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Section 1

Executive summary

“While the effective adoption of C&IT in higher education requires appropriate
technology, adequate resources and staff development, success depends on the
effective management of change. The development and implementation of an
integrated C&IT strategy will be one of the main challenges facing managers of
higher education institutions.” (13:10)

“We recommend that all higher education institutions should develop managers
who combine a deep understanding of Communications and Information
Technology with senior management experience.” (Recommendation 42)

“We recommend that all higher education institutions in the UK should have in
place overarching communications and information strategies by 1999/2000.”
(Recommendation 41)

The above statements are taken from the report of the 1997 National Committee of
Inquiry into Higher Education (the Dearing Report) and they provided a starting point
for this project. They also represent something of a ‘catch 22°. The report identified the
need for strategic planning. It identified the need for C&IT literate managers and
outlined the challenges that face them. However, unless a Higher Education Institution
(HEI) takes deliberate steps to grow its own C&IT capable workforce then it will be
difficult to deploy technology to anything like its full potential. A C&IT skills
development strategy which positions the institution and sets targets is essential to the
planning process.

This report offers a map to help higher education institutions develop a workforce with
strong C&IT skills. The map is based on the following, which have been identified as
elements in an effective C&IT skills development strategy:

= Astrategic framework for C&IT skills.

= C&IT skills for all — or only some — staff?

= C&IT infrastructure and desktop provision.

= Appropriate C&IT skills for staff.

e C&IT training and development.

= Help and support when using C&IT.

= C&IT qualifications and professional development.
= C&IT skills and recruitment.

= C&IT skills and promotion.

The report describes the relationships between these elements, and identifies actions that
will embed C&IT skills within the fabric of an institution.

Since there is no single starting point and therefore no single route, readers are invited to
produce their own route map by completing a strategic planning web — an exercise that
has still greater value as part of a formal planning process, where the final version
becomes the agreed outcome of a longer consultation process between different interests.

1. Executive summary
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Introduction

The purpose of this report, which is based on the work of the Staff Communications
and Information Technology Skills project (SCAITS), is to help higher education
institutions embed good communications and information technology (C&IT) practice
throughout all areas of their work, in departments and central services. This process can
only be successfully achieved if staff have appropriate C&IT skills and awareness.

The report is based on an in-depth investigation conducted in 1999 into a range of C&IT
related issues at the University of East Anglia (UEA), Norwich. The results were
informed by evidence from other HEIs, and compared with a private sector organisation
and a public utility. This process identified a number of key elements which constitute
the main sources of leverage that an HEI can use to influence the direction that its C&IT
skills development might take.

This present section provides the foundation for what follows. It defines what
embedding C&IT skills means, makes the case for giving importance to the process, and
stresses the need for a strategic approach.

Section 3 introduces the idea of a strategic planning web incorporating the key elements
of a C&IT skills strategy and describes a process by which readers can map the current
position of their own HEI against their longer term strategic goals.

Section 4 describes the key elements of a C&IT skills strategy in detail. Readers are
encouraged to think about practice in their own institution. Evidence from the SCAITS
project is offered by way of illustration, and each section concludes with suggestions for
further action.

Section 5 describes the in-depth investigations at UEA. Other HEIs may find it useful to
replicate at least part of the work, by examining particular staff C&IT skills issues as they
relate to their own situation.

The Annexes include (inter alia) a glossary of terms, and copies of SCAITS
questionnaires. All the materials in this report are also provided as files on the disk
supplied inside the back cover.

While every HEI has its own culture and context, discussion with staff from other
institutions has shown that there is sufficient common ground between HElIs for all
readers to benefit from the report.

C&IT skills may be considered embedded when staff are aware how C&IT might help
them to conveniently and confidently use C&IT to:

= correspond with others, and view corporate or departmental information;
= support appropriate job specific tasks that are regularly performed;
and where staff are aware how C&IT might help them to accomplish other tasks,

including enhancing learning and teaching, and also know how to access support to
maintain and develop their skills.

the University of East Anglia



Why embed C&IT skills?

An institution may seek:

< institution-wide embedding where C&IT use is the norm for all (or nearly all) staff so
that an institutional culture emerges where C&IT-based activities and developments
are a natural part of the work experience;

= selective embedding where C&IT use is the norm for selected departments (vertical
embedding) or across selected staff groups (horizontal embedding).

However, it must be remembered that although the C&IT skills reside in individuals,
management attitudes and departmental or institutional structures and strategies may
help or hinder the development of those skills.

C&IT has already made an impact on the work of HEIs. For a long time it has supported
research, has been used extensively in administration and support, and more recently in
mainstream learning and teaching. Much of that development has been on a piecemeal and
ad hoc basis. The need to exploit systematically the benefits of C&IT led the Dearing report
to place emphasis on the widespread, co-operative use of technology, across every sphere of
activity. If C&IT is to become ubiquitous in HE then people need the skills to use it.

Benefits to staff

= Individual practice benefits by the use of software to support particular tasks. While
many tasks are simply speeded up by the use of C&IT, others may be so complex that
they simply could not be contemplated without the use of computers. Examples of
the latter include research applications such as environmental modeling or
calculations in theoretical physics, and HE management tasks such as organisational
forecasting using complex analyses of institutional and national statistics.

= Inter-staff communications. E-mail is normally fast and inexpensive, and has already
become the routine means of non-spoken communication amongst many staff.
Desktop videoconferencing is set to grow substantially over the next few years.

= Institutional/departmental data dissemination. Use of an intranet is fast growing, not
least because it gives access at any time to what should be a current, definitive copy
of the information.

= Flexible approaches to learning and teaching can ameliorate the impact of increasing
student numbers and create new possibilities for learning and teaching.

Benefits to the institution

= Many HEIs have already made a large investment in C&IT infrastructure, i.e. the
network, hardware and software. HEIs need to maximise the return. A skilled
workforce increases the chances of that happening.

= Good quality information, which is the key to good planning, can be gathered,
analysed and utilised, using database systems, by managers with the necessary skills.

= Staff who are able to use C&IT to create flexible and distance learning courses can
open up new markets for the institution.

= Well designed systems can speed up processes, increase competitiveness, liberate
time and reduce frustration.

= Communicating quickly with all staff becomes a real possibility.

2. Introduction



Setting out on the journey:
the strategic approach
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However the benefits will remain only potential benefits if systems designers, managers
and users lack the knowledge, skills and confidence to take advantage of what C&IT can
offer. Reading this report should enable individuals and higher education institutions to
think about where they are now, to define where they want to be, and identify the action
needed to get there.

This report emphasises strategic planning. In particular, it offers a map to help HEIs
develop a workforce with strong C&IT skills. Route maps describe terrain to be
traversed; they select appropriate roads. It is also helpful to consider the way the journey
is undertaken.

