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1. PREFACE 
 
 
Information and Communication Technologies (ICT) play an essential role in supporting daily life in today's digital society. They are 
used at work, in day-to-day relationships, in dealing with public services as well as in culture, entertainment, leisure and when 
participating in community and political dialogues. Inclusion in the digital society (e-Inclusion) points to the necessity for everyone 
to be actively engaged with society and the economy. Affordable access to technologies, the accessibility and usability of ICT tools 
and services, and the ability and skills to use them are essential to foster introduction into the knowledge society. 
 
About 30-40% of the population does not fully benefit from the digital society. This is due to  many reasons: geographic location, 
disability and age, gender, culture and language, lack of skills and information, or precarious economic conditions. All told roughly 
200 million Europeans do not use the Internet.  
 
Yes, accessible ICT and related media is a key enabler for e-Inclusion that will become even more important as the average age of 
Europeans increases. "e-Accessibility" concerns the design of products and services based on ICT, which need to be usable by 
everyone, including older people and those with disabilities1 
 
A lack of e-accessibility is considered a major cause of significant productivity losses, with many people being unable to fully 
participate in work, in education, or in a wide range of economic and social activities. People's choice of leisure activities may be 
narrower than it otherwise could be.  
 
e-Inclusion can deliver tangible benefits to citizens such as improved skills, increased employability or new entrepreneurial 
opportunities; better health awareness and online access to health services; increased quality of life; strengthened community 
cohesion and trust; better access to information and engagement in public issues (e-Participation). Finally eL is the inherent tool 
considered necessary for enabling the migration from the information to the knowledge society. 
                                                 
1 http://ec.europa.eu/employment_social/social_situation/studies_en.htm  
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The Commission calls on authorities and industry to step up in 2008 their efforts to promote e-skills and basic digital literacy 
training, notably for those that are most at risk of exclusion. 
 
"There is a need for e-skills in the sense of how to operate ICT products and services, but the need for this should better be reduced 
by better user-friendliness of products and services. Ideally, there would be no need for basic 'digital' literacy, just like there is no 
need for 'TV literacy' or 'refrigerator skills'...," said a respondent in June's public consultation about an EU e-Inclusion strategy. 
(From (29.11.2007 European Commission press release service European initiative on an all-inclusive digital society: Frequently 
Asked Questions ) 
 
"In a digital era, media literacy is crucial for achieving full and active citizenship," said Information Society and Media 
Commissioner Viviane Reding. "The ability to read and write – or traditional literacy – is no longer sufficient in this day and age. 
People need a greater awareness of how to express themselves effectively, and how to interpret what others are saying, especially on 
blogs, via search engines or in advertising. Everyone (old and young) needs to get to grips with the new digital world in which we 
live. For this, continuous information and education is more important than regulation."2 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                 
2 http://ec.europa.eu/avpolicy/media_literacy/index_en.htm  



 

  12 
 
 

 
 G U I D E L I N E S  

 
 



 

  13 
 
 

 
 G U I D E L I N E S  

2 . E x e c u t i v e  s u m m a r y  



 

  14 
 
 

 
 G U I D E L I N E S  

2. EXECUTIVE SUMMARY 
 
 
In February 2007 seven  partners from Spain , Italy and United Kingdom met in Valencia to begin a voyage of discovery.  The aim 
was to seek out best practice and new ideas for making ICT and eLearning more accessible and acceptable to those communities and 
individuals who have not yet had the opportunity to enjoy the benefits and opportunities of the digital age.  Much of the research 
and development work on eLearning till now has been aimed at higher and formal education outcomes.  In this project we are 
concerned with ways to make eLearning possible for people who for socio-economic reasons, age, disability or any other 
marginalising factors have not yet found ICT to be a part of their daily lives. 
 
The aims of the project can be summarised as 
 

• Analysis and benchmarking of partners’ existing eLearning projects to provide a basis on which to assess innovation and 
effectiveness. 

• Presenting guidelines and examples for developers of eLearning to help them to create accessible products and 
methodologies 

• Encouraging all involved in eLearning to try new ways to extend digital competence to socially and economically 
disadvantaged groups 

 
Benchmarking 
 
To maximise the effect of development in eLearning and associated pathways it is essential that project managers and developers 
can measure their products against an agreed standard.  The i-AFIEL project used a number of eLearning initiatives carried out 
partners contributed their own innovative eLearning projects for statistical and technical analysis so that benchmarking process 
could be developed and templates for questionnaires for developers and learners could be offered for wider use.  The analysis is 
based on measuring on the one hand aspects of social and technological innovation and service customisation; on the other hand 
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measuring project achievement and learner satisfaction.  We recommend that through use of these templates it is possible to ensure 
that innovation is effective in producing better results rather than simply winning attention for novelty value. 
 
Guidelines for eLearning with improved access 
 
The second major element of the i-AFIEL project has been a process of dialogue between partners and with their extended networks 
through a series of workshops, online forums, international chat sessions, interviews and newsletters to elicit the widest range of 
views on how eLearning should be made accessible to disadvantaged communities.  These discussions have proved most fruitful and 
the exchange of ideas between European countries at different stages of ICT development has opened new avenues for collaboration. 
 
The key elements which emerged from the i-AFIEL debate were that the following issues need to be addressed as priorities 
 
a) A Learning Strategy is the vital first step.  Why is the programme being developed?  Who for?  What does the developer expect to 
achieve?  What can the learner expect to achieve?  Does the process offer the learner a step to further learning?  Only when there is 
an answer to these questions can the choice of technology and pedagogy, communication and marketing be effective.  Wherever 
possible all stakeholders in the learning process – teachers, course developers, technology experts AND learners should be involved 
in setting the strategy. 
 
b) Course design 
With a strategy in place the development work begins and requires five elements: 

• Definition of the target groups and their particular access needs 
• Extending the reach of the product through a diversity of offerings 
• A clarity of purpose for the product and the added value it offers the learner 
• The blending of the course content with the technological platform to maximise use of multimedia options without the 

technology obscuring the learning process 
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• Ensuring that the teacher / mentor has a pedagogical approach appropriate to the requirement of eLearning and the needs of 
the e-learner. 

 
c) Allaying Technology Anxieties 
For the target groups of disadvantaged or socially excluded communities, the rapid and constant change in digital technologies can 
be expensive, frightening and ultimately more excluding.  If eLearning and digital culture are to be part of the lives of all Europeans 
whatever their status, it is essential that they become familiar with basic ICT.  Therefore entry level eLearning must be extremely 
user friendly and devoid of complex user interfaces.  The providers of eLearning programmes must also ensure that new learners are 
assisted and supported in learning to use unfamiliar devises and processes. 
 
d) Pedagogy (teaching and learning methodologies) 
For hundreds of years the teacher has been the centre of attention bestowing wisdom on a passive circle of students.  In less than a 
generation the process of knowledge transfer has been transformed by the World Wide Web and the availability of huge libraries of 
information at the click of a mouse.  The teacher an eLearning process has to assume a new and different role – no longer the 
purveyor of knowledge, but the guide to help the learner on his or her own voyage of discovery.  The eLearning tutor smoothes the 
learning path, helps the learner avoid diversions and tries to ensure that the learner achieves his or her goals – not the teacher’s 
goals.  Communication between learners and tutor, through email, messaging and perhaps face to face is a very important element 
in the eLearning process as most people and especially those in the target groups we are considering need support in the learning 
process. 
 
e) Learning communities 
Although eLearning makes it possible for an individual to undertake a learning programme at home alone, this rarely works for the 
new learner.  Most people find it easier to learn within a learning community.  For this reason the blended learning approach is 
favoured where learners meet from time to time in a classroom or learning centre where interaction is possible with peers and 
tutors.  Physical presence is not always possible and where this is the case we believe it is essential to use technological possibilities 
to create online learning communities through the use of message boards and dedicated chat rooms.  Here again the eLearning 
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teacher has a new task to encourage the unseen learner to participate and to ensure that all learners feel secure and comfortable.  
The shared learning experience can, in the view of many experts, create more added value for each participant. 
 
f) Communication and marketing 
Many people experience eLearning and ICT though formal education or the workplace – a controlled environment where 
participation is a requirement.  Reaching communities where formal education has proved less effective and where economic and 
other social factors may inhibit inclusion requires that providers take special care in the marketing of programmes and in 
communicating the benefits of those programmes.  If the target is people who have access issues –low levels of literacy (deaf people, 
migrant workers), or visual impairment for example the methods used for promotion must overcome those barriers and convince 
the target audience that those barriers will not reappear during the offered course. 
 
Target Audiences 
 
The i-AFIEL partnership also looked at country specific issues and the particular access needs of certain groups such as deaf people, 
aged people and economically inactive women.  It was recognised that the UK has travelled further down the road of ICT and 
eLearning than Italy or Spain where take up of e-business among SMEs and other groups is still in its early stages. One of the 
benefits of the project was that providers of eLearning in UK where able to offer their experiences directly to counterparts from 
Spain and Italy through the online discussions.  More networking of this kind would be extremely beneficial especially between 
those working with the socially excluded communities in all countries. 
 
Regarding the specific needs of certain groups and communities, i-AFIEL focussed a lot on the needs of deaf people.  It was agreed 
that the exclusion of deaf people is primarily a language issue and that there is a need to find an effective way to teach formal written 
English language (not spoken language) to deaf people across Europe so that they too can benefit from the world wide web and ICT. 
In the same way, for example, one of the main obstacles faced by aged people with ICT is the English terms use in informatics (web, 
blog, email, etc.), that prevent them to fully understand and access the tool 
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It is often assumed that technology improves access for disabled people, but this is only true if the content for which the technology 
is used is also accessible.  The balance between technology and content is critical in eLearning for all target learners.  It is the whole 
learning process not one part of it that makes for a successful programme. 
 
So where is the Innovation? 
 
1. ELearning must be see as a comprehensive process in which all parts work together seamlessly for the benefit for the learner 
– strategy, technology, content, pedagogy, marketing. 
2. The role of the teacher / tutor must be clearly defined so that there is understanding of the new relationship between learner 
and teacher where the learner is the centre of attention.  Teacher training should incorporate instruction in how to be an eLearning 
tutor and all eLearning tutors should be qualified and certificated. 
3. Course providers should ensure that the programme incorporates the technology for an online learning community be set up 
and the necessary guidelines and procedures for the operation of the online community should be established and communicated 
4. Blended learning – where the online material is supported by interaction with a tutor teacher. Where possible a physical 
learning centre for the first steps in eLearning should be available so that maximum support can be provided as learners encounter 
the technologies 
5. The learner is the centre of the process.  It is the learners achievement of his or her aims that takes precedence and the 
learning process should be a part of the learner’s journey not an end in itself 
 
And finally our recommendations 
 
1. That efforts are made to develop a stronger network between eLearning actors engaged with socially excluded groups to 
continue to develop best and cost effective practice. 
2. That providers of eLearning programmes and courses should ensure that the learning process and the pedagogy is given 
primacy in the strategy.  The technology must serve the learning process not lead it.  For many years the focus has been on 
technology developments, now the focus should be on the effective use of the technology and the reduction in cost of technology and 
access to it. 
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3. ELearning creates the necessary platform for personalised and targeted learning.  Each learner can travel the route at their 
own pace and level.  This gives a better chance to more people than formal education of previous years, but places a burden on the 
tutor to deal with many individuals instead of one collective. 
4. The teacher/tutor role is crucial especially to new learners.  It is imperative that tutors working with e-learners be trained to 
be a guide and support rather than the purveyor of knowledge.  The tutor must also be able to assist the learner through technical 
difficulties, establish confident online communities and manage the processes of communication through online methods outside of 
the time and place constraints of classroom tuition. 
5. We hope that more work will be done on refining methods to engage disadvantaged groups in ICT, eLearning and digital 
culture.  We trust that this project and the information it has made available has provided a significant contribution to the process. 
The full findings and report of the i-AFIEL project can be found in the Guidelines which are available along with newsletters and all 
other materials on the project website  www.iafiel.gva.es 
 

I-AFIEL Partnership June 2008 
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This first section of the guidelines introduces the Programme,  
the Partnership and the overall i-AFIEL Project 
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3. INTRODUCTION 
 
The aim of this booklet is to offer to anyone working in the 
field of eLearning a range of ideas and practical suggestions 
for ways to ensure that the knowledge society is within the 
reach of all citizens, overcoming the factors which marginalise 
some sectors of society.  The material contained in this project 
is the fruit of an 18 month collaboration between seven 
partner organisations from Italy, Spain and the United 
Kingdom in a project titled Innovative Approaches for a Full 
Inclusion in eLearning, funded through the European 
Commission’s “eLearning Programme. 
 
ELearning is most prevalent in environments where people 
are accustomed to using fast changing technologies, whether 
in academic institutions or corporate workplaces.  The 
purpose of this project was to look beyond those well-
established arenas to the many areas of society where for one 
reason or another, people have not yet engaged with the tools 
of the digital information society.  Each of the partners 
contributed one ‘distance’ or eLearning programme which it 
had developed in order to reach a disadvantaged target 
audience, new to digital technology and eLearning.  Equally 
important is the vast experience brought to the project by the 
partners in different areas of learning and the search for full 

inclusion in order to discover shared best practice for 
dissemination to others. 
 
The guidelines offered in this booklet are drawn from analyses 
of those projects in addition to wide spread discussion and 
investigation with experts and practitioners in the field of 
eLearning and technology development.  The project does not 
pretend to have found final solutions to the difficult problem 
of engaging hard-to-reach communities, but hopes to spread 
existing good practice and new ideas for others to develop so 
that the ambitious European plan to achieve full inclusion in 
the knowledge society by 2012 may come to fruition. 
 
The work of the i-AFIEL project is laid out here in three 
sections: 
-  the First Section introduces the Programme, the 

Partnership and the overall i-AFIEL Project; 
-  the Second Section presents the outcomes from 

synchronized workshops organized in Spain, Italy and UK, 
online debates and the Methodology designed to assess 
innovation in eLearning projects and the application of the 
i-AFIEL methodology on the selected eLearning projects. 

-  the Third Section discusses innovation and inclusion in 
eLearning not only in relation to this project but also to 
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each partner’s experience with specific target audience 
groups or other singularities with wider application. 

 
Further information can also be found at the project website 
www.iafiel.gva.es 
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a. The European Commission’s –eLearning 
programme 
 
The current scenario 
 
Information and communication technologies (ICT) are a 
powerful driver of growth and employment. A quarter of EU 
Gross Domestic Product growth and around 50% of 
productivity growth are due to ICT. ICT services, skills, media 
and content, and their use in other industry sectors, are a 
growing part of European economy and society. 
 

Ministerial Declaration approved unanimously on 11 
June 2006 in Riga (Latvia) 
 
Despite technological progress and enhanced competition, 
more than one in three Europeans are still excluded from fully 
benefiting from the digital society. Benefits of €35-85 billion 
over five years could be generated if society would be made 
more inclusive, websites more accessible and broadband 
Internet made available to all EU citizens. 
 
 Rapid Press releases, reference:  IP/07/1804 
(November 2007) 
 
"In today's society, access to information by all citizens is a 
right as well as a condition for prosperity. It is neither 

morally acceptable nor economically sustainable to leave 
millions of people behind, unable to use Information and 
Communications Technologies to their advantage"   
 

Viviane Reding EU Commissioner for Information 
Society and Media (November 2007) 
 
Only 10% of people aged over 64 are Internet users while the 
average in Europe is 47%. Without further intervention, the 
gap will only be halved in 2015 instead of 2010. 
 

Rapid Press releases, reference:  IP/07/1804 
(November 2007) 

 
 
The Programme 
 
Information and communication technologies, properly used, 
contribute to the quality of education and training and to 
Europe’s move to a knowledge-based society. 
 
The European Commission has been very active in supporting 
and complementing the efforts of EU Member States in this 
field. Through the eLearning Initiative and Action Plan, it has 
gained considerable experience in encouraging co-operation, 
networking and exchange of good practice at a European level. 
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Furthermore more recently the EC Communication A 
European approach to media literacy in the digital 
environment3 highlighted that “spreading local and 
national good practices in this field throughout the European 
Union is the right answer to speed up progress in media 
literacy. It also emerged that criteria or standards for 
assessing media literacy are lacking and that good practices 
are not available for all aspects of media literacy. 
Accordingly, the Commission sees an urgent need for larger-
scale, longer-term research into developing both new 
assessment criteria and new good practices”. 
 
The eLearning programme is a further step towards realising 
the vision of technology serving lifelong learning. It focuses on 
a set of actions in high priority areas, chosen for their strategic 
relevance to the modernisation of Europe’s education and 
training systems. 
 
The four action lines of the eLearning programme are: 
Promoting digital literacy; European virtual campuses; e-
Twinning of schools in Europe and promotion of teacher 
training and transversal actions for the promotion of 
eLearning in Europe. 
 

                                                 
3 http:// http://eur-
lex.europa.eu/LexUriServ/site/en/com/2007/com2007_0833en01.pdf 

In the frame of the promotion of digital literacy the European 
Commission aims to encourage the acquisition of new skills 
and knowledge that we all need for personal and professional 
development and for active participation in an information-
driven society. It also addresses ICT’s contribution to learning, 
especially for those who, due to their geographical location, 
socio-economic situation or special needs, do not have easy 
access to traditional education and training. 
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b. What eLearning is? 
 
As is clear from the title of the project (i-AFIEL, Innovative 
Approaches for a Full Inclusion in eLearning), the aim of this 
initiative is not only to develop a methodology for the 
assessment of eLearning projects, but also to 
measure their contribution to eLearning as 
innovations, that is, how these projects have introduced new 
or innovative approaches in the field of eLearning. 
 
Thus we have already two concepts that should be clearly 
defined: eLearning and innovation. 
 
Following the European Commission we can define 
eLearning as follows: “eLearning means using new 
multimedia technologies and the Internet to improve the 
quality of learning by facilitating access to facilities and 
services as well as remote exchanges and collaboration”4 
 
From the Australian Flexible Learning Framework, a 
national strategy collaboratively funded by the Australian 
Government we extract “ELearning uses electronic media to 
deliver flexible vocational and technical education. It includes 
access to, downloading and use of web-, CD ROM- or 
computer-based learning resources in the classroom, 

                                                 
4 http://www.eLearningeuropa.info/index.php?lng=1  

workplace or home. It also includes online access to and 
participation in course activities (e.g. online simulations, 
online group discussions); directed use of the Internet, mobile 
and voice technologies for learning and research purposes; 
structured learning-based email communication; and online 
assessment activities”5 
 
Following the Revista Electrónica de Investigación y 
Evaluación Educativa (Relieve)6 we find Marc J. 
Rosenberg, author of “ELearning: Strategies for Delivering 
Knowledge in the Digital Age” who defines eLearning as the 
“usage of technologies based on the Internet to supply a wide 
deployment of solutions in order to improve the acquisition of 
knowledge and skills”. He also points out three criteria to fulfil 
so that the term could be applied correctly: the acquisition 
should be done through a network, it has to arrive to the final 
user using Internet and, finally, the learning must be focused 
on the widest solutions vision which goes beyond the 
traditional approaches of training.  
 
In the United Kingdom, the Distributed and Electronic 
Learning Group (DELG) from the Learning and Skills 
Council –“a non-departmental public body which began work 
in 2001, taking over the roles of the former Further Education 

                                                 
5 http://eLearningindicators.flexibleLearning.net.au/  
6 http://www.uv.es/RELIEVE/v9n2/RELIEVEv9n2_1.htm  
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Funding Council and Training and Enterprise Councils”7- 
defines the concept of DEL (Distributed and Electronic 
Learning), that could be compared with eLearning, using a 
wider perspective and stressing that DEL can range “from 
internet supported distance learning in which the learner has 
limited face to face contact with the tutor or other learners, to 
teacher-led, classroom-based activity which is interspersed 
with occasional computer-delivered or facilitated 
assignments”8 
 
This group enumerates also some benefits of eLearning, a 
small list of advantages that enriches the definitions found up 
to now and gives a clear idea of the main features of this 
training method which allows: 

• “Reaching new learners. 
• Meeting effectively the learning needs of key groups 

of learners within the Council’s remit. 
• Enabling learners to fulfil their learning ambitions at 

a time, place and pace that suits them. 
• Breaking down physical separation between home, 

workplace and place of learning. 
• Blurring the boundaries between formal and 

informal learning. 

                                                 
7 http://www.lsc.gov.uk/aboutus/  
8 http://readingroom.lsc.gov.uk/lsc/National/DistElectronicGroup3.pdf  

• Enhancing the value of all components of the 
learning value chain, including diagnostics, 
curriculum delivery, communication, tutor and peer 
support, and assessment.” 

 
Another definition provided by the Official journal of the 
European Union (OJUE 19.7.2003 C170/11), inside the 
eLearning Action Plan Call is the following: 
"The eLearning Action Plan defines eLearning as: ‘the use of 
new multimedia technologies and the Internet to improve the 
quality of learning by facilitating access to resources and 
services as well as remote exchanges and collaboration’. The 
term eLearning is used throughout the text of the call with this 
meaning." 
 
