronous online chat; firstly, informationinrghg®8%, 14)
leading to positive outcomes such as increase understanding or paderm&econdly,
online chat sessions encouraged user participation, and thirdly uakrsdthe ability to
receive guidance and feedback from the offshore lecturer. Thewwosaspects can be

clearly illustrated in the following student’s remark that online chat was:
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(#a21) “faster way in solving doubts and gain more knowledge and ideas.
Students then will be pay more attention and talk less cause they are busy
typing the questions and answering the questions. ... Most of all, it's easy,

convenient, effective and interesting way of discussion”

Participants value the ability to interact with their offsh@faustralian) lecturer, their
assessor, and found it was useful to be able to receive her feetlbackpresentatives of
the focus group described that:
(#1) e she mentioned who's right and who’s wrong, point out errors.
You are more open up inside”
(#A):  “Final and assignment is marked by her, it is better to have some kind of
discussion get some feedbacks, [to] see what she is looking for”

a) Communication Values: Encourage participation
An examination of the results of the focus group interviews redethiat this mode of

learning was less confronting for participants, it captured and anaokt their attention
during the live online tutorial. Some interviewees valued synchrotimatsas a medium to
comfortably voice their views. Slightly more than half of thesedents (55%) were

prepared to challenge others and request for clarification.

It would be logical to expect that without visual cues and tone oévoiadd extra meaning

to the conversation, tekiased communication could limit participants’ understanding and
ability to express themselves in the class. This could posdlangafor participants from
nonEnglish speaking backgrounds and those with slower typing aiddityphy and Collin,
1997). Despite this all participants in case study 2 were bBctaregaged and posting
messages, the average was betweeb030osts per person across six sessions (two sessions

for each group).

This aligned with Jones et al. (2001) who also noted that some pantscifsam norn
English speaking backgrounds were more comfortable with synchronoubased
communication compared with verbal communication in a classroom enanbnrit

differed from Bernath and Rubbin (2001) who acknowledged language proficien&y
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inhibit some participants from contributing to discussion. This couldxpkiaed by the
fact that participants were familiar with one another and irera a similar culturgwith
the exceptional of the offshore Australian lectumather than a diversity of cross cultural

learners.

The focus group interviews along with the questionnaire results tadisers’ perceived
willingness and confidence to pursue the discussion to gain greaterekigewl Together
with sufficient enthusiasm, Wang and Newlin (2001) suggested thatni&usligh language
barriers would partake in the discussion.

This research indicated that these two groups of South East Agdents, as in the two
case studies, were more opened and readily shared their vighey gerceived online chat
worthwhile, notwithstanding language barriers and cultural backgroundpectve as to

whether users’ were active or passive learners. Partisipagrtceived that the use of the
textbase synchronous chat sessions would allow more freedom to contribbtautwit

physical interruption, free from social bias, and other visual or vocal disability.

The results from literature (Mock, 2001; Balazs, 2002) and from thial icse study
demonstrated the importance of motivation to facilitate usercpation. It was indeed
found in the case of this research that with sufficient motivaéilmmg with the less

confrontational environment engaged users inside the synchronous chat.

Balazs (2002) noted that students who were unfamiliar with each wthéd not seek to
interact online. While Mock (2001) spoke about students who already hawvéatiego-
face meetings would not value the online interaction. For thisstadg, more than half the
students valued the online chat discussion with their peers despitey Hageto-face
discussion. This research appear to align with Motteram’s (20QUjnant that students

being more secure to voice themselves when they are familiar with one another.

b)  Educational (Learning) Values
Overall, more than half the class felt online chat had achiemedus useful outcomes

which were consistent across the constructs. Primarily, itthasability of online chat
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sessions to support student learning (62%, X=3.72, SD =0.84), improve theirtamndies
(59%, X=3.72, SD =0.80), and assist them in their performance (59%, X=3.48).88) n

their final submission of their assignment, the results were anitadly positive with a
median rating of 4 on a 1 to 5 rating scale. Similar resulte \atso elicited from the
usefulness of the messages (59%, X=3.62, SD =0.86).