The individual C&IT user can travel a long way on the technological equivalent of a
bicycle; some might even be able to afford a Rolls Royce. However, if an institution is
planning to move its whole workforce from Lands End to John O’Groats then the whole
process needs to be managed much more deliberately. A ‘bus might be a more
appropriate vehicle.

Figure 1: Illustration of the key issues which are explored in the remainder of the report

the University of East Anglia



Section 3

Sections 3,4.1

Section 4.1

Section 4.2

Section 4.3

Sections 4.4,4.8,4.9

Sections 4.5,4.7

Section 4.6

Section 4.1

1. Find your starting point. Develop a C&IT skills survey for your own HEI. An example
is given at Annex A. Use the position statements at the beginning of each of Sections 4.1
—4.9 to clarify your current position. Map your position using the strategic planning web
as described in Section 3.

2. Agree a destination. It may be provisional, it may be reviewed, but knowing where
you are going is important in preserving resources both human and financial. Is there a
common understanding of the institution’s goals in relation to C&IT skills development?
Is there a plan to get from A-B? Will the journey be on B roads or the motorway? State
your goals on the strategic planning web — see Section 3, and see Section 4.1 A strategic
framework for C&IT skills.

3. A competent driver. Do senior managers recognise the pervasiveness of C&IT and is
that recognition reflected in all aspects of strategic planning? For learning and teaching,
human resources, and research? Do senior managers create and use ‘joined up
strategies’? See Section 4.1 A strategic framework for C&IT skills.

4. Who are the passengers? Who is on board and who is being left behind? What impact
will it have on the institution’s ability to exploit the potential of C&IT in learning,
teaching, research and administration? See Section 4.2 C&IT skills for all staff?

5. Size of the engine. The extent and quality of the infrastructure and the provision of
hardware and software will fundamentally enhance or constrain the development of a
C&IT skilled workforce. See Section 4.3 C&IT infrastructure and desktop provision.

6. Four wheels or three? Good employment practice and procedures are crucial for an
effective C&IT skilled workforce. It is hard to go anywhere unless C&IT skills are
identified in job descriptions and person specifications. This involves identifying basic
skills requirements for different categories of staff. Recruitment, appraisal and
promotion procedures all offer the opportunity to emphasise the importance of C&IT
skills. See Section 4.4 Appropriate C&IT skills for staff, Section 4.8 C&IT skills and
recruitment, and Section 4.9 C&IT skills and promotion.

7. Oiling the system. Like the oil in an engine, training and development often gets
overlooked. In the short term, neglect may not obviously be damaging but there are
always long-term consequences. All staff should have the opportunity to develop and
maintain their skills in appropriate ways and appropriate settings. See Section 4.5 C&IT
training and development and Section 4.7 C&IT qualifications and professional development.

8. Membership of the AA (or equivalent). User support of the right kind, at the right
time and in the right place is going to become increasingly important as HEIs become
C&IT based. How effective is your provision? New roles may develop. Can HEIs create
more flexible career patterns? See Section 4.6 Help and support when using C&IT.

9. Fuel for the journey. The choice of destination — the scope of an HEI’s C&IT ambition
—will be determined by available resources. An HEI that generates and implements a
practical C&IT skills strategy can be confident of using its resources more efficiently and
of creating a more capable C&IT skilled workforce. See Section 4.1 A strategic framework
for C&IT skills.

2. Introduction
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Section 3

To plan or not to plan — where are you now and where
do you want to be?

This project focussed on a single institution, the University of East Anglia, but its
purpose is to provide a planning tool to enable other HEIs to refine and develop their
own strategic goals in relation to C&IT skills and determine the action needed to achieve
them. The framework we are offering is a strategic planning web which will help HEIs
map their position in relation to the elements which the project has identified as being
key to successfully embedding C&IT skills. Using the web makes it possible to recognise
the overlap between learning and teaching, human resources and infrastructure and
makes transparent the need for complementary and consistent goals. For example, there
is no point in setting goals for the development of IT in teaching and learning which are
inconsistent with the institutional spend on infrastructure, or where there is little
support in terms of training and development.

How does the strategic planning
web work?

There are three aspects to a C&IT skills strategy: technology, resources and staff
development. These aspects can be further divided into nine key elements, each of which
is discussed in detail in Section 4. It is not an exclusive list but they represent the main
sources of institutional leverage which can be used to influence the direction that C&IT
skills development will take in any HEI.

Key elements in a C&IT skills
strategy

1.

A strategic framework for C&IT skills

Many HEIs now have strategic plans for learning and teaching, infrastructure and
information, human resources, and research. Their value depends on the extent to
which they are integrated one with another, owned by the whole institution and are
firmly linked to goals and resources. What stage has your HEI reached in terms of
creating a strategic framework?

C&IT skills for all staff?

How extensive is the use of IT amongst all staff categories. Is all_staff@site.ac.uk a goal
for your institution?

C&IT infrastructure and desktop provision

What is provided? Is it adequate? Does it anticipate future developments?
Appropriate C&IT skills for staff

Does your HEI have a policy on the skills levels appropriate to particular roles?
C&IT training and development

What does your HEI offer? Does it meet the needs of all staff groups?

Help and support when using C&IT

How accessible is help and support? Is it of the right kind, in the right place and at
the right time?

3. To plan or not to plan? 11



Using the strategic planning web

What can the web demonstrate?

12

A JCALT

report

from

7. Accreditation for C&IT skills

Are you using accreditation as a way of helping to embed C&IT skills in the
workforce? For whom might such an approach be appropriate?

8. C&IT skills and recruitment

How important is it to recruit staff with appropriate C&IT skills? Are skills
identified? How are they tested?

9. C&IT skills and promotion

Does the possession and application of C&IT skills have significance in the process?
For all, or only some categories of staff?

The answers which different HEIs give to the above questions will vary enormously
depending on resources and priorities. There can be no single institutional blueprint for
a C&IT skills strategy. Nonetheless all HEIs need to have thought about how C&IT is
going to underpin the overall strategic framework and what follows from that in terms
of embedding C&IT skills. Senior managers need to outline strategic goals. They need to
check that their goals are consistent one with another. They need to ensure that there is
institution-wide ownership of their plans. Nobody starts with a blank sheet of paper - so
they need to know what their starting point is, how far there is to go, and what to do to
turn theoretical goals into practical reality.

The strategic planning web is an adaptation of the competitive web and spider web.
Figure 2 is a worked example of the web in action. Each of the nine arms of the web
represents one of the above key elements. It can be thought of as a continuum from 0 in
the centre to 10 at the outer rim. 0 means zero progress, 10 means the goal has been
achieved. In each box is an agreed goal in relation to each key element. The point
marked on each of the arms represents a judgement as to how far the institution has
progressed towards achieving the goal. Joining the points creates the web.