Finally, the OECD published in 2005 the report “eLearning in 
tertiary education: where do we stand?” where we can read 
one of the most complete definitions of this concept: 
“ELearning refers to the use of information and 
communications technology (ICT) to enhance and/or support 
learning in tertiary education. While keeping a presiding 
interest in more advanced applications, eLearning refers to 
both wholly online provision and campus-based or other 
distance based provision supplemented with ICT in some 
way. The supplementary model encompasses activities 
ranging from the most basic use of ICT (e.g. use of PCs for 
word processing of assignments) through to more advanced 
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adoption (e.g. specialist disciplinary software, handheld 
devices, learning management systems, adaptive 
hypermedia, artificial intelligence devices, simulations, etc.). 
Different kinds of online presence can be defined as follows: 

•   None or trivial online presence. 
• Web supplemented (e.g. course outline and lecture 

notes online, use of email, links to external online 
resources). 

• Web dependent: students are required to use the 
Internet for key “active” elements of the programme 
– e.g. online discussions, assessment, online 
project/collaborative work – but without significant 
reduction in classroom time. 

•  Mixed mode: students are required to participate in 
online activities, e.g. online discussions, assessment, 
online project/collaborative work, as part of course 
work, which replace part of face-to-face 
teaching/learning. Significant campus attendance 
remains. 

•  Fully online. The typology is based on the extent to 
which eLearning reduced rather than simply 
supplemented time spent in the physical classroom. 
It assumes both a campus-based institution, and a 
conception of eLearning tied to the Internet or other 
online network.”9 

                                                 
9 http://www.oecd.org/dataoecd/27/35/35991871.pdf  

 
Hence, we can assume that eLearning is a process where 
students are learning through the use of technologies 
and these technologies could be based on the Internet, but 
sometimes this is not  the case.  
 
ELearning can also be applied through many different 
modalities and channels. As OECD points out that it could be 
measured by the degree of online presence.  But perhaps there 
are many more parameters which need to be taken into 
account I-AFIEL aims to find out more about how eLearning 
works for disadvantaged communities and how its efficacy can 
be measured. 
 
Once we have clarified what is eLearning, we pay attention to 
the concept of innovation. It is a wide concept which can be 
applied to lots of fields and contexts, but we are interested in 
innovation from the point of view of eLearning: is it only 
related to technology? Or are there other considerations we 
should bear in mind when talking about innovation and 
eLearning? 
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c. iAFIEL project and partnership 
 
The i-AFIEL project began with an agreement of seven very 
different organisations from three EU countries, each with a 
long standing commitment to finding ways to bring lifelong 
learning, skills and knowledge to disadvantaged and 
marginalised societies.  Each partner came to the project with 
its own experience of developing eLearning, but with a desire 
to find better ways through collaboration. 
 
iAFIEL partners 
 
Dirección General de Modernización (DGM) - 
PROJECT COORDINATOR 
 
The Directorate General for Modernisation of the Valencia 
region is responsible for implementing the Valencia region 
strategy in the field of advanced telecommunications and the 
technological and knowledge society for the period 2004-2010 
called AVANTIC (www.avantic.es). Among other 
competencies, the DGM is charged with promoting eLearning 
and, particularly, digital literacy for both citizens (iCitizens 
programme) and SMEs (iSmes programme) This task is 
focused on reducing the digital divide and promoting an 
iSociety (intelligent, interoperable, innovative, inclusive, 
integrated). 
 
The Valencia region, through the DGM, has developed a very 
comprehensive and almost personalised digital literacy 

programme addressed to citizenship, called Internauta 
(www.internauta.gva.es). The basic level was set up last 25th 
October 2006. Last 17th April 2007 was launched successfully 
the medium Internet user. Thousands of citizens have already 
benefited of the Internauta training. 
 
More information from GVA can be obtained from: 
www.gva.es  
 
OVSI FOUNDATION – PROJECT PARTNER  
 
In order to achieve the long-term objectives and goals in the 
field of advanced Telecommunication services and 
applications, in the middle of 1995 the European Commission 
and the Valencia Regional Authority launched a pilot project 
for the creation of a European Office Network, the objective of 
which was to achieve joint advantages and benefits from the 
Information Society. The Valencia region decided to set up its 
Regional Office within the scope of Law 30/94 and in this way, 
the Valencia Office for the Information Society (OVSI 
Foundation) was formally created in March 1996.  
 
At present, the institutional purpose of OVSI covers the 
following tasks: 
• Coordinate and supervise the implementation of the 

Integration Project of the Autonomous Community of 
Valencia in the Information Society, identifying projects of 
interest and performing the practical application of specific 
studies; 

• Promote generalised access to the opportunities and 
advantages of the Information Society; 
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• Foster the development of the Information Society through 
support of telematic applications and services within the 
region using advanced information and 
telecommunications networks. 

• Provide a platform for exchanging Information and 
expertise within its territorial scope of action and in 
relation to other European regions participating in the 
project for the development of the Information Society. 

 
More information from OVSI can be obtained from: 
http://www.ovsi.com  
 
FCVRE – PROJECT PARTNER  
 
The Fundación Comunitat Valenciana – Región Europea 
(FCVRE) is a non-profit organization that was created to 
promote the participation of the Valencia Region in the actions 
and policies of the European Union and to promote a better 
knowledge of these actions and policies. 
 
FCVRE as partner of i-AFIEL is in charge of the dissemination 
and communication activities of the project committed with 
EU rules for this task to ensure the European wide knowledge 
and exchange of best practices.  
 
The Foundation works in two ways: 
- Facilitating the creation of European consortiums and to 
spread Valencia initiatives among European regions by means 
of an active networking. 

- Designing and carrying out effective tailored and 
comprehensive communicational campaigns to spread the 
results of European projects. 
 
To succeed in achieving these objectives the Foundation 
counts on the necessary European expertise, specialized 
international staff organised on different fields, hi-tech 
equipment and selective data-bases. Also located in Brussels, 
at the very heart of the European quarter, the Foundation’s 
venue is an ideal location to organise press conferences and 
presentations for professionals and international media. 
 
Here some examples of successful dissemination in European 
projects achieved by the FCVRE: 
- EUROESTIBA - Operational training in commercial ports  - 
www.euroestiba.org 
- SEEMSEED - Study, Evaluate and Explore in the Domain of 
the Single Electronic European Market -  www.seemseed.net 
- PROCURA - intelligent Energy for Europe - www.procura-
fleets.eu 
- E-SEVESO - “Trans-European Telecommunications 
networks” - www.e-seveso.net 
 
More information about FCVRE can be obtained from: 
http://www.uegva.info/fundacioncv/actualidad/index.php?id
=1247  
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TELEFÓNICA INVESTIGACIÓN Y DESARROLLO – 
PROJECT PARTNER  
 
Telefónica Investigación y Desarrollo (TID) is a company 
totally owned by Telefónica S.A. It was created in 1988 to fulfil 
Telefónica’s R&D requirements, focusing on excellence, 
profitability and technological innovation. TID has facilities in 
Spain and South America and currently employs 1200 
professionals, 93% of them holding a University degree.  
 
Nowadays, TID is the most important private company in 
Spain devoted to R&D and very active in a number of areas 
related to telecommunications industry services. Among those 
areas, internet solutions are of special interest, including 
technology enhanced learning and virtual training solutions. 
TID has been involved in a number European projects: RACE 
(I & II), ESPRIT II, ESPRIT (II & III), TENIBS, TENISDN, 
CTS, COST, EURESCOM, BRITE, ACTS, IST, Ten�Telecom, 
e�Ten, eContent, EUREKA. TID has actively participated in 
e�LANE an international project related to technology 
enhanced learning.  
 
More information about TID can be obtained from www.tid.es. 
 
EIPA-CEFASS – PROJECT PARTNER 
 
EIPA-Cefass is the product of joint activity between an Italian-
Lombardy organization and an EU institute. 
 
CEFASS- the European Training Centre for Social Affairs 
and Public Health Care - was established in 2002, by an 

Agreement between the Government of the Region Lombardy 
and EIPA, located in Milan as an EIPA Antenna. EIPA- the 
European Institute of Public Administration - founded in 
Maastricht in 1981, is an autonomous European Institute 
aimed at supporting the European Union, its Member States 
and the Associated Countries by providing high professional 
services mainly to public officials and organizations. The 
Institute’s mission is to contribute to the European unification 
process through applied research, training activities, 
consultancy and  publications. 
 
EIPA-CEFASS promotes its professional activities in the 
designated areas of Welfare, Public Health, e-Government and 
e-Health. The main thematic developed by EIPA-CEFASS 
include: free movement of workers, labour law and industrial 
relations, social dialogue, security policies and social 
protection, equal opportunities and gender equality, 
management of social administrations, public Health care 
systems and eHealth systems, eInclusion solutions; 
eGovernment for local to EU initiatives.  
 
More information about EIPA-CEFASS can be obtained from 
www.eipa.net  
 
Associazione Kelidon (AsKel) – PROJECT PARTNER 
 
Kelidon Association is a non-profit making women’s 
association devoted to the promotion of lifelong learning, and 
vocational training through the use of new technologies and 
eLearning methodologies and techniques. 
 



 

  34 
 
 

 
 G U I D E L I N E S  

The association was founded by 7 women in 2003 and it works 
for equal opportunities among women and men at both local 
and national as well as at the European level. Kelidon 
Association has experience in collaborative ventures 
including:   
 
-At local level for different varieties of vocational training 
courses carried out in the local area (eg. Interpersonal 
communication, quality corporate system, language learning, 
business English etc..), for conferences, cultural events and 
seminars. 
 
- At regional and national level through the involvement of 
other partners/bodies aimed at supporting equal 
opportunities among women and men while learning and 
working, in the realisation of eLearning courses and projects. 
 
More information about Kelidon Association can be obtained 
from: www.associazioni.milano.it/kelidon    www.kelidon.org  
 
Walsall Deaf Peoples Centre (WDPC) - PROJECT 
PARTNER 
 
WDPC was established in 1946 to provide a social and 
educational resource for deaf people in this industrial town in 
the heart of England. WDPC has a management committee of 
20 deaf people of varied ethnic origins, and has around 400 
deaf people of all ages, mostly sign language users among its 
regular members and visitors. 
 

The Centre is a provider of Sign Language Teaching and an 
NVQ assessment Centre in Advice and Guidance. It is also 
engaged in research to find ways to end the isolation of Deaf 
people caused by lack of communication, especially in the 
language field.  The Centre provides a wide range of support 
services with and for Deaf people in the community and is an 
active member of the UK association of deaf organisations. In 
recent years it has engaged in numerous research projects and 
programmes on educational opportunities for Deaf people 
including organising a national conference on the issue in 
2006. 
 
WDPC joined the i-AFIELproject in order to find better ways 
to give Deaf people who have limited ability in written 
language an opportunity to share in knowledge society and the 
advantages of eLearning.  It has developed remote learning 
packages and is looking for further technological 
opportunities. 
 
More information about WDPC can be obtained from: 
www.walsalldeaf.org.uk 
 
Objectives 
 
One of the main objectives of the i-AFIEL project is the 
research of “high quality” teaching methods, models and 
approaches in eLearning. Very often eLearning has been 
defined as a “simple, networked, cheap and quick way to 
transfer knowledge from one computer to another one”, but 
rarely has attention been posed on how eLearning can be 
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really effective for the learner. Little has been said about how 
to build innovative and attractive eLearning initiatives taking 
into account different elements as for past experiences, 
financial possibilities, customised training for digital literacy, 
etc. This project has focused its attention on how partners’ 
experiences, specific teaching methods and models might be 
used for supporting effective “added value” approaches to 
online teaching and learning. The use of these tools and 
lessons learnt could help to increase: social interaction, social 
cohesion, construction of knowledge, personal development, 
peer and group learning, autonomous learning, learning 
process, life long learning, proactive citizenship. 
 
An other important goal is to exploit the results obtained from 
a selection of case studies based on programmes developed by 
the partners of the i-AFIEL in the field of the digital literacy, 
namely, the promotion and provision of the essential skills and 
competencies needed to take an active part in the knowledge 
society that allow users to make easier their daily life; and, on 
the other hand, to disseminate, as widely as possible, the best 
experiences and agreed recommendations. 
 
Nowadays the huge amount of work, research and projects 
related to eLearning, offers no clear idea of why and how to 
adopt eLearning methods for teaching adults and how to 
introduce in the most effective way to digital literacy field, 
through basic ICT skills. We believe that too much emphasis 

have been posed on the development of technological tools for 
eLearning. Too little attention has been paid to the most 
effective educational methods; on how to use this technology 
for teaching and learning and how to approach the potential 
learners to encourage them to use ICT, especially those most 
at risk from the digital divide. Furthermore, these projects are 
often carried out in isolation Thus the lack of a common 
definition and view on what eLearning really is, makes their 
outcomes even more confusing and unconstructive. Hence the 
main objectives of this project are: 

• Studying and comparing effective and high 
quality eLearning pedagogical methods, models and 
approaches, fostering learners autonomy, 
development and dialogue and providing the 
eLearning actors with useful tools for their 
initiatives, and encouraging them to develop best 
practice; 

• Developing a more European strategic 
dimension of eLearning and transfer and 
exchange of good practice and knowledge; 

• Creating awareness among adult learners and 
stakeholders on the real value and definition of 
lifelong learning for all; 

• Providing for those involved in this field of learning 
key innovative methods, models and approaches 
to promote and improve eLearning. 

 



 

  36 
 
 

 
 G U I D E L I N E S  

Activities 
 
The i-AFIEL project workplan included the following main 
activities: 

1) Identification of a small but wide-ranging number of 
experiences developed by the partners consortium 
in the field of digital literacy. Collection of external 
experiences as added value. 

2) Elaboration of a methodology and indicators 
(quantitative and qualitative) tailored to evaluate 
especially both the partners experiences and the i-
AFIEL project 

3) Comparative analyses in order to get the best 
practices and recommendations regarding the 
methods, models and approaches and to deploy 
efficient digital literacy initiatives. 

4) Hosting 3 local workshops hosted and managed by 4 
partners of the consortium (WDPC in Walsall; 
Kelidon Association and Cefass in Milan; SATSI and 
OVSI in Valencia). The goal will be to follow-up in 
place, with a critical mass representing the learners 
of their projects, how has the media literacy changed 
their daily activities, their social interaction and 
their labour opportunities and profile. Every 
workshop will give place to a report. The workshops 
in Walsall and Valencia to include deaf participants. 

5) Elaboration of a guideline collating the results: the 
guideline will provide in general lines a number of 
recommendations and lessons learnt related to the 
best methods and educational models in digital 
literacy as well as innovative and useful approaches 
from different points of view (reaching potential 
learners, financial models, impact evaluation and 
follow-up of the results, advertising of the 
initiatives, etc.) in order to encourage and support 
eLearning stakeholders to develop innovative digital 
literacy initiatives. Some concrete target groups of 
learners will be studied more deeply in order to 
underline special requirements of their media 
literacy training (deaf people; elderly people; SMEs; 
women and immigrants). The guideline will be 
available on paper and electronic version in the 3 
languages of the members the consortium (English, 
Spanish and Italian) 

6) Networking in order to reach the highest level of 
dissemination and interaction with the main 
eLearning actors, involving intermediary bodies. 

7) Dissemination and communication activities.  
8) Final Conference in the Delegation of the Valencia 

region in Brussels in order to disseminate the results 
of the projects and to encourage further 
development. 
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Deliverables 
 
Main deliverables from the i-AFIEL workplan include: 

- 18 monthly Newsletters in 3 languages (Task 5.3) 
- Local Workshops, final Conference (Tasks 3.2, 4.5) 
- Project Leaflet (Task 4.3) 
- Project website (Task 4.4)  
- Guidelines, Handbook (Task 3.4) 
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4. CONSORTIUM Elearning EXPERIENCES 
 
GVA 
The Valencia region has broad experience, since 1996,in 
planning ICT strategies focused on public administration, 
SMEs and citizens. The current scheme is AVANTIC, the 
Valencia ICT strategic plan 2004-2010 (www.avantic.es). 
 
In the framework of AVANTIC, the most outstanding action in 
the field of the promotion of efficient use of ICT by citizens is 
the Internauta multi-annual programme 
(www.internauta.gva.es). It is offered to all citizens. It foresees 
3 training levels. Last 25th October 2006 saw the launch of the 
basic level programme. The success of this programme led to 
the launch of the intermediate level on 17th May 2007 which 
also achieved a high level of success. 
 
Regarding the SMEs target group, the most important 
initiative is the Competic multi-annual programme 
(www.competic.es). It was launched 11th April 2006 with the 
slogan “Your business in the Net. Connect now your 
enterprise to the Net. It’s easy, it’s free! “. It also saw from the 
beginning a high level of participation by SMEs (most of them 
micro SMEs) in the Valencia region. 
 

The Generalitat Valenciana through the Directorate General 
for Modernisation (in charge for the ICT regional policy) apart 
of coordinate the i-AFIEL project is partner of other project 
cofunded by the eLearning programme called SpreaD, 
Strategic Project Management Tool-kit for Creating Digital 
Literacy Initiatives (www.spread-digital-literacy .eu). 
 
EIPA-CEFASS  
EIPA-CEFASS has been contributing in testing and developing  
eLearning  in the key thematic areas (welfare and public 
health), for applications initially addressed to the Lombardy 
Region, in co-operation with the General Directorates and the 
regional Agencies (i.e. IREF, IRER, ARFL, ERSAF). Among 
the successful experiences in the last years, one reference was 
selected about on-line training for “Principles of 
Radioprotection by Italian and EU laws” addressed to 45 
Health Structures and 3.500 users, Organized with blended 
courses, Evidence-Based-Education (EBE); individual 
eLearning, then collaborative and team-based learning via 
interactive videoconference among all connected hospitals. 
(www.cirm.net)  
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TID 
TID has significantly contributed to E-LANE (eLearning 
European-Latin American New Education), an initiative 
involving institutions from both Europe and South America. 
E-LANE has been developed with a triple focus: technology, 
methodology and content. More information about E-LANE 
can be obtained from http://e-lane.org/. 
 
Besides that, several internal projects and initiatives in 
collaboration with Educaterra (Telefónica’s business line for 
online education) Corporate University or the group itself are 
being conducted. The most recent one being the 
Multienvironment Educational Platform. 
 
KELIDON ASSOCIATION 
Kelidon is partner in the following European eLearning 
projects: 

• Socrates Grundtvig 2 -IALL- Internet for Autonomous 
Lifelong  Learning (IALL) (www.sec.ro/iall) aimed at 
promoting basic ICT and English skills among adult 
autonomous female learners through the use of an 
Internet Online Resource Centre; 

• Socrates Grundtvig 2 – ELBA – Electronic Book for 
adults (www.elbaproject.net) aimed at providing an 
online electronic book about European poetry and 
philosophy to adult learners; 

• Socrates Grundtvig 2 – eLearning for adults 
(www.elfora.net) aimed at providing free access to 
online learning material, documents and information 
about eLearning for teachers and students and to the 
project eLearning platform; 

• Comenius 2.1 –SEE EU TOOL – innovative eLearning 
curriculum to support higher education teachers on 
sustainable development. 
(http://www.unitbv.ro/Default.aspx?tabid=561 )  

 
 
WDPC 
Walsall Deaf Peoples Centre is a centre for teaching British 
Sign Language.  It became involved in remote learning when it 
received funding from the UK government to develop a 
distance learning package for Deaf people to qualify as 
Information, Advice, and Guidance advisers to Deaf people.  
 
This meant finding a way to put self-learning materials into 
British Sign Language on Video and CD with an accompanying 
workbook.  But now as broadband and streaming make the 
use of Sign Language online more possible, and through the 
innovation’s learned in the i-AFIEL project, the course is being 
refigured as an eLearning on line programme backed by 
moderators and mentors available through video camera.  
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WDPC is also investigating ways to teach written English to 
Sign Language users as competence in written language is an 
essential key to the knowledge society and the resources of the 
internet. 
 
For references www.walsalldeaf.org.uk  
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Section II of the guidelines presents the Project results as 
from the local synchronized workshops organized in Spain, 
Italy and UK, as well as the Methodology designed in order 

to assess innovation in eLearning projects and the 
application of the i-AFIEL methodology on the eLearning 

projects selected. 
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5. LISTENING THE eL COMMUNITY: 
SYNCHRONIZED LOCAL WORKSHOPS 
 
On the 19th of June 2007, three simultaneous local workshops 
were organized by the i-AFIEL partners in Italy, Spain and 
UK. These workshops were aimed at sharing best practices 
and experiences about innovation in eLearning, through open 
discussion and exchanges among the groups of users and 
developers in eLearning. A summary is shown here of the 
workshops held in Milan, Valencia and Walsall. 
 
a. Milano Workshop -Italy 
 
In Milan, the workshop organized by CEFASS-EIPA in 
collaboration with Kelidon Association lead to interesting 
results. 
 
