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“As institutions of learning 
increasingly turn to technology to 
deliver instruction, the on-line 
writing center will become much 
more the norm, if not the model 
for how to blend technology and 
pedagogy”

(Gillespie, & Lerner, 2000, p. 146).
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The Dual Mindset for Learning Centers

Gillespie & Lerner’s prediction rings true 
today when we consider co-curricular 
programs as they move to the center of 
student success and retention efforts.
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The 2019 High Impact Practices and Engagement 
Report submitted to the HLC found that the Writing 
Center and the Math and Science Resource Center 
are consistently among the top three most effective 
co-curricular programs at IU East (as cited in 
Indiana University East, Assurance Argument 2021).
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A survey of 1,433 students done by the Office of 
Institutional Research Effectiveness and Planning 
at IUE found:

there was a direct correlation between the 
cumulative types of high impact practices 
participants engaged in and IU GPA (r=.109, p=.000). 
These results indicate that as the cumulative 
types of high impact practices increase, so 
does the participant’s IU GPA. (2019)

↑HIP = ↑GPA
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Does your institution have
online degree programs?

Give thumbs up if you have online programs.

Audience Survey
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The Dual Mindset for Learning Centers
Where are your students?

As we serve increasing numbers of online students, co-
curricular programs must consider where the students 
are located. (local vs. remote)
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“You can’t meet your students where they are 
until you know who they are”
(Dr Chris Schultz’s ACTLA Keynote address ,ACTLA, 2022).

When serving online student
populations, it is important to know
where your students come from. 

Does your institution have students
who reside outside of your geographic region?
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Give a thumbs up if your institution has
students who reside outside of

your geographic region.

Audience Survey
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A Closer Look at IU Online and IUE
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IU Trends

IUE Trends
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100% Online Schedule 

Office of Online Education. (2022). 100% online student location map. 
https://ooe.iu.edu/resources/reports.html

Total: 11,647 students

12



10/24/2022

13

At Least One Online Class

Indiana University. (2022). Enrollment information reports. 
https://tableau.bi.iu.edu/t/prd/views/uirr_sr_est_official_enrollment_UI/Enrollment-
Geo?%3Aembed=y&%3AshowShareOptions=true&%3Adisplay_count=no&%3AshowVizHome=no#2

Total: 46,032 students
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Fall 2022

Indiana University Online. (2022, October 11). IU Online fall 2022 census
[Video]. YouTube. https://www.youtube.com/watch?v=CyGJgUetbdM

VP
Regionals 

& IUO
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The Dual Mindset at Work

Visionary 
Leadership

Eliminate 
Silos

Build online and in-
person support 

with a dual mindset
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The Dual Mindset

If universities want to stay relevant to modern 
learners, or even just keep their doors open, 
they must put online education on equal 
footing with on-campus education. The 
market demands it. Learners are increasingly 
likely to be older … with careers and 
responsibilities that make it impossible to go 
to campus full time. (Foley, 2020)
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The Dual Mindset in Writing
Example: Writing services 
provide online wrap around 
support for all IU students from 
first year through to graduation 
(bachelor’s and master’s 
degrees). This ensures online 
students have access to the 
same level of support as face to 
face students.
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The Dual Mindset in Math
Synchronous online 
complemented with 
wrap around 
asynchronous support 
ensures the same 
service for all 
students in 100-200 
level math courses.

Like in-person services,
online support 
facilitates a smooth 
transition from Online 
Math Support to Online 
Supplemental 
Instruction for 300-400 
level math courses.
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Cross Training Support Teams
To best meet the needs of 
all students, tutors are 
trained as a single team to 
focus first on higher order 
concerns before moving 
on to lower order concerns 
for both in-person and 
online consultations. 
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Cross Training Support Teams
Higher order concerns 
may involve commenting 
on the paper as a whole:

Does the paper follow the 
assignment guidelines?
Do the paragraphs have 
adequate support or 
development?