The web is essentially a diagnostic tool. It does not claim to be a refined scientific
instrument. What is important is the process of thinking through not only goals in
relation to the key elements, but also about what constitutes evidence of progress. The
next step is to judge the extent to which goals have been achieved and, most importantly,
what still needs to be done. Taking Figure 2 as an example what it suggests is:

= an imbalance between progress in the areas of HR practice, infrastructure and
training

= that some goals will be difficult to achieve without the basic building blocks of job
descriptions and person specifications

= that many staff have yet to get a foot on the C&IT skills ladder - this reduces the
value of the intranet and limits the use of technology in institution-wide
communication

= that the infrastructure is able to support the demands of teaching and research.

the University of East Anglia



For promotion purposes,
evidence is required of
the extent to which staff
have demonstrated
competence in use of

By 2005.

C&IT to support their role.

C&IT Skills Strategy
linked to Information
Strategy, Learning and

Teaching Strategy,
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All staff have access to
email and the intranet.
all_staff@site.ac.uk
a reality by 2005.

All recruitment literature
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skills for all
positions.

By 2002.
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available in-house to all
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Infrastructure capable of
supporting C&IT
developments for the
next two years.

By 2002.

focussed support staff.

All staff have access to
training appropriate to
their needs — emphasis
on flexibility and diversity.
By 2003.

Basic skills levels
identified for all roles.
By 2005.

All staff have easy
access to technically
competent service

By 2002.

Figure 2: An example of a strategic planning web

The next step will be to revisit the goals and either redefine them to reflect more realistic
aspirations and/or to think about what needs to be done to make progress along each

continuum. There may be some actions, such as the decision to undertake an institution-
wide survey of C&IT skills, which will provide the basis for action in a number of areas.
Some actions will have a wide impact, others need to occur in parallel and do not form a
simple sequence.

In an ideal world the web drawn by a member of academic staff in the department of
biological sciences will look similar to that created by the Pro-Vice-Chancellor for
Academic Infrastructure. If, in practice, they diverge significantly then that is an issue to
be addressed as part of the process of creating a C&IT skills strategy. For example, if the
goals suggested by departments demand a high degree of autonomy in relation to the
purchase of hardware and software, high levels of support and a next generation
infrastructure, then in the presence of resource constraints this may not be consistent
with an institutional goal of raising the levels of basic C&IT skills for all staff.

13
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If you wish to try drawing your own web follow the steps below. A blank proforma web
is provided as an insert inside the back cover of this report.

1.

6.

Read through Section 4, which is divided into nine parts, each focussing on a key
element. At the beginning of each part there are statements which will help you
position your HEI and help you make a judgement as to where you are in relation to
your goal. At the end of each part there are suggestions for action.

On the proforma, outline your provisional goals in the blank boxes.

Make your judgement based on the notional scale of 0-10 as to where your HEI is in
terms of achieving each goal, and mark each arm accordingly.

Join up the points to create a web.

Think about what the whole picture says concerning staff C&IT skills in your HEI.
Do the goals complement one another? Is there one element that is having a
disproportionate impact on the others?

ldentify future action and/or revisit your goals.

This mapping exercise can be done individually but it has much more value if it is used
as part of a planning process. The final version then becomes the agreed outcome of a
longer consultation process between different interests.

the University of East Anglia



Section 4  Key elements in a C&IT skills strategy

4.1 A strategic framework for C&IT skills

Where are you now?
= Does your HEI have an information strategy linked to targets and resources?

= Does your HEI have a human resources strategy?
= Does your HEI have a strategy for learning and teaching?
= Does your HEI have a research strategy?

= Does your HEI have a C&IT skills strategy supported by a C&IT skills development
policy?

= What is the linkage between the different strategic strands?

= Does a member of the senior management team have responsibility for infrastructure
and C&IT skills development?

= Do departments have their own strategies for developing C&IT in learning and
teaching?

= Is there evidence of collaboration between key support services and decision making
bodies? (computing, audio-visual services, staff development, personnel, learning
and teaching committee, information strategy steering committee, human resources
policy committee, etc)?

= What are your funding arrangements and how do they influence strategic planning?

= How is your HEI organised? What impact does the decision-making structure have
on the development of strategy?

= Is C&IT skills development a managed or an ad hoc process?

Discussion
The need for a strategic approach

Strategy and resources go hand in hand. Staff normally account for about two thirds of
expenditure. Expenditure on IT related hardware, software and infrastructure now
represents a significant element of non-staff costs. HEIs need skilled workforces who are
properly equipped, appropriately managed, supported and trained. In this context
planning needs to be an explicit and well-managed process which recognises the links
between teaching, research, information, communication and people. Implementing
appropriately funded C&IT strategies and incorporating C&IT skills into other relevant
strategies will result in a more effective institution where C&IT makes its full
contribution to research, learning and teaching, and to all supporting roles in HE. HEIs
may differ in their aspirations but they all need to set goals and describe how those goals
will be achieved.

In HE computers from their earliest days have been used in support of research and it is
hard to see any present research progressing effectively without use of the Internet.
C&IT is also well established in administrative tasks, and more recently has become
important in learning and teaching, and in management. Institutionally, e-mail and the
intranet are becoming key mechanisms for communication and information provision.

4.1 Key elements in a C&IT skills strategy 15
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C&IT is a basic tool for HE staff. The proper use of C&IT in any organisation can bring
benefits of efficiency and effectiveness, and a strategic approach to C&IT skills
development helps maximise those benefits by:

= ensuring basic C&IT skills across all staff computer users

= ensuring basic C&IT skills as a sound foundation for specialist C&IT skills in support
of research

= ensuring essential C&IT skills in support of learning and teaching
= supporting hardware and software policies
= cross-fertilising good C&IT practice.

Currently at UEA C&IT skills development has been largely unregulated. C&IT training
is readily available and in most cases staff can choose whether or not to attend, on a
voluntary basis. Departments have considerable autonomy in their choice of software
and hardware although not all their choices will be technically supported. Many
managers and staff, particularly those in support roles, would welcome a strategy which
regulated choice to a greater degree.

“The biggest single problem is lack of a clear [institutional staff C&IT skills]
strategy.”

“There appears to be no explicit staff development or corporate development
strategy driving the [C&IT] training provision.”

“We need a co-ordinated policy for all categories of staff, driven by the University,
rather than department-based, setting basic skill levels for each category of staff,
supported by mandatory training sessions.”

“We need enforced training courses! Too many people use computers with too
little knowledge.”

However convincing, the case for a strategic framework will not have universal support.
The SCAITS project has revealed that for many staff at UEA strategic planning is
synonymous with corporate control.