Thanks to the guidelines and the fair coordination, ignition 
and discussions in the two sessions the workshop was 
developed smoothly proposing three main questions for 
discussion: 

1. Which set of elements can be considered innovative in 
order to create a full inclusion in eLearning? 

2. What concrete actions/steps should be made from 
both sides (users and developers) in order to make it 
happen? 

3. Strengths and weaknesses  
4. Which key elements to consider during the work of the 

parallel sessions? 
 
The intermediate summary reports of the two sessions 
outlined how: 

- Developers  Session outcomes (21 participants) 
     (Chair Prof. Alfredo Ronchi, long standing multimedia R&D 
and founder of the Medici initiative) 

• Is eLearning really useful? Does it have an added value? 
• What is eLearning? It cannot be only providing 

material to students 
• There is a variety of experiences in the eLearning 

market 
• What about the economical costs of eLearning? Each 

sector can cover different costs and so has to act with 
different approach in eLearning (i.e. Universities, 
Businesses..) 

• One-to-one / one-to-many approach 
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• User-centred approach, user involved in the eLearning 
design 

• Online tutors’ training fundamental: the tutor must 
experience eLearning and all its aspects. Usually a good 
online tutor should have been an online student as well. 

• Gap between face-to-face learning and eLearning / 
blended learning 

• Content must be interesting and involving and not 
boring 

• Last but not least, what about google on the fly for any 
problem instead of learning the content? 

 
- Users  Session outcomes (19 participants) 

(Chair prof. Alberto Campiglio, teacher at secondary schools 
and active on young initiatives) 

• Technology is fundamental to answer users’ needs to 
vehicle  communication; pre-course is necessary for 
users to get familiar with the technology. 

• Give users ‘problems to solve’ to enhance their 
motivation (i.e. use of games and simulations) 

• Put users into a situation where to develop their 
creativity and curiosity 

• Develop the warm side of human relationships even if 
there is no face-to-face communication. How? The tutor 
is fundamental to develop students’ interaction 

• Provide a well-structured and high quality content to 
attract users and enhance their motivation to take part 

in the learning process – Learners should be able to 
“build and create” on the content given together with 
other peers 

• As a tutor a continuous feed-back should be given to 
students – this should not be an 
evaluation/assessment, which should be provided by an 
external teacher, but a continuous supporting process 
for the student 

• We need to create a situation where adult learners see 
that they can develop from a professional point of view 
and where they can see that the learning is useful for 
their daily working practice 

• Create harmony and continuity between face-to-face 
and eLearning. In a classroom there is not always 
harmony. Instead, we can use technology to create a 
warm environment and the tutor is fundamental for 
this! 

 
Being able to manage the “time” issue online which is very 
different if compared with the traditional face-to-face ones.  
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i-AFIEL Workshop in Milan. Some pictures… 
 
 
 
 
 
 
 
 
 
 
 
 
The workshop speakers             
 
 
 
 
 
 
 
 
 

 
 
The e-learning users panel 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The e-learning developers panel  
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b. Valencia Workshop-Spain  
 
The event held in Valencia and organized by GVA was 
composed by 3 ‘mini-workshops’ structured into 3 sessions 
with 3 different groups of users of Internauta 
(www.internauta.gva.es), the digital literacy programme of the 
Valencia regional government. 

 
The total number of learners that took part in the workshops 
were 42 learners (52 years old average) joined with 5 coaches 
(one of them specialised in deaf people training who was able 
to provide the vision, suggestions and requirements of this 
target group) and chaired by a representative of the i-AFIEL 
coordinator.   
 
The structure of the workshops in Valencia was: 

o Presentation of the i-AFIEL project and why the 
workshop 
o Debate between the coaches and the 
learnersFulfilment of the written questionnaire  

 
The debate was very interesting and useful because allowed 
discussion with users of the positive and negative aspects of 
digital literacy and which issues should be changed or 
improved in order to reach high quality learning and to engage 
all kind of users in a most efficient and sustainable way. The 
debate was held on the basis of an outline agreed by the 
members of the i-AFIEL consortium.  

 

One of the most outstanding ideas of the debate was that the 
coach is essential when starting a first approach to the PC and 
Internet and it is very important that the coach made feel 
students relaxed and encouraged them, otherwise there is a 
high level risk of giving up.  
 
In this sense, a key aspect is the human factor, namely, a warm 
contact with both the coach and with the other students. An 
on-line tutor is a good complement but they want to count 
with an in person coach, however learners agree to work 
within a people network if supported online by a coach. In the 
case of Internauta, it is important to take into account that 
most users are older people and for them attending the 
training is a way to socialise, to keep in contact with people. 
Just the social aspect of Internet, namely the opportunity to 
keep in contact with other people, is one of the most attractive 
aspects for older people to enrol and improve their knowledge 
of Internet It allows them to be in contact ‘with the world at 
large’. 
 
The interdisciplinary approach and role of the teacher/tutor is 
crucial. The coach has to show him/herself to be flexible in 
front of a very large range of users with very different levels of 
education and age variance. 

 
One aspect valued as very positive by all users is that the 
training in Internauta is free but some of them, specially the 
older ones, declare that they should pay to receive this 
training.  
Regarding the ability to communicate and to enrol users, it 
seems that the large and eye-catching communication 
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campaign was very effective, but the ‘mouth to mouth’ is also a 
very useful way.  
 
The learning method used in Internauta, that implies the 
support of well-known Valencia actors as on-line coaches, was 
underlined as a very nice way to feel comfortable and friendly 
when learning. 

 
In order to keep the knowledge acquired, so in order to 
enlarge the effect of the digital literacy initiatives, learners 
consider it essential to keep practising, but some of them said 
they have not got the infrastructure (PC) or if they have it, they 
are worried about breaking it.  

 
Speaking with users we realised that the first step is to support 
learners to overcome the “fear of technology”, once overcame 
they want learn more and more.   
However even if they overcome this anxiety and they feel 
comfortable with the online format, they want to have the 
information as well on paper, this allows them to keep 
studying even when not using the PC. 

 
Regarding the deaf group, most of deaf people enrolled in the 
programme had problems with reading. They need more 
visual imagery and Sign Language According to the deaf group 
they prefer to have a Deaf teacher/ coach 

 
One factor that makes access to Internet difficult is the 
language. Most material on the internet is  in English and 
users, who normally do not know English or do not know it 

well do not feel comfortable having to cope with English as 
well as learning. 

 
The most asked question by users was ‘when will the next level 
be launched’? This shows their desire to keep on learning! 
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i-AFIEL Workshop in Valencia. Some pictures… 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

The group of e-learning students 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

The group of students over 55 
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c. Walsall workshop – UK 
 
When thirty experts and practitioners of eLearning and deaf 
users of eLearning met in Walsall, UK ,the WDPC centre, to 
discuss the –IAFIEL concept, the main focus of the discussion 
was how eLearning relates to Deaf people.  Deaf people in the 
UK face very considerable problems in achieving educational 
qualifications through traditional teaching methods.  The 
workshop looked at whether eLearning offers an alternative. 
 
The findings can be summarised as  
 
Language – the main issue 
Most of the discussion at the Walsall workshop focussed on 
the difficulties faced by Deaf people as the world becomes 
more focussed on the use of internet for government service 
and for learning.  Lack of competence in written language was 
defined as the biggest issue, as Sign Language users have 
usually not achieved basic skills in written language at school.  
People who have been deaf from birth, or have limited hearing 
struggle with spoken language.  As language is taught by 
spoken methods they also have limited vocabulary and reading 
skills.  This makes a problem for accessing online learning, as 
most online courses require competence in reading and 
writing. 
 
 

Key Proposal 
Find an effective way to teach Deaf people across Europe to 
read and write English (without use of spoken language) as 
98% of all online materials are in English.  A big effort to teach 
competence in reading and writing would allow Deaf people to 
access learning and information like any hearing person, 
rather than developing special sign language versions of 
courses at huge expense, with limited audiences., and thuis at 
very high cost per head. 
 
Technology 
Technology produces new platforms almost every year and 
there is commercial pressure to use the latest gadgets and the 
newest products.  But the group considered that people simply 
substitute a new tool in place of an old tool , without anyone 
discovering new ways to integrate the technology with the 
teaching methods.  It is the learning methods that matter, the 
technological tool is only a means to access the learning 
process. It was also stressed that the technology is very new in 
real terms of educational development and we should not be in 
a hurry to abandon trusted methods of teaching just because a 
new means of disseminating information has arrived. 
 
Mentors or Teachers 
Teachers used to be people who knew everything and passed it 
to their students.  Now no-one can know all the information 
that is available on the internet so the teacher becomes a 
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navigator helping the learner to find their own way along a 
well constructed pathway (pedagogy) to reach the desired aim 
of the learner (not the aim of the teacher).  It was felt that 
teacher training needs to be changed to enhance the skills 
necessary to help learners achieve their objectives through 
complex and changing  learning platforms. 
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6. i-AFIEL METHODOLOGY AND INDICATORS 
  
a. Innovation in eLearning 
 
Taking the projects of the i-AFIEL partners as a foundation, 
we have built up our own methodology based on an agreed 
definition for innovation in eLearning supported by the 
minimum criteria that each project under evaluation should 
meet in order to deserve to be labelled as innovative. This does 
not mean that all the projects currently participating in i-
AFIEL do meet all the necessary requirements and criteria to 
be branded innovative. It means that each one has contributed 
to develop them and has steered towards the correct direction 
to establish an estimating basis for innovation in eLearning. 
 
To start, it is important to mention that we understand 
innovation in eLearning as a concept that should amalgamate 
both technological novelties (tools, programs, hardware, etc.) 
and sociological novelties (target audience, social integration, 
social interaction) and also the improvements in the quality of 
the service (educational improvement, learning support, 
teaching support, etc.). 
 
For this reason, we suggest that the innovation in eLearning 
definition should take into account what is laid out below:  

The investment on innovation within the development of 
eLearning systems includes the evolution of this ICT-assisted 
type of learning to a higher phase which, under the name of 
“eLearning 2.0”,  gathers the web 2.0 philosophy and its 
foundation on the most active part of the Internet and the 
possibilities that it offers generating shared knowledge. 
 
Tim O'Reilly, one of the promoters of the Web 2.0 concept, in 
the article “What Is Web 2.0? Design Patterns and Business 
Models for the Next Generation of Software” (2005)10 
proposes seven characteristics or basic principles for Web 2.0: 

- The Web as a platform 
- Harnessing Collective Intelligence 
- Data is the Next Intel Inside 
- End of the Software Release Cycle 
- Lightweight Programming Models 
- Software Above the Level of a Single Device 
- Rich User Experiences 
-  

As it happens with the Web 2.0 concept, there is no strict or 
commonly-accepted definition for the term eLearning 2.0, as 

                                                 
10 http://www.oreillynet.com/pub/a/oreilly/tim/news/2005/09/30/what-is-
web-20.html?  
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far as it refers to the application of a certain set of tools, 
software and devices of different nature and under constant 
updating. Their common link is, basically, that they are user-
aimed and there is an on-line collaboration amongst them 
with the aim of recreating the relationships and possibilities of 
interaction between individuals and groups of people in the 
social scene (physical environment) within a virtual 
environment. 
 
In this sense, the new pursuit of eLearning, inspired by Web 
2.0, does not only mean a change in the direction of much of 
the most innovative eLearning projects and initiatives 
currently being developed, but it also opens further innovation 
channels that may take a new turn in the previously drawn 
scenario.  
 
That is to say: “Web 2.0” and everything this concept involves, 
has allowed to suggest the aim of recreating, in the most 
faithful way, the physical scenario of our society in the virtual 
environment that Web 2.0 (or the training platform, in the 
specific case of eLearning 2.0) represents. But it also allows to 
propose a challenge to better the existing social reality, as ICTs 
represent the revamp of communication means and tools that, 
if we make the most of them, can be used to overcome some of 
the physical and socio-cultural restrictions and constraints 
that specific groups of the population face (women, 
immigrants, handicapped people, the elderly, etc.).  

This perspective adds, therefore, a new aspect to the 
innovation concept, which was originally thought as inherent 
to that of Web 2.0 and, specifically to its spreading to the 
educational field with eLearning 2.0. The 2.0 outlines an 
environment where individuals participate freely, on equal 
terms and with great freedom and self-determination. This 
scenario appears specially interesting for those groups at a 
higher risk of exclusion in our society, as on the Internet they 
now find or can find the opportunity to express themselves, 
create links and participate in networks whose members are in 
similar conditions and have similar concerns.  
 
Thus, the eLearning 2.0 tendency should be steered towards 
integrating and strengthening those groups at risk of social 
exclusion, with the aim of showing them the great benefits that 
ICTs offer for their development in all aspects of their lives 
(personal, professional, etc.). The road to innovation in 
eLearning goes through converting the systems and platforms 
into means to improve the life of individuals and social groups 
usually excluded in our society. But it also goes through 
achieving to turn them into model environments that inspire 
and serve as a lever to obtain full and equal rights and liberties 
of those groups.  
 
Furthermore and, specially from a mainly educational 
approach, the potential offered by these means within the 
educational environment is vast. This is so because they allow 
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to transfer to virtual systems the current predominant 
educational models based on team work, on co-operative 
interaction between teacher and student, and among the 
students themselves and on the development of the student’s 
free and thoughtful thinking and constructive criticism.  
 
Through the applications and systems included under the 
term eLearning 2.0,  it is possible to recreate the “social 
learning” that takes place in the physical world that goes 
beyond classrooms, as nowadays the sources of information 
are many and varied (mass media, social networks,…). 
 
In the same way, the new eLearning methods gather the 
consumer-based culture which prevails in our society, placing 
the students on the centre of any development. As a result, 
students have a greater freedom and their creation and 
communication capacity is strengthened, reconsidering the 
traditional role of teachers and their relationship with 
students. 
 
Fernando Santamaría11 explains how certain co-operative tools 
are applied in these new education models: 

                                                 
11 “Herramientas colaborativas para la enseñanza usando tecnologías 
web: weblogs, wikis, redes sociales y web 2.0”(2005) 
http://gabinetedeinformatica.net/descargas/herramientas_colaborativas2.p
df  

- Weblogs: Santamaría defines weblog, blog or logbook 
as a web site with entries displayed in reverse 
chronological order, so that the most recent entry 
appears first. They are known in the educational 
world as edublogs. Another meaning of blog, referring 
to the its social aspect, defines it as a collective 
communication means that promotes the creation and 
use of original and truthful information and, with great 
efficiency, leads to personal and social thinking 
concerning the topics of individuals, groups and 
mankind. 

 
There are different types of weblogs within the context of 
education. Some authors  make the following classification: 

o Academic or research blogs:  this type would 
include research logbooks from different 
departments, with lines of study, projects and 
development prospects. They have a closed 
profile concerning content and participants 
(professionals of a centre with common 
interests). Within this section we may also 
include teaching blogs amongst educators, 
which allow teachers from different centres to 
debate and share experiences in their subjects. 

o Teacher-student Weblog: This would be the most 
interesting edublog for Santamaría. It has 
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different applications; for example, it is used to 
manage learning processes: the teacher can 
publish the contents related to the subject, 
propose topics, notes, or activities to be carried 
out by the students, links of interest, etc. One of 
the advantages of this tool, according to 
Santamaría, is the possibility given to the teacher 
to use feedback from the student in order to 
redirect the subject syllabus. 

o Group or student-student Weblogs: They are 
based on three basic structural-methodological 
aspects: 
 They are a collaborative and team-

working method. 
 They create a horizontal structure 

(various logbooks in unison) to discuss, 
analyse and combine different content 
production and distribution experiences. 

 They encourage and bolster the 
participation and discussion among the 
students themselves. 

The advantages offered by the weblogs in the 
educational field are many: 

o They are excellent tools for digital literacy, as 
they allow users to become better acquainted 
with all the components of a blog (blogroll, 
categories, trackback, …) 

o They provide different levels of wording and 
writing, as in a journalist editorial office. 

o They allow to assess new ways of learning, with 
what has been named as  read/write. 

o They are asynchronous collaboration tools 
which strengthen the team cohesion and the 
teacher-student interaction.  

o They provide a site to find documentary sources 
(webgraphies and bibliographies) for the area 
of knowledge. 

o They provide an easy constant updating of 
contents via syndication (RSS/ATOM). In this 
way, teachers can access the most recent 
updates of their students. 

 
- Wikis: The wiki is defined as a collaborative website 

developed by the effort of many authors. As opposed to 
the weblog, the wiki’s contents can be edited (generally 
to be updated and/or improved) by anyone, even 
though they were created by somebody else. 
Furthermore, the changes made on the original file are 
saved as a draft and can be accessed at a later stage. 
From an educational point of view, the interest of these 
functions lays on its on-line working potential, with 
multiple entries or sources. It can be specially useful to 
develop notes, projects, research, etc. 
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- Social Networks: Also known on the Internet as 
“social software”, we are witnessing today a 
proliferation of initiatives that encourage contact 
between people. The best known examples in the 
educational field are the environments that promote 
contact between students or alumni. 

 
In short, for the educational ICT-based initiatives to be 
currently considered as “innovative”, when it comes to develop 
and implement their training proposals, they must comply 
with the following characteristics and criteria: 

- Transfer to the virtual world the communication and 
interaction processes and abilities that are present in 
the physical world, via applications that provide free 
and open communication among users (blogs, 
forums, chats,…). 

- Consider those groups at risk of social exclusion as 
the target-audience of their programs, offering them 
original proposals for their development in any field 
and building scenarios that become a model for 
integration, freedom of interaction and expression, 
overcoming of physical or socio-cultural barriers. 

- Take the student as the centre of the whole process 
("learner-centred" or "student-centred” applications 
and platforms). 

- Have the necessary means for the creation of virtual 
communities, which enable the creation of networks 

and groups of users with common interests, 
motivations or goals.  

- Provide users/students with tools that comply with 
optimum criteria of usability or accessibility, as well 
as tools that allow them to monitor and auto-evaluate 
their own learning and customise the contents they 
are interested in. All this with the aim of making 
participation and self-learning easier, free of any 
external determining factor. The possibilities offered 
by emerging tools and functions, such as RSS, in this 
field are unavoidable.  

- Promote active and participatory learning, as an 
extension of what is known within the  Web 2.0 
environment as the evolution from the Read Web to 
the “Read-Write Web”. This way, the content will no 
longer be a mere consumer object, but a product 
developed by users.   

- Favour the interoperability of applications and tools 
within the training environment created by the 
eLearning platform. 

 
Offer teachers tools that allow to extend and customise the 
educational programs according to their own training needs. 
Open source software in this field has a great potential in this 
sense. 
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b. Objectives 
 
As stated before, i-AFIEL it’s focused on partner’s projects and 
how the teaching methods used can be seen as “added value” 
approaches to eLearning, being their main aim to study and 
compare these projects for developing a more European 
strategic dimension of eLearning, but also to create awareness 
on the utility of this tool for teaching and to provide 
practitioners with innovative methods in the eLearning scope. 
 
Therefore, the nine projects presented by partners have a 
central role in the development of this methodology. However, 
they are not the only source. A whole picture of eLearning is 
needed, that’s the reason for the documental review carried 
out: several projects and other initiatives started up, mainly in 
Europe but also other parts of the world, have been reviewed 
in order to be aware of the state of the art and the main trends 
in digital literacy. 
 
This wide perspective facilitates the establishment of specific 
objectives as well as an appropriate base for developing a 
methodology which allows the achievement of these 
objectives which would be: 

1. Evaluation of the fulfilment of the objectives of each 
project presented by stakeholders 

2. Measurement of the user satisfaction in each project 

3. Assessment of the innovative approach of each project 
both in its creation and in its development 

 
The three objectives define the final goal of this 
methodology: to measure the impact of project’s results 
from an innovative view using a common set of 
criteria and indicators and allowing the identification 
of good practices. This identification is not only referred 
projects, but also specific methods, techniques or other 
aspects inside these projects that are verified as strengths. 
 
The next Section will focus on methodology, but we can 
already advance we need an open methodology, that is, a set of 
indicators which facilitates the evaluation of all different 
possibilities of digital literacy projects. We can realise 
objectives are applicable to every eLearning scheme, therefore 
the techniques developed for achieving that objectives should 
also be flexible, easily adaptable. 
 
We can specify more and go deeper showing a summary of the 
process we took over in order to fulfil the objectives and reach 
the final goal of the project.  
 
Firstly we had to obtain a whole context explanation of every 
project presented. A research focused on a wide range of fields 
considered as relevant, e.g. origin, objectives, targets, easy to 
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use, funding, human and material resources, geographical 
scope, etc. 
 