Wang and Newlin (2001) noted a correlation between active participadtgshe overall
performance in the class. It was interesting to determineheshdtis case study would be
consistent with the findings of Wang and Newlin (2001). A comparisoheoassessment
marks and participants’ final written submissions was undertakenwthef which were
conducted with online discussion compared with one session without onlinelotdatd,
more than 60% of the class’s marks had improved (case study 1 =69parfipants],
case study 2 =92% [18]). This could also be partly explained in Borse@erKimber 1996)
study on small group work in statistics classes; it revedladbetter results were obtained

when students work together as compared with individuals studying in isolation.

In addition, Johnston et al. (in Kimber 1996) perceived peer feedbackpmtant for
motivation, development of knowledge and had more chances in retaininghdwdedge
when it was frequent and feedback was immediate. Participant®tbfcase studies
perceived that useful learning outcomes together with the sattithghe design of the chat

sessions played a part in motivating them.

A comparison between the ease of use and the usefulness constraonwaissioned, the
analysis found that common themes were revealed in regards tolebsteat hindered the
use of online chat. Like themes also emerged from participantslh@t positively rate

the perceived usefulness of the messages posted as well aschatiteing able to support

student learning.

At times students found it difficult to follow the content of the sages andontribute to the
discussion due to the almost réiate nature of online chat together with group discussion

led to an uncontrollable rate of message flow and the intertwinitigeahessages posted. It
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was likely that the underlying factors primarily related to vidiial students’ skills and

attributes, domain knowledge of the discussion topic as well as tlgp gapability (as

discussed under the ease of use) affecting the overall useful estainthe chat session.
Often reported in the literature (Balazs, 2002; LawreBle¢er, 2002) was the notion of
misinterpretation and misunderstanding during the course of théasat discussion for
students from non native English speaking background.

Upon alleviating concerns regarding the instability of the technmdbgsystem in
preparation for this second case study, the issue regarding meeség@ not being clear
became apparent. The findings showed factors that negativelynicgldiehe usefulness of
the messages aligned with those found under difficulties experienSedilarly themes
were found from those who spoke negatively in relation to the usefudhdéss online chat

in supporting learning.

In both of these case studies, the results also indicated the hplaetease of use construct
on the usefulness of online chat. As noted under the ease of use settisrchapter, with
group interaction where participants relied on one another to discudsectopic, the
capability of individual not only affected their own personal contribubonthe group as a
whole in the ability to further the conversation or to proceed the csati@n in greater
depth. As a result this affected the ease of participation anéfielness of the interaction.
This aligned with the principles of the original Technology Accemahtodel (in
Venkatesh, 1999) the easier it was to use the system the markituseh be with all other
things remain equal.

The written responses to the questionnaire indicated that those wleo sagsfied
commented on the usefulness of the online chat, those who felt disdatjzbke of lack of
value or difficulties associate with the participation. The staffiymed the importance of
evaluating all three constructs to determine the success afhtitesession rather than

satisfaction alone, and to assist in refining the future design of the online chat model.

Frokjaer, Hertzum and Hornbaek (2000) research on the association béhsetiree

usability constructs, effective, efficiency and satisfaction nnéormation retrieval tasks,
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and found that the three aspects should be considered separatelye agetteeno strong
connections evident, unless there was a particular rationale whehidomain of the study
which suggested otherwise. Clearly, under this context the ciranoest were different, the
online group discussion using synchronous chat software appeared to stggest

constructs were related.

There was indication from students who did not find the online chat usefelyrbecause
they were frustrated with the inability to obtain direct answiershe issues. As it was
intended, some discovered that online chat encouraged critical thinkilegothers may not
have made the connection that that this was a part of the codadiveng process. This
concept was consistent with Seaton (1993) research which noted thdtstotlents view

critical thinking as part of knowledge, referring knowledge as inftion gathering, and

preferred the lecturer to provide all the answers.