“I provide my computer from research funds. It has nothing to do with the
University what | have or what | do with it.”

Given the role and functions of HEIs it is always going to be difficult to reach a
consensus on the balance between regulation and autonomy. For example, mandatory
C&IT skills training for all staff could have a dramatic impact in helping to embed
institution wide C&IT skills; so would mandatory awareness seminars for all managers.
Conversely, over-regulation in terms of hardware or software might damage research
potential. Degrees of standardisation can be another thorny issue.

the University of East Anglia



At UEA, where use of PCs with MS-Office is very strongly encouraged, the
staff survey revealed the following opinions on standardisation issues.

- Disagree

No Opinion

o

A There should be standard provision of software at UEA
B There should be standard provision of hardware at UEA

Figure 3: Opinions on standardisation issues

Most support staff generally agreed with the statements, while roughly
one third of academic staff and those from academic units disagreed, as
did a similar proportion of Mac users.

Where the potential exists for substantial differences of perception, any C&IT skills
strategy must be built on good quality information. An institutional strategy is likely to
be more broadly accepted if it is derived from well researched facts, with the
involvement of those concerned.

Benefits from a managed approach to C&IT skills

The availability of any C&IT solution is only a potential benefit. The benefit can only be
realised by those who are suitably trained and skilled. Cost benefits arise from greater
staff efficiency/productivity and fewer calls on others for help and support. Greater
productivity can lie in direct personal productivity and also through the effective
exchange and sharing of information. Being less reliant on others means fewer calls on
formal support mechanisms and fewer interruptions to colleagues for informal
assistance. For example, a small college in the north of England is planning to introduce
basic C&IT accreditation, using the European Computer Driving Licence, across all staff
(including senior managers) so that everyone will have basic C&IT skills to at least the
given standard. Consultants estimated a consequent saving of 0.5 calls to the help desk
per person per week, and an increased productivity of 5 minutes per person per day.
That yielded a saving of £306 per person per annum, to be set against the previous
regular spend of £170 per person per annum on C&IT training, giving a net cost benefit
of £206 per person per annum.

Similarly, future spend on C&IT training might be reduced by placing much greater
emphasis on recruiting staff who already have the skills necessary to do the job to which
they are being appointed. This could allow funds to be redirected from basic to more
advanced training.

Many HEIs have already made large investment in C&IT infrastructure — the network,
hardware and software. The challenge is to make best use of that investment, and
maximise the return on it. Enabling staff to make good use of C&IT, by equipping them

4.1 Key elements in a C&IT skills strategy 17



with the necessary skills, is key to achieving that potential. But context is all and any
institutional strategy for C&IT skills will be influenced by two factors: control over
resources and decision-making.

The impact of funding patterns on strategic planning

Where major costs are involved, the balance of spend between ‘the centre’ and
departments may pose problems when attempting to institute organisational change.
Indeed, particularly where institutions are highly devolved, with departmental cost
centres, institutional policies and strategies derived from strategic institutional
management will generally need to be championed by senior managers who will work
hard to ‘sell’ the advantages to the various sections of the organisation. Even if the
departments are not required to pay from their own budgets, they pay indirectly via a
‘top slice’.

Decision-making — departmental and central responsibilities

The locus of responsibility in C&IT issues needs to be clearly defined. For example, it
may be that C&IT in support of research and teaching is a departmental responsibility,
while C&IT for administration, together with all network and related infrastructure, is a
central responsibility. However, there may also be institution-wide decisions to be made
concerning the choice of hardware and software standards.

A C&IT skills strategy may, in principle, place the balance of responsibility for C&IT
skills training and support anywhere along the ‘department-centre’ continuum. It does
not need to be co-located with responsibility for, say, C&IT support. Figure 4 shows that
UEA respondents to the UEA survey were largely in favour of central responsibility for
C&IT training, with the implications for ‘top slicing’, while it was generally felt that
responsibility for other C&IT related matters should be devolved:

In favour of Schools/Units
having at least 50%
responsibility

i In favour of responsibility
Budgets Purchasing lying at least 50%
centrally
In favour of responsibility
split evenly between Units/
Schools and 'the centre'
Cumulative in favour of
various other balances of
responsibility
Support Training

Figure 4: Locus of responsibility in C&IT issues




Towards a C&IT skills framework —
some suggestions for
getting started

A strategy for C&IT skills

A strategy for C&IT skills will sit alongside and be complementary to the institution’s
other strategic plans. To be workable it will need to:

= set out the goals to be achieved

= describe the action needed to achieve each goal

= set down timescales

= provide details of funding

= identify the individuals or groups with responsibility for action.

For example, if an HEI were to outline a goal which committed the institution to
ensuring that all staff have basic levels of C&IT skills appropriate to their roles by
2005, the strategy for C&IT skills would then have to describe the action necessary to
achieve that goal. This could include the following:

= defining basic C&IT skills. These will be different for different staff categories. A
minimum might be the ability to send and receive e-mail messages and to find
information on the intranet

= setting up mandatory training for all staff to ensure that basic skills levels are
achieved

= introducing the European Computer Driving Licence (ECDL) as a way of
establishing skills levels and monitoring performance

= ensuring that all staff have access to a networked PC
= arranging appropriate training for all staff categories
= outlining of responsibilities for delivering the goal

= identifying funding arrangements.

= Look at the status quo in your own HEI in terms of any implicit or explicit strategies.
What do they tell you about the extent of the institution’s thinking about C&IT skills?

= Use the strategic planning web (see Section 3) as way of identifying goals and
exploring issues.

4.1 Key elements in a C&IT skills strategy
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C&IT skills for all staff?

= Considerable variation between departments in terms of C&IT use by staff.
= Considerable variation between categories of staff in terms of C&IT use.

= All staff who wish to can become C&IT users.

= All staff are automatically given an e-mail address.

= All staff have access to appropriate C&IT skills training.

= Pockets of non-users in all categories of staff.

= Take up of training courses is greatest amongst administrative, secretarial and clerical
staff.

C&IT skills for all?

The majority of staff in HE use computers in their work. In the UEA staff survey, 86% of
respondents were computer users. Computers are used for particular task-related activities,
e.g. to generate letters, reports, course materials, to maintain lists, and to perform analyses
in support of research. Over and above these particular applications, electronic mail is very
widely used for non-spoken communication between staff and the intranet is steadily
replacing paper for making institutional or departmental information available.

- Non-users

Users

Figure 5: Staff using C&IT within their job at UEA

Given the now almost routine assumption by many that one might in principle send a
message to all_staff@site.ac.uk and also the importance of access to computer based
information of all kinds, those who are not computer users (represented by the 14% of
respondents in the UEA survey) may be considered as disenfranchised.