After the collection and analysis of this information and the 
review of related bibliography we set objective criteria in order 
to agree what is important to understand a project as 
successful and innovative. These criteria are narrowly 
connected to indicators; in fact, the final list of indicators is 
based on them. Maybe these tasks were the more complex 
ones; all prior documentation was born in mind in order to 
avoid overlapping work, it was needed to take advantage of the 
work already done by others, not to do it again. 
 
Criteria were also extracted from the partner’s projects and the 
main concern was to be capable to apply both criteria and 
indicators not only to these nine projects, but also to others in 
the future. 
 
The design of a data collection tool gives as a result a 
questionnaire whose evaluation would allow scoring 
individually each project using shared objectives criteria. 
 
During the following pages we’ll see how the methodology is 
addressed to achieve the objectives planned, and specifically in 
the fifth and sixth chapters, we will study in depth the 
indicators system and the evaluation strategy. 
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c. Benchmarking methodology  
 
When we defined our objectives we stated the main goal was 
to evaluate projects, or even processes, approaches or methods 
of those projects, which could be categorised as innovative 
with the aim of sharing them. Thereby, eLearning starting 
projects would have a reference point where they can obtain 
ideas and compare their situation to the context and 
circumstances of the original project assessing its suitability. 
 
This scheme is the base for a methodology based on 
benchmarking. 
 
Benchmarking is a comparative analysis widespread in 
European projects for the evaluation of policies and initiatives. 
It allows having a full view of the unit of analysis from several 
perspectives so that they can be complementary.  
 
One of the strengths of the benchmarking strategy in the 
evaluation of projects is the use that can be made by one 
partner of the advantages of another partner’s project, it does 
not mean just to copy others, but a lesson learnt that could be 
adapted to be used in a different context. If, as we said before, 
i-AFIEL project aims to discover and show successful and 
innovative eLearning projects in order to improve the quality 
of this type of teaching, comparative lessons will be a key point 
to find out profitable advantages. 

Since the benchmarking concept is well known, we will not go 
deeper in its definition, but we will explain its adequacy to our 
objectives. 
 
Surrounding eLearning we can find different approaches for 
diverse teaching objectives, the point is how to compare them 
and extract useful conclusions. The most common and logic 
way is to measure their results; if they have achieved their 
goals. Results can be compared due to the fact that it is 
possible to develop an objective and a standard system that 
identifies the success of a project.  
 
However, the main question that occupies us at this moment is 
if the measurement of results achievement by the projects is 
enough to evaluate the degree of innovation they have reached 
or applied. Obviously, the answer will have a negative sense, 
and that is why we need to include the innovative component 
into the methodology. We should take into account some 
criteria that can be able to enlighten the difference between 
the innovative and the non-innovative approaches. 
 
Thereby, the union of results achievement and innovation 
assessment will give rise to a final evaluation which will 
facilitate the uptake of innovative procedures with specific 
objectives and, very important, a clear picture of the results 
produced by that procedures. 
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We will measure not only whether the project has been 
successful according to its own expectations, but also whether 
the responsible team has chosen the right procedures and 
methods and whether they are innovative. 
 
Looking for achieving these objectives, both, an indicators 
system and evaluation system has been developed, and they 
will be exposed in depth in the handbook section. First, it is 
necessary to explain what is the rationale behind these 
systems, how have we reached them and what are the basic 
ideas where this methodology lies on.  
 
The essential idea which supports the usage of benchmarking 
in our project is the fact that it allows an analysis based on 
common points, that is, we can measure several and different 
projects with the same criteria and, therefore, results obtained 
will be objective and focused on the same interests. 
 
But, how is that system built and what are its underlying 
principles? The following figure (on the right) helps us to 
understand the theoretical construction of the methodology: 
 
 
 
 
 
 

 
As we explained before, the evaluation is based on two big 
areas: results and innovation. By results we understand the 
final achievements of a project, measurable outcomes 
displayed as figures based on previous targets defined by the 
project itself. Innovation is, on the other side, a more complex 
concept and, in fact, our methodological development to 
measure it is more elaborated. 
 
Once we have identified these two main areas of interest we 
can break down these areas into different fields: 

Innovation Results 

Project 
achievements

Student 
satisfaction 

Innovation Criteria
INDICATORS 

Service 
customization

Technological 
innovation 

Sociological 
innovation

eLearning 
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 Innovation: we divide innovation concept in three 
fields: 

• Technological innovation, which is the 
inclusion of the newest and more sophisticated 
technical advances, instruments, tools. 

• Sociological innovation, which is based on 
the inclusion of social risk and disadvantaged 
people in the eLearning initiative. 

• Service customization, which shows the 
quality of services offered and the involvement of 
eLearning organisations in the improvement of 
the features of their programme.  

 Results: they can be measured from two points of 
view: 

• Project achievements, which is the impact of 
the project in terms of coverage and students 
enrolment. 

• Student satisfaction, that collect opinion of 
pupils enrolled in the eLearning 
programme/course. 

 
If we pay attention to the figure shown above, we can see that 
there are some differences between the innovation and the 
results categories. The three innovation variables -
technological, sociological and service customization- are 
defined by several criteria; which would indicate the 

innovation grade of a project to the extent that they can be 
identified as a feature of that project. Meanwhile the results 
field has a direct measure through the project achievements 
and the student satisfaction indicators. In other words, results 
can be directly evaluated through direct indicators, but 
innovation concept is not so easy to observe, we need to check 
the existence of some innovation criteria and indicators are 
the tool which will allow us to do so, therefore the indicators 
and criteria are narrowly related.  
 
Since the innovation indicators are based on these criteria, 
next we list and explain them in order to understand the 
connection between both concepts and their importance for 
the methodology: 

1. Open work methodology. Students should be able 
to move into the technological platform, progressing at 
their own pace and choosing their own options in the 
training itinerary. 

2. Interactive. System should response every 
intervention depending on its nature; this response is 
prompt and specific. 

3. Integrative. System arranges virtual places which 
allow direct personal or group communication amongst 
the individuals both in training situations and 
relationships. 

4. Participative. There should be procedures and tools 
in order to collect all interests and expectations of the 
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participants. This means that, eventually, this collection 
could carry out effective changes in the system. 

5. Technologically innovative. System includes 
contributions from the newest technological advances. 

6. Transparent. Technological aspects do not disturb, 
only the unavoidable, the learning process, that is, it 
does not add conceptual confusion due to informatics 
resources or technical terminology. 

7. Independent on the space, time and technology. 
Students should participate in the course/programme 
from everywhere, every time and every computer. 

8. On-line resources. System has training accessible 
resources on-line: training resources, query resources, 
practice, guidelines, assessment, etc. and it also should 
allow access to Internet resources through guides, 
bookmarks, etc. 

9. Intercultural. System should allow intercultural 
communication, that is, the participation of students 
and trainers from different cultures, countries, 
languages. 

10. Non-exclusive or non-discriminative. System has 
resources to avoid barriers and obstacles in the learning 
due to geographical, cultural, gender, age or other 
differences. 

11. Easy development and updating. Contents, 
materials and resources should be modified and 

updated in an easy way independently from the place 
where trainer is. 

12. Security. Data protection and privacy is ensured, both 
intellectual production and personal data of students 
and teachers. Access to the platform should be personal 
and different by functions. 

13. Collaborative. System ensures procedures and 
resources for collaborative working, so that it is 
possible the joint work as well as discussion and 
knowledge exchange to reach the training goals. 

14. On-line and distance assessment. System allows 
the evaluation using on-line procedures so that the 
student could know his progress from everywhere. 

15. Excellence in the training resources supply. All 
involved resources in the system should look for 
offering added value services: manuals, instructions, 
teacher’s preparation, etc. 

16. Effective communication strategy. Dissemination 
and information about the programme/course should 
be congruent with reality in order to avoid 
misunderstandings as well as to enable an effective 
communication. 

 
As expected, the technological criterion is neither the only one 
nor the most important, there are many more which were 
elaborated after the review and reading of several initiatives, 
including that ones involved in the i-AFIEL consortium. 
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However, we can consider these sixteen facts or ideas as the 
main challenges in the field of eLearning.  
 
The existence or non existence of these criteria in the projects 
will be evaluated through a set of indicators. This will be the 
key point of the evaluation model; the simple success of a 
project is not the main interest for i-AFIEL partnership, but 
the contribution of innovation to success. i-AFIEL 
methodology tries to study the relationship between 
innovative tools, models, programmes, courses with the 
progress of eLearning and its application and usage in new 
scopes and new audiences. 
 
One of the main features of the methodology is its 
quantitative character. The results area is clearly measured 
by quantitative indicators such us ratios or percentages. 
Although innovation field seems more difficult to measure, it 
has been facilitated by the criteria already presented, because 
the system, as we have commented before, tries to evaluate the 
presence of them in the projects. 
 
The usage of quantitative methods allows us an objective 
model, and the final goal of the methodology advises the usage 
of the most aseptic ways of measuring, that is, the same 
criteria and indicators should be used for every project 
evaluated and the observation of these characteristics must be 
equally measured. However, qualitative interviews are also 

welcome and could be carried out by evaluators if they think it 
is needed, remarks and explanations on the projects are 
supposed to be present during the evaluation, in fact the final 
questionnaire allows the collection of further information 
although it is not taken into account for scoring the project, 
this means that the final assessment report could include that 
information, but comparative results and final evaluation of 
the project will come from quantitative indicators. 
 
Finally, it is needed to point out the existence of two main 
actors in every eLearning project: on the one hand the 
organisation which offers the programme and, on the other, 
the students or pupils who are involved in the initiative. We 
can consider this as a universal issue in eLearning, training is 
always offered by somebody and it is received by others. 
Maybe it seems evident and, thus, it is evident we should take 
into account both actors in the methodology, as we will see in 
the indicators system, there will be indicators related to 
students and also to the organisation offering the course or 
programme. 
 
The next section will show indicators in depth as well as their 
link with the criteria. 
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d. Indicators system  
 
Indicators are a key point in every methodology and our case 
is not an exception. In the following pages we will see a 
thorough set of indicators categorised depending on criteria 
and theories presented in previous sections. 
 
All needs of information included in the theoretical 
construction are covered by the system. Indicators are 
organised as inputs of information for every field determined 
and are also related to all innovation criteria stated, thereby it 
reaches a first challenge in this development: validity, that is, 
the system measures what it is intending to measure. 
 
The list of indicators, ordered and categorised, is shown next. 
It is introduced through factsheets that allow to study in depth 
each indicator. Before looking at that factsheets and in order 
to facilitate their understanding we should pay attention to the 
different fields included and its explanations. 
 
 The name of the indicator intends to be as clear as it is 

possible, avoiding any possible kind of 
misunderstanding. 

 The code is composed by an initial letter which 
represents the field or fields where that indicator is 
included (‘R’ for results and ‘I’ for innovation), followed 
by a number whose meaning is just the order in the list. It 

is necessary to point out that an indicator may belong to 
two fields, as we will see there are indicators noted only 
with “I+NUMBER”, related to innovation, with 
“R+NUMBER” related to results and “IR+NUMBER”, 
related with both fields. 

 The respondent field specifies who should be the 
answerer of the question when the questionnaire is 
passed. We consider there are two respondents: the 
student enrolled in the course, which will give us an idea 
of the general satisfaction of the audience, and the 
organisation offering the course. Both are crucial in the 
evaluation system due to the fact that both are the main 
actors, meanwhile in the first case the person in charge of 
answering is clear, in the second one the final respondent 
could be several people: a teacher, the director, the 
software developer… whoever he/she is, should know 
well the eLearning initiative is being evaluated. 

 The criteria cell fulfills an important task in the 
indicators system because it notes the criteria related to 
that indicator. As we know, indicators are measuring the 
presence (or non-presence) of innovation criteria, all 
sixteen criteria are measured by, at least, one indicator, 
although most of them are related to two, three or even 
more criteria. 

 All indicators have their own rationale, that is, the 
justification of their existence. All indicators must have 
their own reasons for being in the system, all fulfil a 
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function. The rationale clarifies the election of the 
indicators. 

 The fields are the areas and categories where indicators 
are classified. We said that the same indicator may 
belong to two categories, we can explain it now following 
an example: imagine we have an indicator named “self-
assessment tools for students”, it would demonstrate 
whether the eLearning platform offers to its pupils a tool 
for monitoring or assess their progress, this may be 
included in two different categories, on the one hand it is 
related to “service customization”, because it allows each 
student to know his development state and act 
accordingly, but also, on the other hand, it is considered 
as a “technological innovation”. 

 The question cell shows the final question, with its 
response options, as it will be included in the 
questionnaire. 

 The extra question is an odd field which could be very 
useful. This may be considered as optional, as we said in 
the methodology chapter, results and answers gathered 
from these “extra questions” will not be taken into 
account for the final evaluation, but they can tinge this 
evaluation and even increase the final information 
collected, thereby it may enrich the final assessment 
report of a concrete project and it can be used as a 
reference for good practice examples. 

 Notes 

 
Recovering the idea of the innovation criteria listed in the 
previous chapter, we should point out not all indicators are 
related to these criteria. As we have said before –in the 
methodological figure is clearly stated– this technical 
framework divides the indicators in “innovation” and “results” 
indicators. The latter ones are independent on the innovation 
criteria, they are just giving to the evaluators an 
approximation to the satisfaction of the users and the success 
of the eLearning project based on the students experience and 
their behaviour measured through this figures. 
 
The coexistence of these two kinds of indicators is explained in 
the methodology section, but, in this point, we can extend that 
information and describe a new feature which can be used by 
evaluators –those who finally apply the questionnaires and 
carry out the evaluation of the projects– in order to reach 
more profitable conclusions: since there are two areas of 
knowledge –innovation and results– which can be measured 
through the same tool –the questionnaire– we will be capable 
to obtain, easily, results in two fields which could help to 
discover interesting correspondences, for instance, we can 
realise a project is absolutely innovative, but its results are 
below the expectations. This case would indicate innovation is 
not enough for successful project results. On the other hand, it 
is possible innovation could be a key aspect for the success 
reached by other project. Thereby this formulation of 
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indicators will assist evaluators not only to evaluate 
innovation and success in a project, but also the possible 
correlation between them. 
 
The following factsheets present the indicators following the 
fields described before. First, we may see the indicators which 
will be asked to the organisation in charge of the eLearning 
programme analysed, and then the section ends up with those 

related to the students. As we can see, the bigger weight is 
upon the organisation questions, maybe some questions asked 
to the organisation could have been asked to students, but we 
can not be sure about the knowledge and handling students 
would have about terms and procedures, besides, the 
methodology intends to be easily applied, and a large 
questionnaire for the students would have made difficult its 
application.
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Indicator: Total amount of Students expected to be enrolled Code: R01 
Respondent
: 

Organisation 

Criteria: Not applicable 
Rationale: Shows the starting enrolment expectations and serves as basis for other indicators 
Field: Results (Project achievements) 
Question: 1. How many Students did you expect to be enrolled before the beginning of the course/programme? 

  
Extra 
Question: 

 

Notes:  
 
 
Indicator: Total amount of Students enrolled Code: R02 
Responden
t: 

Organisation 

Criteria: Not applicable 
Rationale: Shows the real updated/final enrolment and serves as basis for other indicators 
Field: Results (Project achievements) 
Question: 2. How many Students did finally enrol in the course/programme? 

  
Extra 
Question: 

 

Notes:  
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Indicator: Total amount of Students who completed the programme/course Code: R03 
Respondent: Organisation 
Criteria: Not applicable 
Rationale: Shows the completion of the training programme and serves as basis for other indicators 
Field: Results (Project achievements) 
Question: 3. How many Students completed the programme/course? 

  
Extra 
Question: 

 

Notes:  
 
 
Indicator: Total amount of Students who dropped out of the programme/course Code: R04 
Respondent: Organisation 
Criteria: Not applicable 
Rationale: Shows the programme abandon of Students and serves as basis for other indicators 
Field: Results (Project achievements) 
Question: 4. How many Students dropped out of the programme/course? 

  
Extra 
Question: 

 

Notes:  
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Indicator: % of Students who completed the programme/course Code: R05 
Respondent: Organisation 
Criteria: Not applicable 
Rationale: Shows the ratio of Students who completed the course/programme 
Field: Results (Project achievements) 
Question: No question needed. This indicator is calculated trough the ratio of the indicators R03 and R02 
Extra 
Question: 

 

Notes:  
 
 
Indicator: % of Students who dropped out of the programme/course Code: R06 
Respondent: Organisation 
Criteria: Not applicable 
Rationale: Shows the ratio of Students who dropped out of the programme/course 
Field: Results (Project achievements) 
Question: No question needed. This indicator is calculated trough the ratio of the indicators R04 and R02 
Extra 
Question: 

 

Notes:  
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Indicator: % of Students who complained about the programme/course Code: R07 
Respondent: Organisation 
Criteria: Not applicable 
Rationale: Shows the ratio of Students who complained about the programme/course 
Field: Results (Project achievements) 
Question: 5. How many Students complained about the programme/course? 

  
 Organisation does not measure it 

 
Extra 
Question: 

 

Notes:  
 
 
Indicator: Student’s expectations testing Code: I11 
Respondent: Organisation 
Criteria: 4 
Rationale: Shows the attention paid to expectations of the Students 
Field: Innovation (Service customization) 
Question: 6. Is there a test to know the expectations of the Students in the course/programme? 

 Yes 
 No 

Extra 
Question: 

Is any Quality Control measurement used? If yes, which one? 

Notes:  
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Indicator: Trainer’s expectations testing Code: I12 
Respondent: Organisation 
Criteria: 4 
Rationale: Shows the attention paid to expectations of the trainers 
Field: Innovation (Service customization) 
Question: 7. Is there a test to know the expectations of the trainers in the course/programme? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Analysis of trainee’s feedback Code: I06 
Respondent: Organisation 
Criteria: 2, 4 
Rationale: Shows the attention paid by the Organisation to Students opinions communicated by formal and informal means 
Field: Innovation (Service customization) 
Question: 8. Is there a prompt analysis of the trainee’s feedback? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
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Indicator: Analysis of trainer’s feedback Code: I07 
Respondent: Organisation 
Criteria: 2, 4 
Rationale: Shows the attention paid by the Organisation to teachers opinions communicated by formal and informal means 
Field: Innovation (Service customization) 
Question:: 9. Is there a prompt analysis of the trainer’s feedback? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Existence of opinion monitoring strategy Code: I02 
Respondent: Organisation 
Criteria: 4 
Rationale: Attention to Students opinions, complains, suggestions… 
Field: Innovation (Service customization) 
Question: 10. Is there a post-test to become aware of the complaints and suggestions? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
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Indicator: Fulfilment of privacy directives: intellectual property protection Code: I09 
Respondent: Organisation 
Criteria: 12 
Rationale: Shows the attention paid to privacy directives (intellectual property protection) 
Field: Innovation (Service customization) 
Question: 11. Is the project ensured for intellectual property protection?  

 Yes 
 No 
 Intellectual property is not generated by the project/course/programme 

Extra 
Question: 

 

Notes: This question intends to know whether the project/programme/course generates some kind of intellectual protection 
and whether it is protected.  
 
Intellectual property definition: General term for the assignment of property rights through, e.g., patents, copyrights 
or trademarks. These property rights give the holder the exclusive right to exploit the innovation. The holder thus has 
monopoly power on the use of the item, normally for a specified period of time and within a specific geographic area. 
This power allows the holder of an intellectual property right to restrict imitation and duplication of the product 
concerned. IPRs prevent free riding by other companies and constitute an incentive to undertake R&D efforts. 
(Source : http://ec.europa.eu/comm/competition/general_info/glossary_en.html) 
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Indicator: Fulfilment of privacy directives: personal data treatment Code: I10 
Respondent: Organisation 
Criteria: 12 
Rationale: Shows the attention paid to privacy directives (Personal Data Protection Laws) 
Field: Innovation (Service customization) 
Question: 12. Is privacy of personal data of Students and teachers ensured by personal data protection policies? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Inclusion of target groups Code: I11 
Respondent: Organisation 
Criteria: 10 
Rationale: Shows the inclusion (e-inclusion) of specific groups in the programmes 
Field: Innovation (Sociological innovation) 
Question: 13. Does the target audience include hard to reach people?  

 Yes 
 No 

Extra 
Question: 

If yes, what groups? 

Notes: Potential socio-technological risk groups: Housewives, elderly people, non qualified and illiterate people, racial, 
religious or linguistic minorities, immigrants and refugees, physical or mentally disabled persons, prisoners or 
persons with criminal records etc. 
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Indicator: % of Students in risk of technological exclusion enrolled Code: R08 
Respondent: Organisation 
Criteria:  
Rationale: Show the relationship between the disadvantaged people and the programme/course.  
Field: Innovation (Sociological innovation) 
Question: 13a. How many students in risk of technological exclusion are enrolled the programme/course? 