For instance, a particular student mentioned (#A) that they valuadténactivity with the
offshore lecturer, however he did not find the overall online chat Malind admitted that
he was not well prepared for the chat session. This was pyindai@l to the inability to
gather concrete responses to the question or the issues. He dgeizesthat online chat
enable one to explore to how others thought about the issues or procesgdimeation as

guoted:

(#A) “I don't find any valuable .. | can learn about everyone, how they think..

it

makes you think”, he later elaborated further by stating, “ Make you guys

think even though you may not get what you wanted”

It can be concluded that the impact of the online discussion, regaodléss quality and
usefulness of the content, or whether students were able to distifagttstirom opinions,
had 72%, a substantial proportion perceived that it “often” stimuldtenoh tto critically

analyze the topic. Similar findings were found in Bernath and Rubbin (28@bse work

was based on asynchronous discussion, open discussion forced people to thinkirgnd ret

their ideas.
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Such concerns regarding the quality and clarity of the messagmtant the ability of the
participants to carry on the conversation for each group indeed canigoiobed. On one
aspect, participants requested smaller group size to slow downdbheipanline chat; on
another perspective, too small group could risk insufficient number o$ poshaintain

student engagement. This remains a challenge in the future delivery.

1233  Satisfaction and Attitudes to Online  Chat
All students were committed to participate inside the actia @en online chat dialog

inside the laboratory class, with more than half of the participaai®e prepared to
challenge and sought clarification if need be inside the chatoeessDften students
preferred to seek the onsite tutor for assistance directlyatioreto simple queries, such as
terminologies as they it was felt it was easier anddessiptive than asking such questions

online.

For Case Study 2, the class was divided into two groups for roletp&gim of one half of
the class was to support the arguments in the topic and the othkadthdlfe role to suggest
alternative perspectives to the discussion topic or debate afj@natguments presented.
This provided much interactivity inside the chat room based on all statrces collected
from the written feedback from the questionnaires, the focus groupvigéwsr and the
tutor's observation of the live session. Many students valued ttigy dbi learn and
exchange information with their peers, for instance in a questionnes@onse one
respondent noted that students were interacting with one another:

(#a3) “most of the time are the students chat with each others” [sic]

In analyzing the data, 45%(13) of students were satisfied witkeveédf interaction with the
offshore lecturer. The observation of the log file and the tutor'sreéson of the class
showed that several students continued to place much emphasis onrdetiantevith the
lecturer, expecting regular feedback and guidance and was frustriagedtheir questions

were not responded to.

From the written responses participants felt that they were unh@pelation to difficulties
in receiving acknowledgement from the lecturer (3) due to the hoghme of messages
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posted concurrently and they did not have time to ask all the questiathsrs (2) spoke
about their limited understanding of the topic made it challengingiteraict with the
offshore lecturer. These influences interfered with their pegdesatisfaction of the online

chat experience.

The offshore lecturer allowed students plenty of opportunity to patecigead was rather
consistent with her contributions taking care not to dominate the ebsibs. She merely
played her role as setting the direction of the topics for dismuysand would provoke or
guide the students when necessaHer contributions were in between 5 to 20 posts more
then the class mean.

However, the research in Mazzolini and Maddison (2003) study found thatntstude
favoured lecturers who are active contributors to the forum; thdse provide minimal
contribution were perceived negatively even though the session appeabe thriving.
Interestingly, Klemm, (1998) and Mock (2001) reported students in generfdrned
actively participating lecturers perhaps it save them from dtiieg work. In this regard, it
can be largely explained that those that did not obtain any direltidfele or direct answer

from the lecturer felt disappointed.

In analyzing the findings, it was apparent that some participards nfiaconceptions

regarding the aim of the online chat sessions, their role and tha &dcilitator, as a result
made considerable attempts to seek for direct answers. Ihatan expectation, in this
study, to have all participants satisfy with the online chai@gsas noted in the literature,
some learner characteristics were not suited to online chiédf(Bad Pratt, 2001), as such
these participants struggled to express themselves in awitiel and concise manner. In
this study, this was not a main problem as long as it did not apphetmajority of the

participants.