Typically, manual staff fall into this category of non-use. There are exceptions. Similarly,
it should not be assumed that all staff in an apparently C&IT literate group have these
skills. There may be exceptions, most likely among part-time staff.

Not all non-users are eager to use computers. This may be through lack of interest, or
through fear of the unknown — or of technology in particular. It is with good reason that
a number of HEIs have run ‘Computing for the Terrified’ or equivalent courses over the
years. Such courses can serve to demythologise the topic, and in particular help
participants to overcome the barrier of C&IT jargon. Jargon is rarely used actively to
exclude others from C&IT use, but the sheer quantity of jargon associated with
computing most certainly deters many of those wishing to start, and may give feelings of
exclusion where others ‘speak the language’.
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However, at UEA some non-users simply feel left out in a more general way:
“I feel out of touch and a bit of a dinosaur.”

“It is the way ahead. We should be encouraged to use them so they become an
everyday part of our equipment.”

Others can see particular reasons to use computers:

“I think it would help to log data, and easier to get in touch with people by e-
mail.”

“At present all the information is kept in books. It would be easier to update
information if kept on computers.”

“I have to wait for a clerk to give me the information from the finance system.”

However, line managers may not feel that the use of computers is important for certain
sections of staff:

“They haven’t needed computers in the past for their jobs. What’s different now?”

This attitude is fairly common amongst the managers of manual staff groups in HEI, and
led one UEA respondent to comment:

“I feel disadvantaged because we are not given time off to attend courses ... there
are unequal opportunities [across the University].”

The issues in such statements are much broader than C&IT, and relate to the notion of
whether or not the institution is (or should be) a ‘learning organisation’ for all staff.
Should staff development be seen as entirely instrumental, focussing only on job-related
skills development or is it a holistic process, as much about motivation, creating a sense
of common purpose and community, as skills development? Each institution will have to
find the right balance.

Some managers of non-users are supportive of staff development in its broadest sense,
and problems sometimes can lie in the availability of suitable courses at appropriate
times. For example, cleaning staff typically complete their work by mid-morning and
some have other jobs to go to, so that they cannot attend in their own time even if they
wanted to. It may be that for some staff, innovative approaches need to be introduced,
such as one-to-one work place coaching, and flexible self-instructional materials. See
section 4.5, ‘C&IT training and development’.

Other non-users may lack confidence when it comes to learning new skills. It may be a
long time since they were in anything like a classroom situation. For such, the use of
‘employee development schemes’ could help set their foot on the learning ladder. Under
such schemes, finance is available to staff (usually to a maximum of £100) to help them
attend a course of their own choice, in their own time, in order to fulfil some ambition.
For an employee at one university, this was learning to swim. The argument for this
approach is that having had a positive learning experience the member of staff will then
be far more open to other learning experiences, e.g. learning C&IT skills.

Not all HEIs will see non-users as a priority.

4.2 C&IT skills for all staff? 21
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“Given the limited resources at my disposal, | would not feel inclined to give
priority to providing training for present non-users from among our manual staff.
Anyway their preferred approach to getting information is via team briefings
[rather than from computers].”

While C&IT inclusivity is important, the above comment reminds us that although C&IT
has its advantages, it is not a substitute for regular face-to-face communication.

The cost of inclusivity

There are costs associated with turning non-users into computer users. Training costs,
hardware, software and networking costs all need to be met. Simply cascading the oldest
computers and their software to these staff ‘because they don’t need to do much with them’ is
to be resisted. To take that line may give them computer systems with operating systems
and software out of step with those used by the majority, which may in turn give rise to
both training and support problems. Furthermore, given the staff groups likely to be
most affected, the provision of out-of-date computer systems would for some serve to
confirm existing feelings about being ‘bottom of the heap’ and not valued by the
institution. These new users need access to appropriate elements of the current standard
software used by the institution.

This could be via a new (if not high specification) computer, although there are ways of
reducing the cost of this additional provision. It may be possible to upgrade old
hardware to a suitable specification, or alternatively old computers might be used as
‘thin’ clients (see, for example, the report on JTAP project 436, concerning the ‘Reuse of
Legacy Computers’), so that up-to-date software can be accessed.

Such steps towards a more fully C&IT-enfranchised workforce may be seen as desirable.
Howvever, given the various barriers to change, it is unlikely that full embedding of
appropriate C&IT skills across all (or even most) staff groups will take place in the
absence of a range of complementary actions.

Evidence from non-users at UEA

In a ‘C&IT skills and use’ survey of all UEA staff, those who do not
currently use computers in their work were presented with a short section
of questions designed to discover:

() levels of computing/IT knowledge
(i) whether they felt disadvantaged in not using computers
(ili)  whether there was interest in developing any/further IT skills.

The responses indicated that several of this ‘non-user’ group did have
some computer skills, and a small number felt positively disadvantaged
by not having any. There was clear interest among many in the group, in
developing some IT skills.

14% of all respondents did not use computers in their work. These were
mainly from the manual/general (69%) and the technical/maintenance
grades (20%), working in the Residences or Estates groups. Two thirds
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% of group

were part time staff, 42% were over 50 and 73% were female. The response
rate from the manual/general grades was 26% which was much lower
than other groups, but it is not unexpected given that most of the staff who
do not use computers are from this group. Because of this rather low
response rate and the consequent small number of respondents
completing this part of the questionnaire, the usual ‘low numbers health
warning’ should be noted.

Approaching one third of these ‘non-users’ had experience of using a
computer. Of this group word processing was the most common skill with
fairly equal numbers having some experience with using e-mail, surfing
the Web and data entry.

Summary of responses from those who are not currently using a
computer in their work [N=119]

Yes No

Do you have any experience of using a computer? 31% 69%
Do you use a computer at home? 19% 81%
Have you attended any computer/IT training courses

at UEA? 13% 87%
If no, would you like to? 39% 61%
Do you think you are disadvantaged in your work

at UEA by not using a computer? 13% 87%
Would you like to develop computing/IT skills? 45%  55%

If you had access to a computer in your workplace would you
use it to develop skills that might help you in the future?  44% 56%

60
- Non existent
50 ,
Basic
401 Average
30 - Good
20
10 A Word processing
B Using e-mail
C Surfing the Web
D Data entry
0

A B C D

Figure 6: IT skills of those who have had some experience of using a computer
but do not currently use a computer in their work [N=36]
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A small percentage (13%) of our present ‘non-users’ had attended IT
training courses at UEA, but there was clearly some interest (39%) in
doing so. Respondents were asked if there were any factors that made it
difficult for them to do that. They fall into three main categories: because
of other commitments it is only possible to attend during working hours;
it is difficult to get cover for work to attend a course; difficulties in
accessing courses because, for example, of working shifts.