  
 

Extra 
Question: 

 

Notes: Potential groups in risk of technological exclusion: Housewives, elderly people, non qualified and illiterate people, 
racial, religious or linguistic minorities, immigrants and refugees, physical or mentally disabled persons, prisoners or 
persons with criminal records etc. 

 
 
Indicator: % of Students in risk of technological exclusion completed the programme/course Code: R09 
Respondent: Organisation 
Criteria:  
Rationale: Shows the ratio of Students in social exclusion risk who completed the programme/course 
Field: Innovation (Sociological innovation) 
Question: 13b. How many students in risk of technological exclusion completed the programme/course? 

  
 

Extra 
Question: 

 

Notes:  
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Indicator: Existence of 2.0 / interaction tools Code: I12 
Respondent: Organisation 
Criteria: 3, 5, 8, 13 
Rationale: Linked with new collaborative methods of learning, this indicator shows the usage/non usage of 2.0 tools 
Field: Innovation (Technological innovation) 
Question: 14. Is there a possibility of learning through collaborative/cooperative learning groups?  

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Student Community building tools Code: I18 
Respondent: Organisation 
Criteria: 3, 5, 8, 13 
Rationale: Linked with new collaborative methods of learning, this indicator shows the usage/non usage of 2.0 tools 
Field: Innovation (Technological innovation) 
Question: 15. Are there any instruments to aid building a Student community dealing with the course/programme? (Forum, 

messenger, distribution list, wikis, blogs, others…) 
 Yes 
 No 

Extra 
Question: 

If yes, what instruments? 

Notes:  
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Indicator: Attention to Student participation Code: I20 
Respondent: Organisation 
Criteria: 4, 15, 13 
Rationale: Shows the concern degree of the Organisation regarding the involvement of the Students 
Field: Innovation (Service customization / Technological innovation) 
Question: 16. Is the Organisation encouraging or fostering the participation or the exchange amongst students? 

 Yes 
 No  

Extra 
Question: 

If yes, how? 

Notes:  
 
Indicator: Existence of blended learning Code: I13 
Respondent: Organisation 
Criteria: 15 
Rationale: Blended learning is considered by most experts as the best way in e-learning strategies, carrying out this kind of learning 

would show an updated and useful approach 
Field: Innovation (Service customization) 
Question: 17. Does the programme/course include blended learning?  

 Yes 
 No 

Extra 
Question: 

 

Notes: Blended learning definition: Blended learning (also called hybrid learning) is the term used to describe learning or 
training events or activities where e-learning, in its various forms, is combined with more traditional forms of training 
such as "class room" training. (Source: http://derekstockley.com.au/)  
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Indicator: Training progress level customization Code: I14 
Respondent: Organisation 
Criteria: 1, 5, 15 
Rationale: Shows the possibility of customization the progress though the different formative levels 
Field: Innovation (Service customization / Technological innovation) 
Question: 18. Is it possible for the student to go further his learning progress by selecting his own path? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Existence of on-line help Code: I15 
Respondent: Organisation 
Criteria: 15 
Rationale: Shows the level of cooperation and support provided by the Organisation 
Field: Innovation (Service customization / Technological innovation) 
Question: 19. Is on-line help available? 

 Yes 
 No 

Extra 
Question: 

 

Notes: On-line help definition: integrated system enabled by the eLearning course/programme in order to assist students in 
their progress 
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Indicator: Existence of simultaneous on-line help Code: I24 
Respondent: Organisation 
Criteria: 15 
Rationale: Shows the level of cooperation and support provided by the Organisation 
Field: Innovation (Service customization / Technological innovation) 
Question: 19a. Is on-line help simultaneous (immediate chat, person answering e-mails queries immediately…)? 

 Yes 
 No 

Extra 
Question: 

 

Notes: Simultaneous on-line help means the organisation enables a system which answers immediately the queries done by 
students. 
Non-simultaneous on-line help means the organisation enables a system which helps the students but not immediately 

 
 
Indicator: Existence of learning monitoring strategy Code: I16 
Respondent: Organisation 
Criteria: 14 
Rationale: Shows the learning monitoring strategy carried out 
Field: Innovation (Service customization / Technological innovation) 
Question: 20. Is Student learning tracking possible?  

 Yes 
 No 

Extra 
Question: 

 

Notes:  
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Indicator: Self-assessment tools for Students Code: I17 
Respondent: Organisation 
Criteria: 14 
Rationale: Shows the tools available for Students in order to evaluate their own progress 
Field: Innovation (Service customization / Technological innovation) 
Question: 21. Are there any instruments to aid the Student in self-assessment (tests, exercises, activities…)? 

 Yes 
 No 

Extra 
Question: 

If yes, what instruments? 

Notes:  
 
 
Indicator: Existence of communication strategy Code: I19 
Respondent: Organisation 
Criteria: 16 
Rationale: Shows the usage of media and ads for dissemination 
Field: Innovation (Sociological innovation) 
Question: 22. Is there a communication campaign about the course/programme? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
 
 
 



 

  85 
 
 

 
 G U I D E L I N E S  

 
Indicator: Existence of changing language tool Code: I23 
Respondent: Organisation 
Criteria: 9,10 
Rationale: Shows the possibility of communication between users from different regions 
Field: Innovation (Service customization / Sociological innovation) 
Question: 23. Is the programme/course using more than one language? 

 Yes 
 No 

Extra 
Question: 

If yes, how? 

Notes:  
 
 
Indicator: Updating of contents Code: I01 
Respondent: Organisation 
Criteria: 11 
Rationale: Shows the real update of the contents 
Field: Innovation (Technological innovation) 
Question: 24. Is it possible to update the contents at any moment and from any place? 

 Yes 
 No 
 Not applicable (because contents does not need updating) 

Extra 
Question: 

 

Notes:  
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Indicator: Downloadable resources Code: I03 
Respondent: Organisation 
Criteria: 8 
Rationale: Shows the availability of resources in different means 
Field: Innovation (Service customization) 
Question: 25. Are the resources for the Students downloadable? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Resources available on cd-rom Code: I04 
Respondent: Organisation 
Criteria: 8 
Rationale: Shows the availability of resources in different means 
Field: Innovation (Service customization) 
Question: 26. Are the resources for the Students available on cd-rom/DVD? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
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Indicator: Resources available on paper Code: I05 
Respondent: Organisation 
Criteria: 8 
Rationale: Shows the availability of resources in different means 
Field: Innovation (Service customization) 
Question: 27. Are the resources for the Students available on paper? 

 Yes 
 No 

Extra 
Question: 

 

Notes:  
 
 
Indicator: Assessment of the teachers support Code: IR01 
Respondent: Student 
Criteria: 15 
Rationale: Shows the opinion of the Students about the teachers support 
Field: Innovation (Service customization) / Results (Student satisfaction) 
Question: 1. Did the teacher / mentor give enough help during the course? Please answer scoring this scale where 0 means not 

enough at all and 4 totally enough 
Not 

Enough. 
 Enough 

0 1 2 3 4  
Extra 
Question: 

 

Notes:  
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Indicator: Assessment of the  manuals/instructions provided Code: IR05 
Respondent: Student 
Criteria: 15 
Rationale: Shows the opinion of the Students about the manuals/instructions provided 
Field: Results (Satisfaction)/ Innovation (Service customization) 
Question: 2. Did you receive enough information and instructions before you started the course? Please answer scoring this scale 

where 0 means not enough at all and 4 totally enough. 
Not 

enough 
 Enough 

0 1 2 3 4  
Extra 
Question: 

 

Notes:  
 
 
Indicator: Searching facilities Code: I08 
Respondent: Student 
Criteria: 15 
Rationale: Shows the functionality of the technological platform 
Field: Innovation (Service customization / Technological innovation) 
Question: 3. Was the course well designed to help you find what you wanted? Please answer scoring this scale where 0 means you 

never find what you search or you always find it. 
Bad 

designed 
 Well 

designed 
0 1 2 3 4  

Extra 
Question: 

 

Notes:  
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Indicator: Adequacy of the course/programme to Student’s expectations based on the information provided 

by the Organisation 
Code: 

IR02 

Respondent: Student 
Criteria: 6, 16 
Rationale: Shows the adequacy between the communication of the programme/course and the final contents Students got 
Field: Results (Satisfaction) / Innovation (Service customization)  
Question: 4. Did the course deliver what you expected from it? Please answer scoring this scale where 0 means the course does 

not deliver what you expected at all and 4 the course was exactly what you expected.  
Not at all  Exactly as 

expected 
0 1 2 3 4  

Extra 
Question: 

 

Notes:  
 
 
Indicator: Flexibility of timetables Code: IR03 
Respondent: Student 
Criteria: 1 
Rationale: Shows the timetable flexibility of the programme/course 
Field: Results  (Satisfaction) / Innovation (Service customization) 
Question: 5. Could you study whenever you wanted to?  

 Yes 
 No, the timetable was fixed 

Extra 
Question: 

 

Notes:  
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Indicator: User friendly technological platform assessment Code: IR04 
Respondent: Student 
Criteria: 1, 6 
Rationale: Shows the opinion of the Students about the accessibility/usability of the technological platform 
Field: Results (Satisfaction) / Innovation (Technological innovation) 
Question: 6. Was the computer programme easy to use? Please answer scoring this scale where 0 means it was not easy at all 

and 4 absolutely easy. 
Not at all  Totally 

0 1 2 3 4  
Extra 
Question: 

 

Notes:  
 
 
Indicator: Limitations for accessing the programme/course (place) Code: I22 
Respondent: Student 
Criteria: 1, 7 
Rationale: Shows the possibility of access to the course/programme without any limitation 
Field: Innovation (Service customization / Technological innovation) 
Question: 7. Was the course available online from anywhere (with Internet connection)?  

 Yes 
 No 

Extra 
Question: 

 

Notes:  
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Indicator: Limitations for accessing the programme/course (devices) Code: I21 
Respondent: Student 
Criteria: 1, 5, 7 
Rationale: Shows the possibility of access to the course/programme without any limitation 
Field: Innovation (Service customization / Technological innovation) 
Question: 8. Could you access the course from any device (PC, TV, PDA, etc.)? 

 Yes 
 No 

Extra 
Question: 

If yes, which one? 

Notes:  
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This is the core set of indicators which will measure both 
concepts defined before: innovation and results. 
 
As we can see, innovation criteria are the base of the set. Every 
criterion is related to, at least, one indicator, what gives to the 
system the necessary congruency to measure what it is 
intending to measure. The next table confirms this: 
 

Criteria Indicator 
1 I14, IR03, IR04, I22, I21 
2 I06, I07 
3 I12, I18 
4 I11, I12, I06, I07, I02, I20 
5 I12, I18, I14, I21 
6 IR02, IR04 
7 I22, I21 
8 I12, I18, I03, I04, I05 
9 I23 
10 I11, I23 
11 I01 
12 I09, I10 
13 I12, I18, I20 
14 I16, I17 
15 I20, I13, I14, I15, I24, IR01, IR05, 

I08 
16 I19, IR02 
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e. Evaluation system  
 
Once defined the indicators and prepared to be applied 
through a questionnaire we should think in the final 
evaluation of the projects measured. 
 
The quantitative methodology developed allows the 
researchers to obtain a final score after the questionnaire is 
answered by the students and people in charge of a specific 
eLearning project, that is, indicators are not only giving us the 
information stated in the indicators system chapter, they can 
be treated and analysed in order to score every project 
individually so that that projects could show their innovation 
degree and success.  
 
We have to point out that we have three types of indicators, 
depending they are related to results or innovation or both 
fields. As the main goal of i-AFIEL is the promotion and 
improvement of eLearning through innovative methods we 
have focused the evaluation system in those indicators related 
to innovation. Despite that, results indicators also participate 
in the final assessment in a very clear way as we will see later. 
 
On the other hand, we have to take into account we are 
collecting data from students and while the organisations’ 
questionnaire offers just a single response, there is just one 
organiser per project, students will offer several responses as 

many as students follow the course or programme. This means 
evaluators will have to analyse, probably with accurate 
software, the averages and frequencies of the responses of the 
students. 
 
Therefore, up to this point, we have identified three 
components of the final evaluation system: the results 
indicators, which will give us an idea of the success or not 
success of the project according to its own expectations, the 
indicators about innovation, which will give us the innovative 
approach on the eLearning perspective and, finally, the 
innovation and results indicators, which will offer 
complementary information as a whole. These indicators are 
articulated in two collection data tools: a questionnaire for the 
organisations, to be responded by the managers of the project 
studied and another one for the students, which will offer the 
opinions of the students about the course or programme 
carried out. But, although we can separate all these 
components, they can not be considered individually because 
all together they compose the whole evaluation system. 
 
Next, they are described separately in order to explain them to 
the reader in an easy understandable way, but we insist on the 
importance of considering them as parts of the same 
evaluation set. 
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Results indicators [RXX] 
 
Results indicators are R01, R02, R03, R04, R05, R06, R07, 
R08 and R09. They are all obtained through the organisation’s 
questionnaire and, as we can notice, they are quantitative 
indicators, in other words, they can only be presented with 
numbers, in fact, the questions created to collect the 
information are answered with numbers. 
 
Since the explanation of the rationale of these indicators is 
already done in previous sections, we will not go in depth in 
this, but in their evaluation: How can result indicators be 
evaluated? This is a difficult question, because it is very 
subjective, the amount of people enrolled in a project depends 
on the own project and its expectations, and it will be a task 
for the evaluator to achieve conclusions assisted by these 
indicators. The evaluator applying this methodology should 
revise the project documentation, the context, the objectives, 
etc; he must collect enough information which, together with 
these indicators, will help him/her to assess the success of the 
project. 
 
However, as we have said before, this is a joint system and 
there are other indicators that could help in this task: the 
innovation indicators and the responses of the students. 
 
 

Innovation and Results indicators [IRXX] 
 
These indicators are IR01, IR02, IR03, IR04 and IR05. They 
are allocated only in the students’ questionnaire. This contains 
also innovation indicators. 
 
The responses of the students will be collected and recorded in 
an electronic file which will be analysed with statistical 
software. The questions and their analysis does not need 
complex software, spreadsheet software would be enough. 
 
The key in the students’ responses is that the evaluator will 
have the opinion of the audience of the project in an easy way. 
That’s as important as the results indicators, in fact most of 
the indicators of the students questionnaire are mixed 
indicators because they collect information from both sides: 
innovation and results. Although the indicators system 
chapter has already done it, we can link each question of the 
students’ questionnaire to their indicators in order to clarify 
this: 
 Question 1 = IR01 
 Question 2 = IR05 
 Question 3 = I09 
 Question 4 = IR02 
 Question 5 = IR03 
 Question 6 = IR04 
 Question 7 = I25 
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 Question 8 = I24 
 

As we can see there are indicators related only to innovation 
obtained and related to innovation and results. Once the 
evaluator analyses the raw data he will be able to offer the 
opinion of students what, together with the results’ indicators, 
will give him a consistent tool for assessing the success of the 
project. 
 
Innovation Indicators [IXX] 
 
Innovation indicators are located in both questionnaires. They 
will give, together with IR indicators, the vision of the 
innovative approach of the project evaluated. These indicators 
are I01, I02, I03, I04, I05, I06, I07, I08, I09, I10, I11, I12, I13, 
I14, I15, I16, I17, I18, I19, I20, I21, I22, I23, I24 and I25. 
 
These are the core indicators of the system since they come 
from the innovation criteria which support the methodology 
for innovation measuring. The responses of the organisation 
and students to the questions related to these indicators will 
give the evaluators the degree of innovation of the project 
studied. 
 
There is no need of statistical analysis in the innovation 
indicators of the organisations’ questionnaire, but, like all the 

questions of the student’s questionnaire, the indicators which 
come from questions contained in this one should be analysed. 
 
Once described the three types of indicators we are going to 
explain thoroughly how to evaluate projects using the 
information provided by them. 
 
As we have already said, innovation (I and IR) indicators are 
both present in the organisations and in the students’ 
questionnaire, but we can tell a difference between them 
depending on the type of answer the respondent could give: 

• Most innovation indicators are represented through 
questions which can be answered with “yes” or “no”. 
These are dichotomous questions. The affirmative 
response involves that the project/programme of 
eLearning analysed has the feature the question asks, 
so we have a clear way to identify the presence or non 
presence of the characteristics measured by the 
questionnaire. Logically, the presence of these is 
positive, non presence is negative.  

• On the other hand, we also have indicators which have 
to be answered through scales; these questions allows 
the respondent to indicate agreement/disagreement or 
opinion and even the presence of some features in these 
graded scales which have five response options 
explained in every question. 
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The challenge is the development of a scoring system which 
allows us to evaluate these two types of questions together. 
Initially it seems difficult due to the fact that the answering 
options are different, but after considering the key point is the 
assignment of a value to a response in a fair way, we only need 
to score the response options in such a way that scales and 
dichotomous variables can be analysed complementary. 
 
Bearing this in mind, the solution found lies on assigning a 
zero [0] when the feature asked is not present and a four [4] 
when it is present, and this permits the assignment of middle 
values [1, 2 or 3] to intermediate responses given in the scales 
type questions. 
Thus, when respondents answer ‘YES’ in a question like this: 
 
 
 
 
 
 
 
 
We will score 4 points. If the response is ‘NO’ we will have to 
score 0 points. Obviously, these dichotomous questions have 
not middle (1, 2 or 3) scorings like in the scale questions. 
 
 
 

For instance, in a scale question like this: 
 
 
 
 
 
 
 
 
 
 
Scale questions are suitable for satisfaction and opinion 
indicators, in fact this is the only scale question in the 
organisation’s questionnaire, most focused on the eLearning 
platform features. On the contrary, the students’ questionnaire 
includes more scale questions due to its higher usage of 
indicators related to opinion and satisfaction. 
 
As we can see, this scheme applies a standard scoring system 
to all questions while it could have been developed giving 
more or less importance to different questions. However this 
latter would have been a problem due to the big amount of 
different projects on eLearning with varied objectives, actors 
involved, procedures, tools, etc. Probably some questions are 
more important for a concrete project, but it is also possible 
that the same ones are not interesting for others. 
 

Did teacher/mentor give enough help during the course? 
Please, answer scoring this scale where 0 means not enough 
at all and 4 totally enough 
 

Not enough  Totally 
enough 

0 1 2 3 4 

Is there a test to know the expectations of the 
Students in the course/programme? 

 Yes 

 No 
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On the other hand, assigning different weights would also 
have been a problem because of the different character and 
priorities of each project. In this context, the solution given is, 
as it is stated in the Indicators System, the usage of optional 
qualitative questions when needed, these will facilitate the 
customization and will allow the evaluators to detail the 
particularities of a project and point out their singular and 
most relevant aspects. 
 
However, this individual qualitative information obtained by 
each project can not be included in the scoring for the 
innovation assessment because this is based on quantitative 
methods. As the results indicators, the optional qualitative 
questions can help the researcher to clarify and describe the 
project highlighting what is detected to be explicative, 
interesting or simply those aspects that should be emphasized. 
 
Once decided the scoring strategy we had to think about what 
would be the best method for accumulating the scores 
obtained by a project in the questionnaires, logically it would 
not have been appropriate to develop a complex system which 
would involve difficult calculations, so we intended to make an 
easy-application system which would take into consideration 
all questions equally. 
 
Let us explain the innovation evaluation system:  
 

We only take into account for this part of the evaluation 
innovation indicators, such as: 
 

Indicator Question Questionnaire 
I01 24 Organisations 
I02 10 Organisations 
I03 25 Organisations 
I04 26 Organisations 
I05 27 Organisations 
I06 8 Organisations 
I07 9 Organisations 
I08 3 Students 
I09 11 Organisations 
I10 12 Organisations 
I11 6 Organisations 
I12 7 Organisations 
I13 17 Organisations 
I14 18 Organisations 
I15 19 Organisations 
I16 20 Organisations 
I17 21 Organisations 
I18 15 Organisations 
I19 22 Organisations 
I20 16 Organisations 
I21 8 Students 
I22 7 Students 
I23 23 Organisations 
I24 19a Organisations 
IR01 1 Students 
IR02 4 Students 
IR03 5 Students 
IR04 6 Students 
IR05 2 Students 
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Once we have gathered the information through the answered 
questions for each innovation indicator, we will treat the data 
adding up all scores obtained in the questionnaires after their 
application and then dividing this addition by the total score 
that could be obtained. 
 
 
 
 
 
 
 
 
 
 
 
The procedures and calculations are not difficult to carry out, 
however, while in the organisations’ questionnaire only one 
response will be collected, the students’ one will collect several 
answers, how do the evaluators treat them? They can not be 
considered as individual responses and added up; it would not 
have any sense due to the differences between projects and 
initiatives. The students’ responses must be, as we have stated 
before, analysed calculating central tendency statistics, 
especially averages, which will be considered and counted on 
the final add for assessing innovation.  
 