Student ratings of their overall satisfaction indicated 55% (16hefparticipants were
satisfied on most or all occasions, and only 14% (4) were dissdtisfth the online chat.
Receiving timely and frequent feedback (Rossman, 1999) was considersslia for the
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participants involved in this case study. This was proven to biewegialg in Case Study 2
mainly because the ease of use construct was affected bystlpaéa of conversation and
the high volume of messages displayed.

Much of the existing literature focused on the positive attitudes of online chat innfgste
online interaction but there is a gap in literature in that few studies have been ednduct
similar settings to these two case studies.

A study, which had some alignment with this research, was Law&ats, 2002 research.
Consistent with Lawrene8later’s (2002) pilot study of participants from South East Asia,
chat was used to support online tutorial together with asynchronous aiscugsslightly
different blended learning to this study was implemented; it indotlie offshore lecturer
meeting the participants at the commencement and during mid tarthis case study the
students were fully facilitated by the local tutor once the offshexturer had completed the
oneweek of faceo-face lectures. Lawrenc®later’'s study consisted mostly of mature aged
students, which was not the case in this research. The key fintitegs in his study that
was consistent with Case Study 2, students had an overall positiudeato the online
course, and the challenges, in group discussion, and the user’'s percegeidrngreater

controls of the interaction inside the chat room.

One of the aspects withiielsen and Levy (1994) metmalysis study was that they used a
large number (127) of systems for which users' subjective preferences wetgadem a 1

- 5 rating scale, 5 being most positive and 1 being less positive attitude towardsehe sy
The analysis from Nielsen and Levy’s (1994) study indicated that the median was 3.6 and
the mean rating was relatively positive at 3.58.12 (95% confidence interval). These
results provided a practical benchmark for comparison and support on participants’

preference of the system.

The question regarding students overall satisfaction with themsyBbm this case study
was applied to the Nielsen and Levy matrlysis research for comparison. The results
showed a median rating of 4, which was considerably greater thaeutral point of 3 on a

1-5 interval scale and higher than the average of 3.6 in the NegkEhevy research study.
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A slightly lower mean of 3.48-1#0.41 (95% confidence interval) was obtained in Case Study
2; this was still considered a slightly lower rating (witHifierence of only 0.07) compared
with a rating of 3.55 in the Nielsen and Levy’'s study. Overallyas still a fairly good

rating as it was rather close and above the midpoint.

There were no obvious misconduct that interfered with the discussioti®e assue of
flaming as noted in other previous research, perhaps this could be ttheertites set prior
to the chat sessions. In comparing the results in which studertiss inase study were
asked to rate their overall level of enjoyment with the newerys The median rating was 4
which was a more positive result than the neutral point of 3 b adale and also higher
than the average rating of 3.6 in the Nielsen and Levy study of ¥#hsy. The mean was
3.66 (+0.5 at 95% confidence level) which was slightly higher than theséhiebnd Levy
metaanalysis study. The results in this case study showed that stetgmyed using the
new system more in comparison to the benchmark set in the maeynsyskamined in
Nielsen and Levy (1994) study.

On most or all occasions, 45% (mean=3.59, SD =1.15) of the participargsvpdronline
chat sessions were interesting, 55% (mean=3.66, SD=1.01) of the patsi@pgyed their
experience, and 41% (mean= 3.55, SD =0.91) of the participants found it stigiul®n

the contrary, very few participants (14%, 4) had a negative pencepit the online chat
sessions as they did not perceive the experience enjoyable, nostingerhile two

participants (7%, 2) did not find it stimulating.