On the subject of feeling disadvantaged in work because of not using a
computer, only 13% overall felt this. However, this rose to 41% of the small
group from technical/maintenance grades. The reasons given fell mainly
into two categories: (i) the respondents could see a use for it in their
present job, and (ii) it made them feel left out and lacking in skills.

Almost half (45%) of the ‘non-users’ would like to develop IT skills and
the popularity of different areas follows:

Skills respondents would like to learn [N=119]
Skill percentage

Basic introduction to using a computer 29%
Keyboard skills 22%
Word processing 19%
Using e-mail 19%
Surfing the Web 18%
Other: databases 2%
Everything 1%

The idea of access to a computer in the workplace in order to learn skills
was well received with 44% indicating that they would use one if
provided.

What might be done?
= Asurvey of all staff will reveal the extent of C&IT usage. At present it is likely that
some groups of staff may not be computer users, and that there will also be isolated
instances of non-use amongst most other staff groups.

= Begin to frame some goals focussing on the extent of usage of C&IT by staff.

= Link staff C&IT skills to other strategic plans for teaching and learning, human
resources, research, information.

= Sell the value of an IT literate workforce to managers and supervisors and help them
to identify the direct and indirect benefits.

= Provide a variety of appropriate training opportunities for those needing to develop
their C&IT skills.

= Ensure easy access for all staff to a networked, up-to-date, workstation at or near
their usual place of work, or at their base where the work is not primarily at a fixed
location.

= Focus on immediate needs and the resolution of problems (e-mail and the intranet).

= Try setting up a pilot employee development scheme.
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4.3

Where are you now?

Discussion

C&IT infrastructure and desktop provision

= Many staff have convenient access to desktop computers, but sharing is not

uncommon. A significant minority of staff use desktop computers that run operating
systems that are old and no longer actively supported within the institution.
Networks and servers just about cope with normal loads but struggle at times of
peak demand. Breaks in network based services of at least a half day duration
happen several times a year.

= Most staff have convenient desktop computer access, and sharing is rare. Most run
institutionally supported operating systems. Networks and servers cope with
demand in all except the most unusual of circumstances. Breaks in network based
services happen several times a year but normally last no longer than two hours.

= All staff have convenient desktop computer access, and sharing is extremely rare.
With the occasional exception for demonstrably good reason, all computers run
institutionally supported operating systems. Networks and servers cope with the
load in all present circumstances, and breaks in networked based services are rare,
with back up systems and network configurations enabling most breaks to be of no
more than 15 minutes.

Infrastructure as the cornerstone of a C&IT skills strategy

The quality of the C&IT infrastructure and desktop provision is a key element in an
effective C&IT skills strategy. However good the training and user support available in
the institution, the overall strategy can only work in the context of the C&IT
infrastructure provided. If the infrastructure is inadequate, it will necessarily inhibit the
embedding of C&IT in the institution.

This section of the report looks first at computer hardware and software provision,
including institutional standards, followed by issues of sharing, use of computers at
home, and finally the quality of the network and its services.

Provision

Staff without convenient access to a computer, in their normal workplace, are unlikely to
use C&IT on aregular basis. If C&IT skills are to become embedded, suitable provision
of networked computers must be made and each must have the software necessary to
facilitate the work of the staff using it. Convenience of access is important. For example,
all staff at UEA have access (in principle) to computers and to Internet facilities and if
they do not have immediate access via their work place, staff can use ‘open access’ PCs
provided for the students. In practice, the majority of those without access in their office
or place of work rarely avail themselves of the computing facilities.

To standardise or not to standardise?

Whatever the relative merits of particular hardware and software, standardisation brings
substantial benefits in terms of ease of information transfer, and avoids the cost of
duplicated effort in both training and support. It also offers potential benefits in bulk
hardware purchase and the wider applicability of site licences for software.

4.3 C&IT infrastructure and desktop provision 25
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Some HEIs place an emphasis not so much on the actual hardware and software used by
individuals, as on stated standards for information interchange (for example, rich text
format for word processed documents). The experience at UEA (predominantly PC
based, but with Macintoshes favoured by some groups) is that such an approach, while
sound in theory, still gives rise to significant problems in practice.

Evidence from UEA

The use of PCs running recommended software is moderately widespread
(just 14% of respondents to the staff survey were Mac users). However,
whether conforming to the institutional recommendation or not, hardware
and software (including upgrade) purchases are often made ‘as required’
and requirements frequently specified by the user.

There are considerable differences between responses from those in
different departments, but sometimes software needs are not met;
sometimes there is dissatisfaction with the hardware. Indeed, staff rated a
new or upgraded computer as second in priority (after ‘more/better
targeted courses’) when asked what two things would help them to use

their computers more effectively.
- Not satisfied

Neutral

- Satisfied

Hardware Software

Figure 7: Concerning satisfaction with their provision

Software needs that are not currently met [N=154]

Software Approximate number of mentions
Graphics and image conversion packages 20
Specialist statistics packages 18
Access or other databases 15
Upgrade to Windows 95/98 or NT 13
Web software 12
Upgraded version of word processing package 11
Scheduler/diary/project manager 10
Editing 10

Funding and standardisation

At UEA, computer hardware and software for staff are generally paid for in one of two
ways. Those with research budgets can purchase whatever they deem appropriate. This
may reflect their own preferences of hardware and software, or (quite appropriately) that
most frequently used nationally or internationally in their particular research area. In
this case institutional standards will be ignored. Staff attitudes can be strong:
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“I provide my computer from research funds. It has nothing to do with the
University what | have or what | do with it.”

Individuals may have problems with support if they make certain choices, but there is
also a serious cumulative effect. Multiplied across research projects, a single large
department can end up with a wide variety of hardware and software in regular use, not
only for the specialised research tasks but also for ‘routine’ C&IT tasks such as word
processing and e-mail. As remarked by a senior member of one department:

“The variety can be useful for innovation, but what you lose out on is
integration.”

Departmentally and institutionally, such diversity either increases the cost of C&IT skills
training and support, or those who do not conform to the local standards are left to look
after themselves.

Departmental budgets are the main source of finance for staff hardware and software. Of
course, there may be good reason in some cases for rejecting particular requests, while in
others the available budget might require a phased meeting of the institution’s standards
and expectations. That appears to be in part the case in the UEA example, above, of
unmet software needs. MS-Office 97 on NT4 is the current UEA standard, and some staff
feel left behind. Some of the other unmet needs (graphics/image conversion and Web
software) may be associated with the institutional push to provide information on the
intranet.

Compatibility and quality of hardware

Other hardware/software provision issues identified in the UEA staff survey are:

= compatibility of the University provided system with the staff member’s own
computer at home;

= having to use old systems (386 and 486 PCs running Windows 3.1), sometimes
assembled from still-functional parts of otherwise broken systems.