We can show this recovering the previous example: 
 

We said we had two questionnaires, imagine we get 80 
points from the organisations’ questionnaire and we have 
the following responses to the students’ questionnaire: 

 

  
Student 

1 
Student 

2 
Student 

3 
Student 

4 
Student 

5 
Q1 1 1 2 2 1 
Q2 3 2 1 3 3 
Q3 3 1 1 3 3 
Q4 3 2 2 4 3 
Q5 1 1 1 2 1 
Q6 3 2 1 4 3 
Q7 1 1 1 1 1 
Q8 2 1 1 1 2 

 

We can not add the scores of every student, it would not be 
logical because the final score of a project would depend on the 
total amount of students enrolled answering the questionnaires, 
and it would not be a good measure of innovation, but of the 
students registered in the programme or course. 

We have to analyse the answers, specifically we should 
calculate the average of each question: 

  
Student 

1 
Student 

2 
Student 

3 
Student 

4 
Student 

5 AVERAGE 
Q1 1 1 2 2 1 1,4 
Q2 3 2 1 3 3 2,4 
Q3 3 1 1 3 3 2,2 

Example: 

If we apply the system we will obtain a percentage, e. 
g. we have 23 questions in the organisations’ 
questionnaire and 8 in the students’ one, this means a 
project can obtain, as a maximum, 92 points 
(23x4=92) in the first and 32 (8x4=32) in the second, 
that is, a total score of 124 points. Imagine the project 
we are evaluating obtains a total score of 93 points: 

(93/124)*100 = 75% 
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Q4 3 2 2 4 3 2,8 
Q5 1 1 1 2 1 1,2 
Q6 3 2 1 4 3 2,6 
Q7 1 1 1 1 1 1 
Q8 2 1 1 1 2 1,4 

Once we have the average score of every question, 
we have to add them up in order to obtain the whole 
score of the students’ questionnaire: 

 

  
Student 

1 
Student 

2 Student 3 
Student 

4 Student 5 AVERAGE 
Q1 1 1 2 2 1 1,4 
Q2 3 2 1 3 3 2,4 
Q3 3 1 1 3 3 2,2 
Q4 3 2 2 4 3 2,8 
Q5 1 1 1 2 1 1,2 
Q6 3 2 1 4 3 2,6 
Q7 1 1 1 1 1 1 
Q8 2 1 1 1 2 1,4 

      15 
 

Then we will add up this score to the organisations’ one, 
what will give us the whole score of the project: 

78 + 15 =93  (95/124)*100 = 75% 
In this case, the final score would be 75%.  
 
It is very important to count on enough responses from the 
students, if not analysis will not be possible. We can not 
foresee the minimum amount of answers because each 
eLearning programme will have a defined number of students 

and probably it will not be necessary to create samples. 
Therefore we understand logic should be the reason which 
guides the students’ data collection for the evaluators. In order 
to assist them in this issue, we can suggest two possible 
scenarios: 

• Medium or big audience projects: If we are applying the 
methodology in projects with a high number of 
students, we will have to develop a representative 
sample in order to achieve confident results. It is not 
easy to establish what would be the population of 
students from which the project would be considered as 
a project with big audience, but we can foresee that they 
would be those where evaluators can not reach all or 
almost all students enrolled. 

• Small audience projects: If we are analysing projects 
with few participants, we can try to reach the majority 
of them, the more surveys we collect, the more 
confident will be the results. 

 
Both cases should be treated logically, we can not base our 
measurements on an insufficient amount of cases. Anyhow, we 
also have to bear in mind that every project has its own 
features and particularities, and it is impossible manage them 
in advance, we can only foresee potential schemes over the 
data collection. 
 



 

  100 
 
 

 
 G U I D E L I N E S  

Regarding the final percentage obtained after the data 
analysis, which would be the final score of innovation of the 
project evaluated, it is a figure and, obviously, the higher it is 
the more innovative will be the project. But evaluators will 
have to take into account the optional and qualitative 
questions and, probably the key point of this methodology, the 
potential benchmarking with the evaluation of other projects. 
This will help project coordinators to detect weaknesses or 
strengths in their own eLearning courses or others. 
 
The achievement of the innovation score is the basic aim of 
this methodology, but not the only one. Evaluators have a 
complete tool capable to give a whole view of the project. The 
assessment begins, as we have stated before, with the review of 
the project from scratch, paying attention to its particularities 
and objectives. Then, the application of the questionnaires and 
its further analysis offer information about the innovative 
aspects detected. In addition, we have “results indicators” 
which help us to understand how successful has been the 
course. Once the evaluators have all this information they are 
capable of carrying out a full report of the project pointing out 
not only its innovation level, but also how it is related to the 
results obtained. 
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f. Questionnaires  
 
Next, we present the questionnaires which will help evaluators 
in the assessment of the projects. 
 
Organisations questionnaires  
 

1. How many Students did you expect to be enrolled 
before the beginning of the course/programme?  

 
2. How many Students did finally enrol in the 

course/programme?  
 

3. How many Students completed the programme/course?
  

 
4. How many Students dropped out of the 

programme/course?  
 

5. How many Students complained about the 
programme/course?  
 Organisation does not measure it [999] 

 
6. Is there a test to know the expectations of the students 

in the course/programme? 
 Yes [4] 
 No [0] 

 
7. Is there a test to know the expectations of the trainers 

in the course/programme? 

 Yes [4] 
 No [0] 

 
8. Is there a prompt analysis of the students’ feedback? 

 Yes [4] 
 No [0] 

 
9. Is there a prompt analysis of the trainers’ feedback? 

 Yes [4] 
 No [0] 

 
10. Is there a post-test to become aware of the complaints 

and suggestions? 
 Yes [4] 
 No [0] 

 
11. Is the project ensured for intellectual property 

protection?  
 Yes [4] 
 No [0] 
 Intellectual property is not generated by the 

project/course/programme [2] 
 

12. Is privacy of personal data of Students and teachers 
ensured by personal data protection policies? 
 Yes [4] 
 No [0] 

 
13. Does the target audience include hard to reach people?  

 Yes [4] 
 No [0] 
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13a. How many students in risk of technological exclusion are 
enrolled the programme/course?  
  
 
13b. How many students in risk of technological exclusion 
completed the programme/course? 
  

 
14. Is there a possibility of learning through 

collaborative/co-operative learning groups?  
 Yes [4] 
 No [0] 

 
15. Are there any instruments to aid building a Student 

community dealing with the course/programme? 
(Forum, messenger, distribution list, wikis, blogs, 
others). 
 Yes [4] 
 No [0] 

 
16. Is the organisation encouraging or fostering the 

participation or the exchange amongst students? 
 Yes [4] 
 No [0] 

 
17. Does the programme/course include blended learning? 

 Yes [4] 
 No [0] 

 
18. Is it possible for the Student to go further his learning 

progress by selecting his own path? 

 Yes [4] 
 No [0] 

 
19. Is on-line help available? 

 Yes [4] 
 No [0] 

 
19a. Is on-line help simultaneous (immediate chat, person 

answering e-mails queries immediately…)? 
 Yes [4] 
 No [0] 

 
20. Is Student learning tracking possible? 

 Yes [4] 
 No [0] 

 
21. Are there any instruments to aid the student in self-

assessment (tests, exercises, activities…)? 
 Yes [4] 
 No [0] 

 
22. Is there a communication campaign about the 

course/programme? 
 Yes [4] 
 No [0] 

 
23. Is the programme/course using more than one 

language? 
 Yes [4] 
 No [0] 
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24. Is it possible to update the contents at any moment and 
from any place? 
 Yes [4] 
 No [0] 
 Not applicable (because contents does not need 

updating) [2] 
 

25. Are the resources for the Students downloadable?  
 Yes [4] 
 No [0] 

 
26. Are the resources for the Students available on cd-

rom/DVD?  
 Yes [4] 
 No [0] 

 
27. Are the resources for the Students available on paper?  

 Yes [4] 
 No [0] 

 
Students’ questionnaires 
 

1. Did the teacher / mentor give enough help during the 
course? Please answer scoring this scale where 0 
means not enough at all and 4 totally enough. 

Not enough  Enough  
0 1 2 3 4 

 
2. Did you receive enough information and instructions 

before you started the course?  

Not enough  Enough  
0 1 2 3 4 

 
3. Was the course well designed to help you find what you 

wanted? Please answer scoring this scale where 0 
means you never find what you search or you always 
find it. 

Bad 
designed 

 Well 
designed 

0 1 2 3 4 
 

4. Did the course deliver what you expected from it? 
Please answer scoring this scale where 0 means the 
course does not deliver what you expected at all and 4 
the course was exactly what you expected.  

Not at all  Exactly as 
expected 

0 1 2 3 4 
 

5. Could you study whenever you wanted to?  
 Yes [4] 
 No, the timetable was fixed [0] 

 
6. Was the computer programme easy to use? Please 

answer scoring this scale where 0 means it was not 
easy at all and 4 absolutely easy. 

Not at all  Absolutely 
easy  

0 1 2 3 4 
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7. Was the course available online from anywhere (with 
Internet connection)?  
 Yes [4] 
 No [0] 

 
8. Could you access the course from any device (PC, TV, 

PDA, etc.)? 
 Yes [4] 
 No [0] 

 
Useful definitions 
 
Intellectual property: General term for the assignment of 
property rights through, e.g., patents, copyrights or 
trademarks. These property rights give the holder the 
exclusive right to exploit the innovation. The holder thus has 
monopoly power on the use of the item, normally for a 
specified period of time and within a specific geographic area. 
This power allows the holder of an intellectual property right 
to restrict imitation and duplication of the product concerned. 
IPRs prevent free riding by other companies and constitute 
an incentive to undertake R&D efforts. (Source: 
http://ec.europa.eu/comm/competition/general_info/glossa
ry_en.html) 
 
Personal data protection policy example: 
http://ec.europa.eu/geninfo/legal_notices_en.htm#personal
data 

 
Potential socio-technological risk groups (in the ICT 
usage field): Housewives, elderly people, non qualified and 
illiterate people, racial, religious or linguistic minorities, 
immigrants and refugees, physical, sensory or mentally 
disabled persons, prisoners or persons with criminal records, 
etc. 
 
Blended learning: Blended learning (also called hybrid 
learning) is the term used to describe learning or training 
events or activities where eLearning, in its various forms, is 
combined with more traditional forms of training such as 
"class room" training. (Source: http://derekstockley.com.au/) 
 
On-line help definition: integrated platform system 
enabled by the eLearning course/programme in order to assist 
students in their progress. We consider this help could be 
implemented in two ways: 

 Simultaneous on-line help, which means the 
organisation enables a system which answers 
immediately the queries done by students, the 
communication is carried out in real time. 
 Non-simultaneous on-line help, which means the 

organisation enables a system which helps the 
students but not immediately 

 

 
 



 

  105 
 
 

 
 G U I D E L I N E S  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

S E C T I O N  I I I  



 

  106 
 
 

 
 G U I D E L I N E S  

 
 
 
 
 
 
 
 

In this section we draw together what the i-AFIEL partnership has learned about innovative ways to provide eLearning opportunities to 
people and communities outside formal education or training networks and environments.  The findings are the results of the partners 

several experiences working with specific target groups, as well as from a wide range of interviews with actors in the eLearning field and 
discussions organised by i-AFIEL partnership with practitioners and learners through workshops and online live discussions. 

 
The findings are summarised here under four themes: 

7) Key innovative approaches to achieve full inclusion in eLearning 
8) Peculiarities in each country  

9) Innovation to include specific target groups: deaf people ethnic  
minorities, people over 55 and SMEs 

10)  Conclusions and recommendations 
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7. KEY INNOVATIVE APPROACHES TO ACHIEVE 
FULL INCLUSION IN ELEARNING 
 
The i-AFIEL partnership has identified the following key 
elements necessary for creating eLearning programmes which 
are inclusive and learner centred: 
 

• The learning strategy 
• Feasibility and design 
• Managing technological anxieties 
• Teaching and Learning methods 
• Social and cultural learning 
• Communication and marketing 

 
a. The learning strategy 
 
The partnership agrees that it is essential before embarking on 
the design and implementation of an eLearning project that a 
clear learning (and teaching) strategy should be in place and 
understood by all concerned.  By this we mean that we should 
identify the expected outcomes to be achieved by the learner 
and how the learner will reach those outcomes.  In more 
practical terms this means defining the goals for the learners 
and establishing a clear pathway of activities, assignments and 
assessments within a well understood methodology.  Only 
when this vision is in place can the design of content and 
selection of technology platforms be made.  A learning strategy 

becomes innovative and accessible if it starts with the learner 
and the learner’s desired outcomes rather than with the 
product and the platform. 
 
The decision to use interactive teaching methods, building a 
virtual community, or using other methods to involve learners 
with the tutor and with each other should be an integral part 
of the course design, not an afterthought.  Put the learner first, 
agree the teaching process with the learners if possible and 
then bring in the course designers and technicians. 



 

  109 
 
 

 
 G U I D E L I N E S  

b. Feasiblity and design 
 
Once the learning strategy is in place , the project can move to 
the feasibility and design stage.  This is the point where the 
product is created.  It may involve a small number of people, 
or many people working in teams depending on the scale of 
the project and the institutions involved.  Regardless of scale 
the essential elements remain the same: 
 

1. Define the target group 
2. Determine the reach of the project through diverse 

platforms 
3. Define the learner outcomes and the added value of the 

content 
4. Design the contents within appropriate eLearning 

frameworks and with user friendly technology 
 
These elements are all critical to the effectiveness and 
inclusivity of any eLearning project. The bigger the project and 
the more people or teams involved in the development of the 
project, the grater the need for strong control and 
coordination to ensure that no element proceeds in isolation 
from others.  Thus GVA which created the large scale 
Internauta project to introduce SMEs in Valencia region to e-
technology and communications set up teams under the 
following headings: 
 
Content  – tasked to create courses to the set 

specifications using suitable platforms 

Infrastructure- to establish a delivery network of 
organisations and classrooms 

 
Systems   - to create and implement assessment , 

monitoring and quality control processes 
 
HR - to develop a cadre of suitable teachers and 

volunteers to assist learners 
 
Media - to promote the project 
 
Coordination - to ensure that all parties and elements work 

together and to bring new effective partners 
where required. 
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c. Managing Technological Anxieties 
 
We note here that i-AFIEL’s concern is not with creating 
technologies to make eLearning more accessible and inclusive, 
but to make more creative use of available technologies.  
Therefore we are not concerned here with technophobia – fear 
of technology as such – more about the nervousness 
experienced by learners encountering new technologies 
outside their daily working or living environment. 
 
A common theme through all i-AFIEL surveys and discussions 
with learners and teachers has been that the success of any 
eLearning programme addressed to learners outside the 
mainstream learning environments depends critically on 
overcoming the anxiety over use of new and unfamiliar ‘tools’.  
Many learners , even when they become comfortable with the 
‘tools’ also seek paper based back-up materials, to allow them 
to continue to study away from the computer.  This is 
particularly the case where learners do not have access to the 
learning infrastructure at home and rely on a learning centre. 
 
Once learners do accept the technology as a ‘tool’ and become 
familiar with its use, they can begin to focus on the content of 
the course and the desired pathway to outcomes.  If the 
anxieties are not overcome at an early stage, the learner will 
continue to focus on the technology not the content. 
 
It is therefore essential to 

a) Select the appropriate technology and tools to match 
the content 

b) Ensure that the ‘tools’ are accessible and user-friendly 
c) Help learners by explaining how the ‘tools’ are used and 

ensure that the learner does not feel abandoned when 
left alone, online with the pc. 
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d. Teaching and learning methods 
 
The process of knowledge transfer is passing through a 
significant moment of change, faster than has ever occurred in 
human history.  Until the late twentieth century, accredited 
possessor of knowledge – teachers in one guise or another – 
bestowed their knowledge on passive students. Some of those 
students would become teachers and the cycle continues.  
Support materials would be provided in a ‘text-book’ or 
latterly by cassette tape, video, CD, radio or television 
programme.  The essence of the process is an active teacher 
and a passive learner. 
 
The advent of the internet, the world wide web and the 
possibility of instant transmission and dissemination of data 
and graphics, and the power to search for information about 
almost any subject at the click of a mouse, has changed for 
ever the role and status of the teacher as the fountain of 
knowledge.  The role now changes to that of facilitator, expert 
navigator and adviser, helping the learner along a road of 
discovery towards the desired outcomes, and ensuring that the 
learning achieved on the way is effective and useful.  This 
process is especially necessary where the learner is not in 
formal education or training, and may be less confident with 
the active role he or she must embark on. 
 
This enormous cultural change (to the digital age) is 
proceeding at varying speeds across Europe as broadband 
internet connections become more available and the costs of 
access are reduced.  In the UK for example this process is well 

underway with 69% of the population connected to the 
internet compared with 43.4% average in Europe and 20% in 
the world (www.internetworldstats.com/stats4.htm).  The rate 
of change and the public acceptance of new technology and its 
cultural implications will have an impact on the way that 
teaching and learning takes place in different countries. 
 
However it is essential that the e-learner is a more active 
player in the process than in more traditional learning 
environments.  To secure this level of engagement , requires 
that the learner perceives a benefit and value from the energy 
and time committed to the pursuit of  outcomes which are 
desired by the learner (not the teacher). 
 
Once the learner is engaged it is essential that the teacher 
supports the learner on the voyage of exploration.  Just as we 
stressed the need for the tools and the technological platform 
to meet the specific needs of the content and the learner, so it 
is important that the teacher also matches the needs of the 
learner.  Learners with disabilities – deafness, dyslexia etc, 
may need additional language support in order to access the 
content, cultural sensitivities may need to be taken into 
account.  In eLearning, and especially in order to bring less 
advantaged communities and individuals into eLearning, the 
learner must be the active centre of the process, aided by a 
teacher who is sensitive to the learner’s needs and able to 
assist in the removal of whatever obstacles and barriers 
impede the progress of that student on the voyage of 
discovery. 
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If this interaction between learner and teacher is not 
successful, there is a strong possibility that the learner will 
abandon the process. 
 
So we can see that the teacher on the eLearning environment 
plays a critical role and needs a wide variety of skills compared 
with the traditional classroom teacher.  Firstly the teacher 
must be proficient and confident with the technology to 
remove any anxieties.  Second the teacher must be expert in 
the content and the process, but able to allow the learner to 
lead the process and becoming autonomous, supporting where 
necessary.  Third where online communication is used as a 
vital part of the dynamics of the course, the teacher must be a 
facilitator ensuring that the confidence and safety of all 
learners is maintained.  And last, the teacher in eLearning 
must be ready for wide diversity of learners, quite unlike the 
selective situation of traditional classroom teaching. 
 
The teacher and the learners together can form an online 
learning community.  It is the experience of all i-AFIEL 
partners that most people find it easier to learn in company 
with others, whether in a learning centre or online.  Certainly 
for learners new to eLearning a initial introduction to using IT 
for learning in a learning centre can be highly beneficial.  Once 
confident, the learner can work alone and online.  The online 
learning community can use email, message boards, blogs, 
chat and messaging to share learning experiences.  Here to 
role of the teacher is to encourage participation, monitor 
behaviour and to ensure that activity remains focussed on the 
desired pathway to the targeted outcomes. 
 

Innovation in eLearning from a pedagogical viewpoint is 
 

® Learning through an online group 
® Online collaboration 
® Building new projects together 
® Using a bottom up approach to designing eLearning 
® Considering cultural differences as a benefit to design 

not a barrier 
® Valuing the learning process as much as the product 
® Involving learners and teachers In course design 
® Making technology user friendly 
® Giving learners a sense of belonging to a community 

where participants can play an active role 
® Ensuring that the objectives of the course meet the 

desired outcomes of the learners 
® Assessments to be reflective not merely summative 
® Availability of a tutor to enhance and assist the process. 

 
Discussion of much of the elements listed above can be found 
in the monthly i-AFIEL newsletters (www.iafiel.gva.es) and 
are further highlighted in the i-AFIEL methodology in Section 
II of these guidelines. 
 
While innovation is often seen in terms of new technologies.  
In the view of –AFIEL partners through their experiences in 
teaching, learning and research on national and international 
levels, the true innovation comes in how the technologies are 
used and the processes created.  It is in this way the value is 
added compared with traditional classroom teaching.  The 
learner has the opportunity to access a’ place’ to engage in 
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learning within a community without constraint of time and 
physical location.  For learners with disabilities, those who are 
less confident in public, people who for one reason or another 
have not progressed in formal education, eLearning offers 
great opportunities for personal growth, change and 
development, not available elsewhere.  This added value of 
eLearning should be highlighted rather than technology which 
is only the tool. 
 
Innovation in the use of interactive, networking technologies 
can provide more opportunities for inclusion and self-
development for people who are generally excluded from the 
labour market and higher education (disadvantaged people, 
people with disabilities, older people, women, refugees, people 
from outlying rural communities etc).  If technologies are 
made user friendly and introduced through projects which 
meet the needs and desired outcomes of the learners from 
these target groups, anxieties will be reduced technology will 
be seen as user friendly tools, not on ly for learning but for use 
in daily life. 
 