An overwhelming 90% (26) of participants felt the online chat expeziemorthwhile,
slightly more than half of the respondents were satisfied witbrthee chat interaction with
the offshore lecturer. Further analysis across all the questiths the questionnaire
found that in fact there was only a small minority of participanteo had negative
perceptions with ease of use, and usefulness of the online sessidarlysimegative

attitudes toward participation, ranging from 0 to 14%.
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Of the 26 participants who thought it was worthwhile, most of the teticipants,
articulated the usefulness of online chat for learning such afyicgrdoubts and gaining
better understanding of the topic, one of the weaker themes wadubef/¢he interaction
with the offshore lecturer, and online chat was an effective methhacbmmunication.
Similar themes were drawn out from the comments section tokbg kcale question from
users; they perceived the value in being able to freely contrthate opinion regarding
their online chat experience. Participants merely reaffirnted dcommunication and
learning value under the perceived usefulness construct of online chat:
(#a25) “we interact more in chat than we do in normal class. | think chat should
continue, it provides more information than normal class”
(#a6) “it's challenging & | enjoy the experience, | like the way M<t(leer)
correct our mistake , it is encouraging, | like to talk to her insidechat

than face to face”

One additional theme drawn out was that chat sessions were pdrasibeing interesting
and fun (5). These themes were also verified in the focus group discussion, for instance:
(#H) “Don’t feel boring, put in some jokes... sometimes teaching on the board

students feel bored”

One participant conveyed negative thoughts of online chat and did navpeang value of
this medium in supporting interaction. The quote below showed that theapaant clearly
had a preference for fate-face communication:
(#a24) *“actually is waste time (online chat), face to face communication more
important/ helpful.

Students were asked to comment on whether they would recommend onlirie obiar
subjects, a considerable 69% of respondents indicated that they would. tidiatisagreed

thought that it depended on the nature of the subject

Analysis of the focus group interviews indicated that the majarityespondents were

satisfied with the chat session and thought it was worthwhile. eTwere suggestions
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regarding the frustration of not been able to gain concrete anéwersthe discussion.
Overall, according to interviewees it was fun and less formal and a new wayrohée

A participant conveyed that they were “okay” with the chat but wa®mfortable with the
pressure put on the class knowing marks were given for participafitinee additional
respondents felt that their satisfaction were interfered wighdifficulties experienced in

participation for instance if they were not prepared for the online session in advance.

All focus group participants agreed online chat was worthwhile, induitie three students
who felt they did not gain any “concrete solution” from the session©bmndom did note
that it was interesting and valued the ability to receivdldaek directly from the assessor as
illustrated by the following quote:

(#A) “Final and assignment is marked by her, it is better to have some kind of

discussion get some feedbacks, [to] see what she is looking for”,

Overall, these students felt chat sessions have been interebttignging, and a good way
to interact with others, sharing ideas and information. The owsrdélen responses and
focus group interviews indicated there were likely chances testetthree constructs of
usability were interrelated, this could be explain by the context afieochat where these
variables were very much interrelated unlike the findings frawkj&er, Hertzum and
Hornbaek (2000) study.

An analysis of these two trials concludes the interrelationshipeleet the ease of use and
the usefulness on student attitudes. More specifically, the findiegged from applying
the TAM to this study appeared that there was a relationship éretuwser attitudes and the
usefulness of the online chat experience. In addition, there was lalkdatween the ease
of use construct and the usefulness of the online chat experiencestingdy, this finding

was also consistent with the Mathieson, Peacock and Chin, (2001).

For this research it was supported in student’s written feedbacghitned common themes
were emerged from questioning participants regarding the usefubhemsline chat and
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whether students thought online chat was worthwhile. Despite theveerdsarriers and
the demand imposed on them to effectively contribute, all studentéspregpared to tolerate
this and continue to participate with the online chat sessions. 3é&archers revealed that
it might be the perceived usefulness of the system and the weglhohé that encouraged
users to continue to persist with the system. In planning for theefudesign of
synchronous online chat in a blended learning environment, such findings risedthicen

into consideration.

The validity of the research findings requires further studykenpiopulation and settings. It
is beyond the scope of this research to generalize the findinge geeheral population, the
findings of this research has noted the affects of multiple blegathat influence student
perceptions and attitudes towards synchronous online chat. This studpvVideggreater
knowledge in regards to the perceived benefits and difficulties ierped with online
interaction to improve future delivery of the subject. Cleadgirassing one variable was
not sufficient to make an overall positive impact; rather agasfgstrategies implemented
concurrently such as role play, reducing the group size and improvirgjathiéty of the
technology are likely to have a significant impact on student'stip®sexperience

interacting amongst their peers and in using the new online medium.