The last point reflects the difficult financial situation that holds throughout the sector,
where departments are forced to keep equipment running as long as possible. Indeed,
computers from research grants (with possible compatibility problems, as identified
above) are used to extend their equipment pool. It is not unusual to find five and six year
old computers still in use, not upgraded, by which time they are unlikely to offer their
user compatibility with the current standards. This results in greater difficulty for file
exchange and general support, and generally renders the current training provision
inappropriate if new tasks are to be undertaken.

Sharing hardware

While many staff at UEA are each provided with a desktop computer, some staff share.
This can evidently work satisfactorily where part time staff have full access during their
particular employment period, and then hand over to someone else. Even then, there are
concerns over confidentiality of information where sharing takes place in that way.

General sharing of a system can give access problems:

“Having to wait to use the PC means my work takes twice as long to complete.”

4.3 C&IT infrastructure and desktop provision 27
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In other cases, staff may have full access to their own computer but also share access to a
laptop. This too can be problematic with the growth in use of presentation graphics for
teaching:

“There is currently a shortage of laptops for teaching. As a result, my personally
owned laptop is being used by my colleagues for teaching.”

“I usually solve the problem by borrowing my wife’s!”

Use of a home computer

The use of personally owned equipment for work purposes extends to use at home.

Evidence from UEA on frequency of working at home and computer

- Regularly

Occasionally

-

ownership by staff group

Academic and Non academic
related staff related

Figure 8: Frequency of home computer use for work purposes

In more detail: usage of computer at home for UEA related work

Staff group Regularly  Occasionally No % owning

a computer
Academic 7% 14% 9% 76%
Research 39% 41% 20% 65%
Academic related/

Other related 33% 43% 24% 69%
Manual/general 6% 29% 65% 59%
Technical/

maintenance 6% 24% 70% 65%
Secretarial/clerical 2% 27% 71% 55%
Other 0% 17% 83% 67%
All categories 33% 28% 39% 66%

This not only confirms aspects of Bacsich’s report for JCALT on The Costs of Networked
Learning, concerning use of home equipment for university purposes by academics, but
also shows substantial commitment amongst other staff grades.

Of the 454 survey respondents who use a computer at home for UEA related work,
almost half have an Internet connection from home and almost two thirds of these have
used dial-up to UEA. However, one member of staff commented:

“I do not wish to bear all the cost of Internet access for UEA work out of my
personal taxed income.”
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All UEA staff have routine dial-up available via the computing service. However, one
department at UEA also has a server that allows reverse charging for dial-up by its own
staff. This is exceptional. However the question of who pays when staff are working at
home will have to be addressed as flexible working becomes increasingly the norm.

Quality of the network and its services

There are technical issues concerning the quality of the network and network services.
Users need and expect reliable and fast services. The expectation of availability of
services is akin to that of telephone services ... in effect, ‘always available’. Indeed, for
some institutions, breaks in computer network services may be very serious indeed,
especially where there is a major emphasis on C&IT based teaching and learning. In
respect of speed, slow networks or servers will at best be frustrating. Where ‘real time’ is
important, e.g. for on-line demonstrations in lectures, or desktop video conferencing in
support of distance learning, slow responses may even render the activity impossible.
For dial-up, sufficient lines must be available.

In any HEI aspiring to be an e-organisation, network suppliers and network service
providers must recognise their crucial roles. Inadequate networks or network segments,
or poor network services, will not only hamper the functioning of the organisation, but
dampen the enthusiasm with which staff embrace the associated C&IT skills.

What might be done?
= Ensure that all staff have convenient access to an adequately powerful networked
computer, having (at least) standard software used in the institution.

= Introduce a policy of regular computer replacement or upgrading to maintain
currency of systems in terms of hardware expectations and software to institutional
standards.

= Assure the quality of the network service provided by:
(a) monitoring network loading to eliminate bottlenecks and anticipate growth of
usage that may require upgrades
(b) building easy reconfiguration into networks to rapidly overcome a break in any
particular link
(c) ensuring duplication of servers and/or associated disks, so that network based
services can continue with minimal break at times of equipment failure.

= Calculate the costs and benefits in terms of time, money and efficiency of
standardisation (in the different areas of the institution’s activity) as against those of
non-standardisation.

4.3 C&IT infrastructure and desktop provision 29



30

4.4

Where are you now?

A JCALT

Discussion

report

from

Appropriate C&IT skills for staff

= There is no agreed set of C&IT skills for any role in the institution.
= Some departments have identified C&IT skills requirements for at least some roles.
= Abasic C&IT skills requirement for all staff in the institution has been identified.

= Besides the basic skills requirement, additional C&IT skills have been identified for
many roles.

= All roles have an associated C&IT skills profile.

What are the core skills?

At the very basic level, it can be argued that the ability to read information from an
intranet and to send and receive e-mail constitute the minimum skills set appropriate to
all staff in an HEI aspiring to an e-culture. It can, however, also be argued that all staff
should have a broader skills set so that the C&IT provision offers a richer rather than
minimalist environment. For example, all staff should be able, with confidence, to handle
files, navigate directories/folders, and use a word processor — in addition to competence
with very basic e-mail and the intranet.

Minimalism cannot be recommended. Staff should have enough skills to enable them to
do those things they regularly need to do confidently and effectively, with enough
knowledge to be able to explore the system further if required. It should also allow them
to have a reasonable attempt at backing out of the inevitable minor problems everyone
meets when using computers, perhaps following an unintended keystroke combination.
Without a broader understanding, calls for assistance will be more frequent.

We would argue that the core C&IT skills currently needed by ‘everybody’ are in the
basic use of:

= an e-mail package;

e aweb browser;

= aword processor;

= the computer operating system, and file handling in particular.

E-mail is widely used for non-spoken communication, while dissemination of
information via the Web/intranet is common, and many staff find it helpful to produce
letters, lists, notices etc using a word processor. The use of the operating system,
including basic keyboard and mouse skills, underpins it all.

An understanding of the use of the operating system is often particularly weak among
those who are self-taught. Although experience shows the problem to be far broader,
particular evidence comes from recent one-to-one work with academics at UEA
concerning the use of computers in teaching and learning. Few academic staff afford
themselves the time for formal training in using operating systems and it is common for
the tutor to find herself explaining file structures and how to make use of them, or even
routine matters such as how to copy and paste between applications.
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Evidence from UEA on core skills

In the C&IT survey at UEA, staff were asked to rate their own skills in

given topics. Opportunity was given to specify other packages/

applications that were not on the matrix, but responses showed that the

main areas had already been identified. The result, ordered by percentage

of respondents with at least some skill, is as follows.