In this way innovative eLearning can help to close the digital 
divide. 
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e. Social and cultural learning 
 
The changes that are happening in our society show us the 
need to attend to people’s learning and training needs in a 
flexible, open and permanent way. These changes are reflected 
in the way of communicating, working, living, sharing and 
learning.  
 
In 2004 Tim O'Reilly defined the term Web 2.0, a new way to 
use and understand the World Wide Web. This also influences 
training and learning. Until recently, learning architectures 
allowed only vertical flow where contents were poured down 
to students. In general, tools and systems intended to support 
traditional classroom based learning have been developed. It 
is a scenario where the learner is seen as a passive consumer 
without tools to produce, reuse or customize content. This 
system is based on the fact that all the knowledge and the 
contents are in possession of trainers. But users of the Web 
2.0 needed more, they wanted a more dynamic learning and 
took advantage of Internet and started to use tools like blogs, 
personal webs, emails and social networks in order to publish 
their contents, give their opinions, consult their doubts or 
customize contents. In short this lead to an expanded learning, 
and also expanded authoring. Learners demonstrated the need 
for a new content generated system, capable to motivate, 
engage and inspire them, where they were the focus and the 
learning was centred around them. 
 
So we believe it is necessary to set the basis for the next 
generation of educational environments, where the new 

concept of authoring is put at the centre of concern, new ways 
are found to generate more dynamic and creative contents and 
to design extended authoring, where the learner does actively 
participate in the process of content creation and 
manipulation and has more control over the learning itself.  
 
Content and knowledge management have traditionally been 
treated separately, isolating content management and focusing 
on knowledge management. But one way to improve 
knowledge resides in the ability to manage the flow of 
information that involves sharing information, experiences, 
and ideas in a form that is structured, accessible and easily 
disseminated. 
 
Technology enhanced learning is not about throwing lots of 
information at learners. It is about making sure that the right 
pieces of information are provided, both quantitatively and 
qualitatively speaking, but also content and activities have to 
be proposed to the learner in order to capture his/her 
attention, to keep him/her motivated, to give him/her the 
feedback needed, to offer the right level of control on the 
learning process and to build new knowledge.  
 
This illustrates the complex and dynamic nature of the 
learning-teaching process. It is necessary to acknowledge the 
impact of factors such as attitudes, perceptions, expectations, 
abilities, gender, socio-cultural background and maturity on 
every learning experience and recognize the learner's capacity 
to continually extend and refine knowledge. To provide an 
effective learning environment it is necessary to consider that 
every person is a learner, and everyone learns within social 
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and cultural contexts, independently and through interaction 
with others.  
 
It is essential to define a new concept of authoring contents 
using the ICT, strengthen the user generated content, the 
creation of the communities and the multi-device access and it 
is also necessary to put the focus on the management of 
content and the sharing of knowledge. Learning is an ongoing 
and lifelong process. 
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f. Communication and Marketing 

The marketing and communications strategy for an eLearning 
project is the process of promoting and advertising the project, 
its content, objectives , target groups and the ways that people 
can participate in the project or its courses.  When the target 
groups are people who are not currently included in digital 
culture and eLearning, it is evident that innovative methods 
must be used to reach into those distanced communities 

I-AFIEL has identified the following elements as significant, 
especially for large scale projects with a wide reach, but 
nevertheless adaptable to smaller scale projects 

1 .- A powerful and involved leadership. The project should be 
supported at senior level in the participating organisations.  

2 .-Launch Campaigns.  When launching a new course or 
opening registration it is essential to ensure that all publicity 
channels are used effectively 

3 .- Presentation of Certificates  People like to receive 
certificates to show their achievements, and if the certificates 
are awarded at public or semi public events, and by senior 
people from participating organisations, the results are 
positive not only for the learners but also in promoting the 
courses more widely 

4 .- Presentation of the project at well known events. The 
participation in exhibitions and release of the project at local, 

county and national well-known events related to ICT, 
Internet, eLearning, and other related subjects can give 
visibility to the project and make it more accessible to the 
public.  

5 .- Using networks  Promote the course and the programme 
through any networks involved with ICT, equipment , games 
or any other related media at through which members of the 
public may be attracted to the programme..  

6 .- Promotional Packs  Packs containing posters , flyers, 
information leaflets, registration forms etc can be prepared in 
advance and made available to any suitable outlets where the 
target groups may be reached..  

7 .- Telephony:  A dedicated phone number can provide 
information about the course and the programme as well as 
allowing people to register and enrol 

8 .- Project website. An excellent, accessible and specific 
website for the project is essential and it is also important o 
make sure that links for the site are provided through all 
known networks and contacts to increase visibility on the web.  

9 .-  A celebrity participant as moderator or teacher can be a 
significant factor in drawing people into a learning experience 
(In Spain . GVA used TV actors to encourage participation. 

All of these elements can enhance the profile of the project and 
draw the public towards it.  But it has also been established by 
the partners that one of the most effective methods of 
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promoting a course or programme is by word of mouth from 
existing learners.  Therefore it is of the utmost importance to 
ensure that every learner has a positive and enjoyable 
experience and will convey the value of the course or 
programme to peer groups. 
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8 .  P e c u l i a r i t i e s  i n
e a c h  c o u n t r y
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8. PECULIARITIES IN EACH COUNTRY 
 

As the partners in this project are from three countries 
where eLearning is developing at different speeds, we 
offer here a very brief summary of how each partner views 
the development of eLearning with relation to this project 
in its own country. 
 
a. eLearning in Spain  
 
In Spain eLearning – understood as training for which the 
methodology is based on the use of Internet and other 
related applications- started in the latest ‘90s. The arrival 
of new telecommunications companies, the consolidation 
of Internet access with minimal costs and the availability 
of technologies for eLearning developed in other countries 
allowed eLearning to be launched in Spain 
 
However, although the technologies became available 
certain factors impeded the effective dissemination of 
eLearning, these were: the limited culture of using ICT; 
the lack of official certificates for training and the 
hesitation of trainers to adopt the new methodology. It 
was not until 2004 that sufficient confidence was gained 
to allow investment in plans to integrate eLearning in the 
public and private environments.    

 
In a very strategic field such as training the maturity of 
eLearning as a methodology can be measured by 
analysing the importance given to the most important 
three elements of the market which has developed around 
eLearning: technological solutions; contents designed for 
on-line training and the specialised services. 
 
At the beginning – the late  ‘90s- 80% of the investments 
and efforts  were focused on technology, whereas now a 
similar percentage is dedicated to contents and services. 
This allow us to say that the use of eLearning has been 
established in Spain.  
 
Currently, well into the first decade of the 21st century, 
eLearning in Spain is already an established methodology 
for training. However, it is still a young methodology that 
requires more effort and innovation to develop its full role 
in society. These efforts are nowadays addressed to the 
creation of quality contents, the improvement of tutoring 
strategies and, in general lines, to the specification of 
services that will allow future generations to take full 
advantage of on-line training.  
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b. eLearning in Italy  
 
Throughout these 16 months of parallel work carried out 
respectively in the UK, Spain and Italy we have identified 
a quite clear picture of eLearning in Italy. The results 
which we are going to present briefly here have been 
drawn up on the basis of some research which has let us 
go into eLearning more deeply. In fact, some interviews 
with to eLearning experts and students have been carried 
out and disseminated, chat sessions have also been 
organized. Many well-known Italian experts on eLearning 
took part in the international meetings and a very 
effective exchange of opinions and experiences took place. 
 
It looks like as if in Italy two parallel worlds existed, the 
first one of the eLearning developers and the second one 
of the eLearning potential users. The former has always 
been looking for new methodologies which might develop 
and enhance eLearning. Especially in the higher education 
a lot of research has been carried out. Research supports a 
key-perspective that would not identify eLearning as a 
new way to provide pre-existing content through an 
online course, as seems the case in most institutions. On 
the contrary, eLearning would seem to be perceived as a 
learning community where the tutor plays a totally 
different role from the one he/she plays in a face-to-face 
traditional environment. It seems new competences are 

required from the online tutor, other than his/her specific 
competences in the subject taught. The tutor should be 
able to stimulate interaction among the students, creating 
a warm atmosphere and context where knowledge can be 
‘built up’ together without being ‘ready-made’. This seems 
to be the way to develop successful eLearning in our view 
on the basis of the research. 
 
It is also seems necessary to have students taking part in 
the development of an effective eLearning situation. At 
the moment in Italy eLearning does not seem well 
established. The population is quite distrusting perhaps 
because  of lack of familiarity with the technology,  or 
perhaps because the methodology does not engage the 
users enough or make them feel like the main focus. It is 
evident that there is not yet enough enthusiasm and that 
eLearning might be undervalued as a serious and valid 
learning opportunity. In fact the participation of the 
Italian students in the chat sessions discussing eLearning 
or in the workshop organized in June 2007 was very 
limited, all of which might mean that people are quite 
detached from the issue.  
 
eLearning has also demonstrated to be a proven support 
for application in the area of Public Administration 
(national to local) and PPP related organizations, 
particularly addressing entry/re-allocation profiles. 
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However, a potential still exists to be better exploited for 
effectiveness, mostly in the direction of methodology and 
tutoring-monitoring process, rather than the pure 
enhanced technology. 
 
This is how the situation appears to be, and for this reason 
we need to develop international contacts, in particular we 
need to increase our cooperation with Spain and the UK 
which have contributed enormously to the development of 
the Italian eLearning research carried out by Kelidon 
Association and Eipa-Cefass during the European project 
i-AFIEL for the realization of effective and successful 
methodologies and best practices. 
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c. eLearning in UK  
 
Distance learning has been in mainstream use since 1969, 
when the Open University was established to bring higher 
education within reach of people everywhere.  In the early 
days remote learning was paper based , aided by videos and 
television broadcasts, with occasional tutor meetings and 
seminars.  For twenty years little changed in this process, but 
then the rapid growth and availability of technological devices 
and systems, especially the internet and the world wide web 
opened up new avenues for bringing education to yet more 
learners.  At the same time the packaging of information, 
constrained by paper formats and printing costs exploded with 
the digitisation of whole libraries of facts in easily 
transmittable formats. 
 
ELearning has been embraced by large corporations as a way 
to bring uniform training to workforces spread across many 
locations within the UK and Worldwide.  In Higher Education, 
the use of internet and electronic systems for all aspects of 
study and assessment is now widespread, even if some 
academic staff still cling to the traditional lecture room role.  
For some universities, eLearning is allowing courses to be 
delivered to people who cannot physically attend the 
university and methods are being developed to ensure that the 
quality of eLearning is equal to that for students attending the 
institution 

The challenge now in the UK is how to bring eLearning as a 
basic means of skills acquisition to SMEs, hard to each sectors 
of the population and individuals who have failed to progress 
through mainstream education.  The technology experts are 
working on using mobile phones and other devices to deliver 
education and training.  Educationalists are looking to find the 
best ways to use technology as a tool not the dominant factor.  
And some people are beginning to ask whether knowledge and 
literacy are being sacrificed  for the instant gratification 
offered by hi- speed technologies. 
 
In UK, as illustrated previously in a.3 sub-section, Innovation 
in eLearning is brought by a new way of conceiving both the 
teacher and the learner’ characteristics in relation to new 
technologies. In this context, when using Internet and email 
for this purpose, knowledge is no more considered as a “in the 
tutor’s head” but rather as a common product built together 
with students. The latter are more and more supported by the 
former in order to undertake an active role in eLearning which 
is focused not only on the final product but also on the 
process. What is more, learners support themselves in these 
activities as a community, sharing resources, information, 
knowledge, ideas, thoughts useful for reaching a deep and 
more inclusive learning for all.  
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In conclusion in UK innovative processes in eLearning already 
took place, however it still needs to be applied in practice in 
several different contexts and for specific target groups. 
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9. INNOVATION TO INCLUDE SPECIFIC GROUPS 
 
The focus of the i-AFIEL project is on finding how innovation 
in eLearning can ensure that disadvantaged and excluded 
communities such as deaf people, ethnic minorities, women, 
people over 55 etc are not left behind in the age of digital 
development and technology led education and training. and 
SMEs. 
 
a. Deaf people 
 
Walsall Deaf Peoples Centre joined the i-AFIEL project in the 
belief that eLearning can eventually provide a solution for 
profoundly Deaf people to acquire skills in language and then 
in employment training, whereas at present most profoundly 
Deaf children leave school with no competence in the 
languages of the hearing world.  The following is a summary of 
the results of WDPCs investigations as part of the i-AFIEL 
project. 
 
Inclusion in eLearning, and through eLearning in a world 
where engagement with public services and the commercial 
world is through digital communication, is fast becoming a 
basic human right.  To be excluded from eLearning and digital 
culture is to be left behind in a new Europe built on the 
concept of the Knowledge Society.  Exclusion from the 
knowledge society will impact on employment, political and 
social engagement and lifetime opportunities. 

The Union must become the most competitive and dynamic 
knowledge-based economy in the world capable of 
sustainable economic growth with more and better jobs and 
greater social cohesion (European Council, Lisbon, March 
2000). 
 
Much of the discussion and research through the i-AFIEL 
project has been about the relationships between learner and 
tutor, learner and technology tools, teacher and course 
developer.  But when we come to deal with the inclusion of 
Deaf people in digital culture, we have to look at a different set 
of questions. 
 
Deafness comes in many forms.  Most people over the age of 
60 begin to lose their hearing as part of the ageing process and 
this is manageable with ever improving hearing aids.  Some 
people lose some or all of their hearing suddenly through 
accident or illness – becoming ‘deafened’.  They will not be 
able to hear the spoken word and other sounds on which 
hearing people rely.  But they will be able to read and write 
and for this group the internet, email and other digital devices 
have mad e, life much more bearableeasier. 
 
Our main concern here is for people who are deaf at birth or in 
the first stages of infancy, before acquisition of spoken 
language (Profoundly Deaf)  There is an estimated profoundly 
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deaf population of 2.5 million across the European 
Community.  Advances in medical science mean that babies 
can now be tested for hearing loss and in some cases problems 
can be solved.  But for the existing population of profoundly 
Deaf people and especially those who have already left the 
education system, engagement with society at large is 
extremely difficult and with e-government and the world of 
internet even more difficult. 
 
For 2.5 million communication is by Sign Language, and just 
as with the spoken word each nation has its own Sign 
Language which has developed naturally, rather than being 
taught and codified.  Sign Language is a means for social 
communication between Deaf people.  But since few hearing 
people learn Sign Language to a stage of fluency, interaction 
between Deaf people and the hearing world is generally 
through a third party interpreter. 
 
But in the world of learning, engagement with government 
and many forms of public service, the normal means of 
communication is in written language whether through letters, 
e-mail, forms, leaflets, websites etc.  Sign Language is a three 
dimensional, dynamic form of expression with no written 
form.  It is the equivalent of the spoken word for hearing 
people.  But Sign Language does not have an equivalent for of  
the formal written language which accompanies spoken 
languages. 
 
A large scale study in the USA and smaller studies in Europe 
have all demonstrated that deaf children and those with 
significant hearing loss do not acquire vocabulary as hearing 

children do.  A deaf child aged five may have a vocabulary of 
300-500 words, a hearing child of the same age will have 
3000-5000 words.  Children with moderate hearing loss may 
catch up through school with assistance.  Profoundly Deaf 
children generally do not catch up and remain without basic 
skills in the formal language of their society and without 
spoken or written language competence they are excluded 
from the knowledge society and all its opportunities. 
 
Ninety-five per cent of profoundly deaf school-leavers only 
reach a reading-age of nine. This functional illiteracy means 
that even the nuances of stories from basic tabloid newspapers 
are beyond the reach of many deaf adults.12 
 
Deaf people do benefit from new technologies -  texting with 
mobile phones has replaced landline based textphones, so that 
young deaf people are in this respect equal to their hearing 
peers, and in the context of  SMS texts, formal knowledge of 
language is less important.  Research has also shown that Deaf 
people who attend universities or work in offices come into 
contact with ICT and will use email and the web to some 
extent. 
 
But for profoundly Deaf communities where Sign Language is 
the normal means of communication there is little interest in 
computing and the internet.  It is seen as expensive (many live 

                                                 
12Deafness and reading - Dr Abram Stern, Institute of Psychiatry, King's 
College, London 
http://www.literacytrust.org.uk/pubs/stern.htm 
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on social security benefits), dangerous (Viruses, theft identity), 
irrelevant.  (D/deaf people and the Internet  University of 
Loughborough, Skelton, Maruyama, Levy and Valentine. 
2007). 
 
Through i-AFIEL workshops and online discussions we 
investigated further the relationships between profoundly 
Deaf people and eLearning.  The dominant factor in all 
discussion was the issue of language.  Deaf people, regardless 
of intellectual ability, do not achieve the levels of competence 
in written language which are essential for entering a world of 
learning and investigation where the process is learner centred 
and depends on the active participation of the learner. 
 
There have been many EC funded projects to investigate and 
increase the presence of Sign Language online and to find 
ways to translate between European Sign languages.  This 
process has been made possible by the advent of broadband 
but is still in its infancy.  Our respondents questioned whether 
it will ever be possible to translate all the words on the web 
into Sign Language to allow Deaf people to use search engines 
to find any information available. 
 
It was agreed by academics who work with Deaf people as well 
as deaf learners that inclusion would be more possible if 
improved ways were found to teach Deaf adults formal written 
language and comprehension.  This is the only sure way to give 
Deaf people real access to the advantages and possibilities 
provided by digital technology and the Knowledge Society. 
 

The relationships therefore that would seem to determine the 
extent to which Deaf people can or cannot join in the new 
digital age, and acquire new skills through eLearning are: 
 

a) The learner and a formal written language 
b) The learner and the tutor (proficient in Sign Language) 
c) The learner and the technology (cost / access / 

language) 
 
It may be considered that the problems faced by Deaf people 
in accessing eLearning are no different to those of young 
people who have failed to benefit from formal school 
education.  The difference however is that Deaf people who are 
full citizens with the same rights as others , do not have the 
same opportunities at school because of a language issue. 
 
Can eLearning provide a solution for formal language 
acquisition?
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b. Ethnic minorities 
 
The ease with which people engage in the use of electronic 
devices and enter the digital age depends very much on their 
cultural environment and upbringing.  Children are 
introduced to digital culture at an early age in school.  Many 
people over the age of thirty first encountered email and the 
world wide web and everything that has followed through their 
place of employment, working in IT base jobs which did not 
exist a generation ago. 
 
But for many older people from ethnic communities where 
men may work in self employment or small businesses and 
women  may stay at home and have little cultural or language 
contact with mainstream society, digital culture is alien to 
their way of life.  So the problem I how to find a way to make 
IT and its surrounding opportunities and advantages 
interesting and attractive to ethnic minorities. 
 
A much studied experiment has taken place in the UK under 
the Digital Birmingham programme, aimed at making the 
whole city digitally engaged.  A group of primary schools in an 
area of high ethnic residence have developed a lot of use of ICT 
in the classrooms a for all aspects of school work.  But the 
schools have also been made into wireless hubs for the 
surrounding communities.  Personal computers have been 
made available to families at low prices and broadband 
connections at encouraging introductory rates. 
 

What has happened through this initiative is that children 
have gone home and show parents, brother and sister how to 
use the computer,  Parents can log into web cameras to see 
what is happening in school.  Women at home have learned 
how to email friends in the home country and how to 
download music.  And gradually fathers and brother have 
started to use computers for their business , learning how to 
use e-forms to contact local government , pay taxes etc. 
 
The key is to involve families and to find what use of ICT will 
be seen to be useful and advantageous to a community so that 
engagement begins from a positive outcome, rather than 
forced learning process. 
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c. Women 
 
The studies and researches available on how women approach 
new technologies and ICT in Italy, are not abundant. A few of 
those available are listed in the “References” section of this 
paragraph and are also those used here as examples in this 
same work. 
 
In our view women could be classified in three big different 
generations, in connection with ICT: 
 

1. Young generation  
2. Middle generation  
3. Older generation  

 
The first group includes all those women, from 15 to 25 years 
old, that grew up with technologies, like TV, mobile phone, PC, 
Internet, email and so on. These women are well accustomed 
to the use of technologies in their daily life; indeed they 
usually have “no technological access problems”. They 
consider new technologies important for their present and 
future life and career. 
 
The second group is composed in our view, of those women 
aged from  25 to 50 that did not grew up with a strong use of 
technologies but that became accustomed to them years after 
year, because of professional, family or personal reasons. They 
use technologies depending on their needs. However, some of 
them, although workers, have a natural rejection of ICT and 
they automatically exclude themselves from the “have group”, 

together with many housewives who do not like to use new 
technologies at all. 
 
The last and third group is constituted by those aged over 50. 
These women are part of another different generation of 
people that did not have contact at all with technologies since 
their youth. This is one of the reasons why they do not have 
access to technologies since they are not interested in them.  
 