In this respect, this research is able to add to the body of knowledge in reference to student
attitudes; values and challenges encounter that affected their behaviour. tiliegesa

also have an impact on students’ overall attitudes toward participation.

124  Conclusion

The findings of this case study drew out consistency with seliadture studies that
acknowledge the impact of the combination of technology and human facttivs ease of

use (Andrews and Haworth, 2Q0Rreece, 2001; Brinck, 1998), as well as the usefulness
and attitudes towards using the system. The study revealed tails aé participants’
perspective of usability variables. Clearly, the ease ofiugbe current study was an

improvement from the initial study.
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It was more apparent in this case study that the primary diféis laid within the human
factors as a high proportion of students found it easy to operate theutlsme students
did not find it easy to make a valuable contribution to the discussidms sEcond case
study recognized the potential impact of this on the impact of bothidodivand collective
behavior, subsequently, affecting the usefulness, ease of use anenhelksatisfaction,
and therefore the overall success of the online technology for megdigoup forum. The
internal state or characteristics of users including studeashinication skills, analytical
skills, language skills, facilitation skills and their domain knowledgee of importance for

effective group patrticipation as in fat®face group discussion.

This study affirmed that students demanded greater clarity anitygpfahessages posted in
an online chat environment in which the pace of the discussion should not thiibi
participation. The results showed that less than half of theipartts found it consistently
easy to participate due to a high volume of and relatively spontaaetiugies inside the
online chat. The quality of messages could also be affected Ifgsthepeed of online chat
as participants strived make a timely contribution in a livehat environment, their
messages were perhaps brief and informal. Given that theaow® déf this case study was
in relation to the usability and satisfaction of synchronous online tthat jssues relating to
the quality of the discussion such as messages deviating fromlisttiession topic and
irrelevant or lower standard of postings were a key variakéntanto consideration but not
intended to be examined in great depth in this research.

In this case study a reduction on group size to 9 or 10 participantsdiegcthe offshore
lecturer) was still not sufficient to control the speed and volwihenessages pouring
through the live chat systemrlhus a limitation of the standard chat software, being solely
textbased, could demand greater effort for participants to contribute tdighassion.
Some participants particularly those with language difficutteaamented on the challenges

of using textbased communication for group discussion, yet they found the online chat

worthwhile.

In fact this case study indicated an overwhelming 90% thought the ahlatesessions in
Case Study 2 was worthwhile. Notwithstanding the obstacles, it fouhdhtiva than half
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of students believed online chat was useful for enhancing learning @gcamd it
encouraged user participation. They valued the ability to share @tiorm voicedtheir
opinions, students and their offshore lecturer were engaged in iterant a less
confronting environment. Across all the three usability construotdas perceptions were
revealed in relation to their overall satisfaction and enjoynrentsing the system as a

communication tool.

Clearly the current study showed improved efficiency with the aiseechnology hosted
locally as compared with the initial case study of student'sahgierformance based on
mark awarded in using the medium in a blended learning environment eamp#in no

online chat discussion.

Case Study 2 found that the usability of online chat is capable in smgpogen and
effective group dialog, and was considered successful in achiewgig darticipation
amongst the students allowing the offshore subject coordinator to maothiédr
understanding and progress. The success of the chat sessions dependegttinghethe
social aspects and management, technological design of the dgstenprove overall

student satisfaction.

12.5 Implications and Recommendation For Future Research

The results of this study provide an indication of the likely problemsountered to
encourage participants to contribute to the new medium when applying arslerilar
context. It can be used to guide the design, the development, operatibe andltiation of

synchronous chat systems.

The open dialog and the unpredictable nature of online chat created fizssasdents to
understand how to prepare for online chat. Although the offshore lecaaigtafed the
discussion flow of the conversation and the content of the discussion salemather
unpredictable, as it was not possible to have direct control of théanseasked amongst
the participants. An emphasis on students’ commitment to the qaailityibution inside

the chat room could be a potential improvement for consideration dieenhis mode of
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communication relied solely on content of the messages for gdeatiscussion and useful
outcomes. The idea of peer assessment was considered for #histwdg it could be

explored as a way of encouraging quality participation.