Perceived skill levels and demand for training (in percentages)

2
2 g
£ g s 9 £ g % & £
R 5 & 2 £ 8 z 2z 3
< = Z Z m < 0 < & 2
E-mail 1 2 14 35 35 13 97 16
Word processing 1 3 10 24 42 20 96 17
Web searching/browsing 2 5 25 29 27 12 93 19
File and disk management 5 17 24 23 21 10 78 15
Spreadsheets 4 27 25 18 20 5 69 22
FTP (file transfer) 6 49 18 11 10 6 45 10
Presentation packages 4 53 19 11 10 3 43 22
BIDS 5 52 14 13 11 5 43 9
Database software 5 53 20 12 7 3 42 18
Networked CD-ROM use 5 53 17 14 8 3 42 9
Desktop publishing 6 54 17 12 9 2 40 18
OPAC 8 60 9 11 9 3 32 4
Statistics packages 6 63 14 8 6 3 31 1
Web publishing 5 66 13 6 5 3 29 20
Reflections (student records) 6 66 8 8 9 3 29 8
Programming languages 6 76 5 4 5 4 18 5
QL (financial management software) 6 79 8 4 3 0 15 12
Other specialist packages 40 46 2 4 5 3 14 3
Use of video conferencing 6 8 4 2 1 0 6 9
4.4 Appropriate C&IT skills for staff
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Whatever the actual skills levels, this shows a clear ‘staff C&IT skills core’ (above the
line). It contains no surprises. The suggested items head the list, with spreadsheets not
far behind.

But within any given area, for example e-mail, what C&IT skills level might be
appropriate? The answer must be ‘at least to competently do the job’. This issue is taken
up again under C&IT qualifications and professional development.

Some staff will require more than the defined basic skills set. They may need advanced
skills in core software, perhaps word processing, or have need to use additional
software. For example, some secretaries may need good desktop publishing or Web
publishing skills, while managers may need skills with project management software. It
can be helpful to determine and maintain check lists of C&IT skills needs for various
groups of staff. Some HEIs (for example, the University of Bristol) have done this for use
in recruitment, induction and staff reviews.

= Use a C&IT staff survey to identify, by staff category, existing levels of skills.

= Describe in broad terms the institution’s expectations of basic competencies in the
use of C&IT in relation to each category of staff, and monitor the effectiveness of
recruitment, appraisal and promotion in realising those expectations.

= Undertake a role analysis to determine C&IT requirements for all roles within the
institution®. The common subset of C&IT needs would yield the basic skills set.

= Include in all job descriptions and person specifications statements about both basic
and advanced skill requirements. Where appropriate indicate the desirability of
associated expertise.

= Use the appraisal process to encourage staff to be explicit about their C&IT skills.

1 We had anticipated that Higher Education Role Analysis (HERA), which has completed its
development phase and is currently being piloted within HEIs, would provide a platform for this
process. However, it can only do so indirectly. The HERA framework for job analysis can be used to
size and assess the relative value of roles within an organisation, based on assessment of agreed job
descriptions against a set of behavioural competencies. It remains for elements of each job to be
associated with appropriate C&IT skills, as a separate exercise.
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4.5

Where are you now?

Discussion

C&IT training and development

= Some C&IT training offered by departments, with some central provision.
Attendance is entirely by individual choice.

= Major central provision, supplemented by departments occasionally. Attendance
largely on the basis of individual choice.

= Major central training provision though still within a voluntary framework,
supplemented by departments, some departmental focussed training.

= T training delivered in a variety of ways. Central course provision. Departmental
focussed training, learning resources centre, one-to-one workplace coaching, self-
instructional packages, problem based worksheets.

= C&IT awareness training provided for all managers.

= Emphasis on recruiting staff with the requisite skills. Access to training determined
by line managers and linked to specific job requirements.

= Regular C&IT training needs surveys linked to C&IT skills development policy and
C&IT skills strategy.

Training provision

C&IT training is not an end in itself. Staff seek skills in order to be able to solve
problems. They look for help anywhere along the continuum from informal help from a
colleague to formal courses. This section is concerned with the provision made by the
institution for the acquisition of C&IT skills. Evidence from the SCAITS project suggests
that C&IT training must be available if C&IT skills are to be embedded. The quantity and
quality of C&IT skills training across the sector is mixed. Some HEIs have a long history
of excellence in such provision, while at the other extreme there are some that are only
now starting to provide appropriate training.

However, SCAITS has brought sharply into focus the fact that HE staff are not a
homogeneous group. Their roles are different, as are their working patterns, and also
their views of what constitutes the most effective way to learn C&IT skills. To embed
C&IT skills successfully means being able to offer a variety of models for learning, to
meet a range of needs.

C&IT training is not, therefore, just about providing traditional taught courses, although
these may provide the core of the present provision. It includes group teaching, tailored
one-to-one work, and the provision of self-instructional learning materials. Neither must
C&IT training be thought of only in terms of ‘basic skills training’, e.g. a beginners
course in word processing or an e-mail package. It is just as important that those who
need specific, more advanced, skills can also acquire them.
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A JCALT

report

from

Central provision of C&IT training

At UEA, as in many HEls, the main focus of training has been a programme of centrally
provided courses. The training may be provided on-site or elsewhere. At UEA, centrally-
organised C&IT courses are arranged for staff on-site if possible, whenever there is
sufficient demand (defined, perhaps arbitrarily, as 9 or more participants) and a suitable
tutor can be found, and provided there is budget to pay for it. There is normally no
charge to the participants or their department, other than for course booklets that
participants keep. A dedicated 12 seat staff C&IT training room supports a widely
advertised programme of basic, ‘further’ and specialised C&IT courses, most of which
are open to any member of staff. The vast majority of courses are led by members of the
staff development team, of whom three people are heavily involved with C&IT skills
training, and a fourth makes a significant contribution. Additional trainers are bought in
as necessary, normally from the University or its Research Park, to cover specialist skills
that the staff developers do not have. Advertised courses that are oversubscribed are
repeated as necessary, and departmental requests for courses specifically for their staff
are encouraged — with the possibility that standard courses can be tailored to
departmental needs. With so many courses being run, the dedicated staff training room
is intensively used and occasionally student C&IT teaching rooms also have to be
employed for staff training.

Increased

Decreased

No change

Figure 9: Change in confidence as a result of attending course

Evidence from the SCAITS work suggests that staff perceive tutor led courses as helping
to build confidence. Two-thirds of UEA participants reported positively on this aspect.
Other UEA evidence (below) provides an interesting picture of staff perceptions of their
own confidence in using C&IT. A reasonable deduction would be that younger men in
science appear to be the most confident.
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Evidence from UEA: levels of confidence in using IT (in percentages)
Users were asked to place their confidence level on a rating from
1 (lowest) to 5 (highest):

Lower  Average Higher

[1.2] (3] [4.,5]
All 14