Lower order concerns 
may involve

misspellings,
grammar problems,
sentence structure, etc. 

Higher order concerns should always come first, else 
the consultant is at risk of mimicking an editing service.
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Cross Training Support Teams
In math and science sessions, 
addressing higher order concerns 
first translates to the tutors 
providing conceptual support. 
Workers are trained to comment 
about overall conceptual errors in 
the student’s thinking before 
moving on to specific computational 
errors, sign errors, etc.
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Mindfulness
“You can’t pour
from a cup
that’s empty” (Porter, 2022). 

As Learning Center Managers, it is important to 
monitor the wellbeing of each worker.
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Mindfulness
The Center Assistants liaison between workers and 
mangers to monitor local and distance tutors for 
burnout and help them maintain a balance between 
academics, personal life, and tutoring responsibilities.

Experience shows that it is harder to spot problems 
and intervene when dealing with remote workers. 
Thus, Learning Center Managers and Assistants 
should develop strategies to effectively monitor the 
well-being of online workers.
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Mindfulness
When caught early, imbalance can often be 
handled by listening to the worker or by 
temporarily reducing their workload so that they 
can bounce back. On occasion, to handle more 
advanced situations, the worker may be referred 
to the institution’s Center for Health Promotion.
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Assessment, KPIs, & HIP
To ensure online support is on 
par with in-person support, 
multiple forms of assessment 
are conducted throughout the 
academic year. The first 
assessment is student 
impressions, which are 
captured through automated 
feedback in real time throughout 
the semester. 

Student Feedback
Feedback Prompt Writing 

Spring 2022
Average

Math
2020 – 2022

Average
The review I received 

helped me improve my 
assignment.

3.76 3.81

I understood all of my 
tutor’s suggestions.

3.74 3.85

I felt the review was a fair 
assessment of my 

assignment.
3.80 3.86

Submitting an assignment 
was easy.

3.88 3.82

The wait time for my 
review was reasonable.

3.79 3.85

I would recommend this 
tutoring service to other 

students.
3.91 3.92
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A graduate
student in Social Work said: “Tutor 

3 provided great comments and 
suggestions. She was prompt and 

her assistance was much 
appreciated!”

“This was a challenging 
and time-consuming 
problem. I appreciate 
the time and effort 
given by both Tutor 1 
and Tutor 2. That is 
some commitment” 
(Calculus 2 student).

Assessment, KPIs, & HIP
Examples of Student Feedback for Spring 2022:

And finally, an undergraduate student submitting a paper for an English 
class commented: “All I can say is, "WOW!" Tutor 4 did a fantastic job, 
was very thorough, and I appreciate the time she took to help me.”

A Calculus 1 
student said: 

“Really glad to get 
this clarification on 

the content!”
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Assessment, KPIs, & HIP
Schendel and Macauley (2012) caution in their book 
Building Writing Center Assessments that Matter:
“Don’t assess everything all of the time” (p. 121). 

The campus Student Engagement Division is 
continuing to assess and improve co-curricular student 
services through pre and post assessments, using 
Qualtrics surveys of services and their workers.
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Assessment, KPIs, & HIP
Following the Higher Learning Commission’s visit and 
recommendations, our campus is continuing the 
assessment of both in-person and online co-curricular 
programs. However, instead of assessing all components 
at once, student services units will be assessing one 
component at a time on a rotational basis. 

In 2022-2023 we are focusing 
on assessing communication 
and professionalism 
competencies.

For example, in 2021-2022 
we focused on assessing 
career and critical thinking 
competencies.

28



10/24/2022

29

In conclusion, as the online degree market continues 
to expand, it is essential to remain competitive in 
how we serve our students and vigilant in how we 
assess our services. At our institution, faculty, staff, 
and administrators strive to maintain a dual mindset
when working with on-campus and online students. 
This deliberate mindset allows us to ensure all IU 
East students have equal access to online and 
campus-based resources and services.

Conclusion
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