By examining the difficulties experienced perceived by participantwas possible that
further improvement can be implemented to enhance the online settelvioonment to
further support their participation. The high volume and speed of nessshging the
synchronous online chat had implications of student perceptions and thiyr tabfully
participate in the conversation. Some of the participant’'s negpéixceptions were in part
due to the group size, the group dynamics, and a lack of existing cdmtitblénto the
software. Clearly, this called for a balance between not enouglityaand too much
activity in an online synchronous session, which may have an adwepsetion student
participation.

To reduce the group size from 9 to 10 participants per group down any further would be a
burden on time and resources of the lecturer and the university. This was not a viable option
owing to the size of the cohort and resources available. Currently each group wak divide
into two subgroups for role play and debating of the topic of discussion. This was

considered an effective method to minimize the impact of the large group sizes.

Future research studies could examine the potential of role play for group interaction v
synchronous chat. It was however also not easy or possible to tackle the current issue in
determining the group dynamics and participants’ characteristics befordubeuse of the

system.

Passive students could become rather vocal irbeseéd communication, and the fact that
the participants of each group have the ability to creating ayhigtdractive environment
by encouraging or discouraging discussion. It was also recognizestitiahts association
with this system was unlike that of commercial users, theg wet long term users of this
medium, most of them started new to the subject and move on onceotheleie the

subject.
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Therefore, to minimize the impact of speed and increase the quality of the poticipa

clear and concise guidance on the expectations could be developed and creating
opportunities for more practice sessions that complementddeee discussion. It was

possible to also instigate other forms of controls; the role of the laboratory tatoe ca
exercised to provide participants with direct assistance in administiagirsppéed of online

chat and offer ongoing support while observing the live chat environment. Students could be
empowered to partake in peer assessment strategies as a possible solutionagesncour

guality interaction amongst individuals within the group.

Academics could incorporate innovative ways to encourage more prepdrafore the chat
session. Another incentive worth investigating could be the albwcafi a greater number
of marks for participation. A small percentage of marks forigaation may only be

sufficient for participants to feel oblige to attend the online clession but may not be

enough for instigating quality discussion and top effort.

To maximize the value of the discussion inside the busy chat session, and minimize the
frustration and confusion, the facilitator could close off each discussion session by
summarizing the key issues that had been discussed. With this method, it could ensure a
degree of understanding on the critical points, and clarify significant themes asages
The current study focused mainly from the point of view of particgaitt did not
investigate the quality of the messages inside the log filesrther analysis of the log files
may assist in determining the quality of the participation and haweuld be improved. It
could help to determine whether participants were able to distinfagstfrom opinions, it
may provide academics clues on topic areas, which require furdrkrinvfuture, sessions
as well as resolving some of the difficulties experienced. héurtore, the relationship
between the usefulness construct and student performance in thesnsssecould also be

investigated.

Without visual cues, where the communications focus solely on the cooftetite
interaction, there was a need to weigh the benefits againstfticalties in the context of
use. In this case study, the majority of participants feltag worthwhile to continue this

mode of learning. Participants and the academics alike weraveasitrelation to the
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potential online chat could offer in a blended learning environment \wihoffshore

academic.

Statistical analysis of figures could provide another method to rditerthe strength and
correlation between various constructs such as user satisfaesenptuse and usefulness

of the medium for student interactivity. The data collectedhisrresearch may be used for
future inductive hypotheses and could be analyzed using quantitativesianalguch as
factor analysis, correlation, multivariate analysis, and iigitsacould be determine through
CronbachAlpha and Alpha Coefficient. When compare with subsequent studies, it could
identify any patterns, trends, and drivers that can create a reolitkl for measuring

usability specific for online group interaction using synchronous chat medium.

Given this context, where there is high reliance on individual ctemsaand group
dynamics, usability surveys conducted should not be an isolated eventtloert the

beginning of a continual improvement cycle.
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