However, we have to notice that there are always some 
exceptions to that picture. Indeed some European projects in 
which we have been working for several years  ( ex. Internet 
for Autonomous Lifelong Learning European Project 
www.sec.ro/iall) have showed how a group of women over 50 
were interested in learning English language through the use 
of the Internet, because it was fun and because it was “any 
time and any place”.  
 
Hence generally speaking, we can say that although some 
women are excluded or exclude themselves from the use of 
ICT in their daily life and work, some others (more young 
generations or those women who started using ICT for 
professional and personal reasons) do not. This means 
however that although the gap and the “digital divide” 
between women and men in using and accessing ICT remains 
still high, it is going to be reduced years after year, age after 
age, thanks to the cultural evolution that is taking place among 
young generations. Indeed women show more and more 
interest in the use of ICT. 
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The Middle Generation, for example, constituted by managers, 
independent workers, employed people, is understanding that 
new technologies can provide opportunities for lifelong 
learning purposes and for reconciling family and professional 
commitments.  
 
More and more women are interested in taking part in to adult 
education for training purposes that take place through the 
use of new technologies. Another European project we are 
working on at the moment (SEE EU TOOL European Project 
http://www.unitbv.ro/Default.aspx?tabid=561 ) shows how 
secondary school women science teachers are more interested 
than men in taking part into an online Module testing on 
Renewable Energy. 
 
In conclusion, we have reasons to believe that the i-AFIEL 
project, has helped in providing both elements of innovation 
and access in eLearning to that category of women interested 
in taking advantage of new technologies for gaining a place in 
the “knowledge Society for all”13.  

                                                 
13 References 
Studi e Ricerche sulle Donne Regione Lombardia 
http://62.101.84.82/gs/Portale/it/portale.nsf/Pagine/Pubblicazioni?Opendoc
ument   
Studi e ricerche Consigliera di Pari Opportunità 
http://www.consiglieradiparita-regionelombardia.it  
Il Sole 24 ore: Donne e ICT irrilevante il Digital Divide di Genere 
http://www.ilsole24ore.com/art/SoleOnLine4/Tecnologia%20e%20Busines
s/2008/01/digital-divide-donne.shtml?uuid=23beecca-ca95-11dc-8d8d-
00000e251029&type=Libero 
Ricerca Donne Tecnologia e Vita Quotidiana 

                                                                                                                
http://www.technedonne.it/index.php?option=com_content&task=view&id=
374&Itemid=55  
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d. Over 55 
 
One of the targets for a digital literacy campaign taking place 
in Valencia Region of Spain, is older people who in fact 
represent one of the most at risk communities regarding the 
digital divide. 
 
The first question we ask ourselves is, what do we mean by 
older people? Step by step the population in Europe is ageing -
, life expectancy  is increasing so we refer to an old person as 
one over 70 years. However younger people, still feeling active, 
experience the same fear and ignorance when it comes to ICT. 
For this reason we are dealing in this section not with a target 
group called ‘older people’, but ‘over 55’s who on the basis of 
their age are likely to be less familiar with ICT . 
 
Having clarified that question we can proceed to underline the 
most outstanding results of our research regarding digital 
literacy and the over 55s  and mention some elements that 
could be to taken into account when planning and 
implementing campaigns aimed at this group. 
 
From the technological point of view it is advisable to set up 
the necessary technological infrastructure to minimise the 
problems of access to the internet and the resources provided 
for the courses. It is very important that the first time learners 
do not encounter problems of access that could discourage 
them from trying again.  
 

To enrol learners it is essential to make use of a widespread, 
strategic advertising campaign choosing the most effective 
ways and means targeted at the profile group.  It may be a 
good idea to coordinate the Internet courses with other 
activities offered to over 55s. taking advantage of other 
activities already attended by the target group. Here we could 
differentiate between people 55-65 years old, of working age, 
and over 65s, because their daily activities are different.   
 
If the course if for free (an offer much appreciated by this 
target group), it is important to underline this fact. 
 
As far as accessibility to technological infrastructure goes, it is 
important to avoid any increase in ‘technological fear’., We 
have to take into account also that we could be dealing with 
people having some physical disability  or at least some 
mobility problems, so the physical accessibility of the venue 
where the course is held is very important and much 
appreciated. 
 
To counter the ‘technological fear’ very common in people 
unused to the Internet, it is important without doubt to have a 
friendly approach , For this reason the teacher has, from the 
beginning, to keep a friendly approach and  encourage 
learners.; In addition, the contents of the courses have to 
demonstrate their usefulness for these people in order to 
answer the typical sentences “Why do I need the Internet?”, or 
“I am already too old - this is for young people”.  
 
People who are not fluent in written English can feel isolation 
from the internet because the world wide web was born in an 
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Anglo-Saxon language environment and English is the 
dominant language for 87% of the Web content Words like 
‘Internet’, ‘website’, ‘blog’, ‘e-mail’, are not part of their daily 
language. This is not a technological obstacle but is 
nevertheless a significant obstacle and hard to overcome. 
 
Last but not least we must also mention the positive aspects of 
digital literacy experiences with over 55s. Once the obstacles 
have been overcome, the level of satisfaction expressed by this 
target group regarding their introduction to PCs use and the 
Internet is quite high. In fact generally most of them show an 
interest in keeping the PC and using the Internet. 
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e. eLearning with Small and Medium sized 
Enterprises (SMEs) 
 
Scenario. State-of-the-art regarding the use of ICT by SMEs 
in Spain 
 
The business sector in the UE is composed of a large number 
of SMEs and micro-SMEs (under 10 employees), as well as by  
self-employed and single person enterprises without any 
employee. 
 
- Most of them have broadband connection to Internet 
- Only half of them have a website and only a few of them use 
it to buy and sell on-line. The fear of security issues is still very 
high in these kind of commercial transactions. 
 
When we asked SMEs why they do not take the initiative to be 
more digital, one of the most relevant answers was that they 
do not consider it to be very useful., They are not aware of the 
applications and services that could be useful for their 
business.  
 
Issues related to ICT that in our view and experience, concern 
more bother SMEs entrepreneurs  are: 

o Creation of a corporate website focused on eBusiness 
and well positioned for search engines 

o ICT training for their staff 
o Enterprise Resource Planning for SMEs to improve the 

management of orders and inventories 
o The use of eInvoicing to save time and paper 

Recommended activities to promote the use of ICT by SMEs 
 

• Dissemination. Holding an event with aimed at the 
interests of SMEs, in order to spread awareness of ICT 
and its possibilities. These activities could be: informal 
lectures for technology dissemination, seminars, 
workshops, congresses, press articles and leaflets It is 
also a good idea well to take part in trade fairs and 
exhibitions. 

• Advice Network Through this service you can provide 
feedback to questions related to new technologies both 
from a thematic or comprehensive point of view. 

• Assessment and certification of the level of digital 
competence achieved by enterprises and business 
associations. 

• Development of promotion strategies regarding  use of 
ICT focused on a given economic sector or business 
group. 

 
Action lines 

• Training and awareness:  
o Informal lectures with a sectoral focus. For 

instance, a “Technology Breakfast” where a 
successful case is presented and entrepreneurs in 
that sector can share their experiences and 
questions. In these events it is important to 
facilitate the interaction between SMEs and local 
providers of ICT, offering for instance, a list of 
these providers.  

o One to One training sessions about managerial 
skills linked to ICT. 
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o On-line training addressed to the development 
of specific skills, for instance: Internet, 
positioning in search engineers (SEO), e-mail, 
eBank, eInvoicing, digital certificate, on-line 
procedures set up with public administration 
(VAT, etc.), corporative networks, customer 
relation management (CRM) and integral 
management (ERP), etc. 

• Technological advice:  
o Replying to specific and real questions and 

giving information about public grants available 
for SMEs. 

o Integral technological consulting (individual 
assessment with competitiveness improvement 
solutions) 

- In this respect, it is best to link up with a network of 
ICT consultants or to sign agreements with ICT 
firms that offer this service. 

- It is also advisable to set up a Call Centre to offer 
support and advice..  

• Creation of a website to support SMES and to be a 
communication tool between SMEs and ICT 
providers. These websites must offer provide 
entrepreneurs with comprehensive information about 
the technological offer. This tool should also offer: 
o Download zone  

 Programmes and open source solutions 
that can be downloaded from the with 
Internet 

 Demos of commercial programmes 
 Utilities, antivirus, etc.  

 Free and paid-forying courses 
o Technical support 
o Frequently Asked Questions (FAQ) 
o Moderated forums about current ICT issues 
 

• Internet visibility 
o Creation of website with clear eBusiness focus 

 Web-based workshops: these workshops 
are useful to provide training about the 
use and management of web tools. These 
activities need to be sessions with one or 
two participants only. The content has to 
be practical (not theoretical). Open source 
tools are available for this function 

o On-line directories, especially with a sector 
focus.  

 This will allow SMEs to have more 
visibility on the Internet, even if they do 
not have their own website.  

• Financial support to acquire new technologies. 
o Public grants aimed at SMEs.  
o Facilitating and promoting the use of Internet 

for employees of SMEs even in their homes, to 
encourage their training and familiarity with 
ICT.  

 
 Aspects of every kind of training to take into account  

- In person training: very basic ICT issues, and above all 
related to managerial aspects.  
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o Internet centre network: it is very useful to have 
a network of centres with pc infrastructures and 
with technical support. 

o In the workplace: personalised courses focused 
on a specific group of workers of an enterprise or 
a group of workers in the same sector. 

o It is important to someone the role of 
encouraging  the learners. 

 
- Traditional distance training 

o Courses with paper material or CD-ROM, mailed 
to the user at home. 

o This is not advisable for the SMEs training. The 
lack of time and the loneliness can lead to a high 
level of abandonment. 

 
- On-line training (eLearning)  
 

o Focused to acquire certain skills, they are not 
very long duration (between 5-15 hours), with 
different levels and for users that at least surf the 
internet without undue difficulty. They are very 
useful for the manager of a small size enterprise 
who does not have enough time to attend a 
training centre. 

o It is advisable to set up an online forum for each 
course. It will be useful to keep in touch with the 
learners and encourage them.  

o It is very important that the learner engages with 
a tutor for every course, who moderates the  
forum and follows up the personal development 

of the learner. He/she has to encourage by 
sending messages and inviting learners to 
participate  in the Virtual Campus in order to 
avoid learner drop-out. 

o A the end of every module (or stage)it is 
important to introduce a self-assessment test 
through which learners can check what they have 
learnt up to that point. 
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10. Conclusions and recommendations 
 
This sub-section illustrates the conclusions drawn by the i-
AFIEL partners in relation to innovative approaches for a full 
inclusion in eLearning. The following themes will be 
discussed: lessons learnt, innovation in eLearning, 
recommendations, key actions and conclusions. 
 
a. Lessons learnt 
 
This section of the guidelines draws together several issues 
which have arisen from the partnership experience in the i-
AFIEL project and the result of best practices collected from 
other and similar eLearning projects and experts in the field. 
 
One of the main lessons learnt in the overall project refers to 
the fact that despite continuous innovation in technology, 
what really counts in eLearning is the method/process used 
online. The i-AFIEL methodology for example provides several 
indicators for measuring innovation but the main emphasis 
was not posed on the use of technologically advanced tools for 
teaching and learning. The same vision emerged also from the 
interviews undertaken during the project for the monthly 
project newsletter. The 3 synchronised workshops organized 
in each partners’ country, provided evidence of the same issue. 
For example, in the interview with Steve Mason and Luide 
Meah from the A4E project (UK) (i-AFIEL newsletter n. 3) it is 
assumed that rather than concentrating the attention on topics 
such as “common standards” in eLearning that only create 

more bureaucracy, it would be better to  focus attention on the 
learning process of the student. The learning process of the 
student is the primary factor. 
 
In eLearning, learning does not end with the end of the course, 
but it continues into lifelong learning. People can access the 
same course again, integrate it with new resources, finding 
new contacts online, becoming part of a community of practice 
and so on. The advantage for online learning over in presence 
learning is that the former is more personalized and people 
can choose what to learn, how and when to learn. When 
planning a digital literacy initiative it is important to reassure 
potential users as to the usefulness of that the learning and the 
pathway to which it leads. Users like to know that after the 
initial training period they have the possibility to progress to 
higher levels and improved skills. 
 
The adult student Luigi Polotti interviewed in the i-AFIEL 
newsletter n. 11, for example clearly supports this assumption. 
He states how he was satisfied by his eLearning experience 
since he had the chance to manage his learning process 
autonomously. Nevertheless he dropped out from the course 
blaming his lack of time and the slow internet connection. 
However it is important to note that in this case there was no 
interaction with other students or with the tutor.  The learner 
was left isolated and alone, the conditions which ten to lead to 
drop-out 
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Another important lesson learnt in the project was during the 
shared eLearning experience with the REFOCUS project team. 
The interview with the i-AFIEL team published in newsletter 
n. 12, provided evidence of how one of the most crucial and 
innovative elements in eLearning is the “prior assessment” 
carried out to assess learners’ real needs. Another significant 
element is the attention to be paid to the cultural differences 
in each eLearning context. It is necessary to adapt the key 
variables of the learning process to the differing contexts and 
environments in which it takes place. 
 
Furthermore, GVA’s experience in Internauta and Competic 
project teaches how in order to reach a successful digital 
literacy initiative it is essential to create a friendly and 
comfortable approach regarding the contents and the 
methodology of the training. If possible the opinion of 
potential users should be sought to discover what outcomes 
they would like to achieve from the course. 
 
GVA also used learner surveys to assess to what extent the 
aspirations of the learners was met and how the course could 
be improved. 
 
Technology is another element that requires particular 
attention in eLearning. Technology can be in many cases a 
“source of anxiety” for online learners and this if not well 
managed, can be the cause of the typical “student drop out”. In 
several cases, when dealing with women, deaf people, ethnic 
minorities and so on, the presence of technology could 
constitute an additional barrier for lifelong learning since no 
access to specific infrastructures are provided or the 

provisions do not take into account sufficiently the specific 
access and engagement requirements of these groups. 
 
Indeed, a kind of contradiction was underlined during the 
project in relation to technology and access: from one side, 
new social phenomena online try to enhance more 
collaboration and to recreate interaction and relationship 
between individual and groups (see for example web. 2.0). 
Social learning is reproduced online and strongly wanted by its 
users. On the other side, those disadvantaged categories of 
people that experience barriers in accessing technology cannot 
take advantage of these networks and of further lifelong 
learning opportunities. The paradox is constituted by the fact 
that researchers often assume that new technologies help 
people in overcoming the physical and socio cultural 
restrictions, constraints and barriers of specific groups 
(namely women, elderly, deaf and handicapped people and so 
on). 
 
Yet those very technologies can easily widen rather than 
decrease the gap of disadvantage because generic solutions do 
not always meet more specific needs.  We have seen in this 
document how people can be distanced by technology which 
has no place in their daily lives. Others can be distanced by 
lack of facility in the main language of the medium.  On the 
other hand, if the barriers can be overcome. Social network 
access could represent a big possibility for people to freely and 
equally express themselves online. The creation of virtual 
communities for networking groups is a clear example of this. 
The availability of infrastructure is a critical issue whether 
generally as in Spain or in minority communities for example 
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in UK. A lot of citizens argue that because they do not have a 
computer at home is it a waste of time to learn to use it. But in 
Valencia it was demonstrated that many people after receiving 
the training decided to buy a PC. In consequence a positive 
add value could be given to the initiative by providing some 
financial assistance for people to acquire equipment (and 
connectivity) at affordable cost. 
 
In order to keep the knowledge acquired, so in order to 
enlarge the effect of the digital literacy initiatives, learners 
consider it essential to keep practicing, but some of them state 
that they  have not got the infrastructure (PC) or if they have 
it, they are worried they might break it!! 
 
There are however still some other unsolved problems most of 
all in relation to e-inclusion for disadvantaged categories of 
people. For example, for deaf people acquiring skills in a 
written language becomes a crucial pre-requisite for accessing 
eLearning and the knowledge society. In this case the barrier 
which excludes is not technology it is language and the failure 
of society to ensure that Deaf citizens have access to 
mainstream written language. 
 
The presence of a tutor if sufficiently competent, could be a big 
help in overcoming the first impact of students with 
technologies. She/he can help students developing that warm 
and human contact essential even online for an effective 
learning process to take place. Innovation in eLearning is 
constituted by the fact that the tutor becomes a facilitator, not 
a teacher, and the learner becomes the real actor in the 
learning process. In i-AFIEL newsletter n. 3 Steve Mason and 

Luide Meah explained how in eLearning the teacher cannot be 
in presence and be in the same physical environment with the 
learning so what is missed is the physical contact. The contact 
with the learner takes place through the e-mail, messages, 
chat, etc.. The teacher should also accept the fact that in 
eLearning it is the learner that manages the process and the 
teacher/ tutor’s role becomes that of supporting the student in 
overcoming all the obstacles that can appear during the 
learning process online.  
 
Another key issue in innovation in eLearning is constituted by 
the kind of approach that is needed to be used in order to 
guarantee a full inclusion for all: Off-line plus on-line 
(blended) or just on-line training? In the Internauta initiative 
of GVA the use of a distance-training platform (eLearning), 
also applied to the model of training in the classroom that was 
the only modality offered at the basic level, precisely because 
of the target audience characteristics and the need to remove 
barriers of knowledge for beginners. This approach proved to 
be successful for the project. Indeed one of the most 
outstanding reflections to be made about blended or online 
learning is that the tutor is essential when starting a first 
approach to the PC and Internet and it is very important that 
the he/she makes students feel relaxed and encouraged, 
otherwise there is a high risk of drop-out. 
 
In another interview with Mike McLinden and Karen Guldberg 
in the i-AFIEL newsletter n. 8, eLearning was defined not just 
as a new way of teaching but as a new way of “learning”. This 
change of focus is crucial since this presupposes a new 
definition of learner: from a passive receiver of knowledge to 
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an active searcher for knowledge.   This shift in emphasis 
whether at higher education level or at basic skills levels, is the 
most significant change taking place in education and skills 
training, and challenges all the methodologies used in the 
educational environment for decades if not centuries.  It is 
only when the teacher/ tutor finds the way to be the navigator 
rather than the commander that the true collaborative process 
made possible by digital technologies will become a reality.  At 
present we are still at an early stage where much content is of 
traditional knowledge transfer mode to which have been 
appended interactive elements.  The aim is to establish the 
objectives of the learner and to help the learner find a route to 
those objectives.  This new way of learning (and teaching) will 
be more inclusive because of its start point with the students. 
 
In relation to marketing and communication campaigns issue, 
GVA’s experience provided lots of insights.  
 
GVAs large scale eLearning initiative was planned as a spiders 
web of stakeholders with the leadership at the centre ensuring 
the uniformity of the offer. By setting up agreements with, for 
instance, universities, public libraries, public internet contact 
points, chambers of commerce, unemployment offices, etc., it 
was possible to create a large network of classrooms where in 
presence classes could be held and where people could enroll 
to engage in online courses thus expanding the possibilities.  
 
Some key conclusive issues in communication campaigns 
could be 

• The choice of a famous and popular character or 
celebrity as "virtual tutor" can make the communication 

easier with citizens. In the act of diplomas delivery 
people showed their interest on being taught again by 
the famous actor.  

• The possibility of being informed through a public hot 
line about the course.  

• The possibility of being completely registered for the 
course via the public hot line. The registration process 
included the registration itself and  information about 
the course and the location of classrooms nearest to the 
citizen. The use of the distance learning platform for the 
registration, management and monitoring of the 
course. 
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b. Evolution to a new innovation in eLearning  
 
We would like to start this section of the guidelines presenting 
the evolution to a new innovation in eLearning as from the 
three simultaneous i-AFIEL workshops, that took place on 
June 2007 respectively in Milano (Italy) Valencia (Spain) and 
Walsall (United Kingdom). 
 
The discussion that took place between eLearning developers 
and learners produced several different innovative issues in all 
the three countries provoking interesting discussions. 
 
Innovation in eLearning should bring a “cultural change” not 
only in the concept of the tutor but also in the concept of the 
learner. The learning approach should be “user centred” and 
should support one to many and many to many 
communication. Learning online should not mean just 
providing downloadable materials to students but mainly to 
make them “main actors” of their learning process. Innovation 
in eLearning means that students have now the chance to 
build and create together new knowledge and content. The use 
of a “problem solving” approach is just one of the several 
examples of concrete application of this theory into practice. 
The use of simulations, virtual games and so on, seem to be 
other interesting solutions to it. The learning content should 
be appealing for adults, it should stimulate their curiosity and 
should be concretely based on their daily practice. Online 
learning should support people with constructive criticism. 
Adult learning online should help participants develop from a 
personal as well as a professional perspective 

In the same way, the online tutor becomes another key 
element of the process. She/he can be viewed as the one able 
at the beginning of the experience, to support and develop the 
social and human relationship with participants. She/he has 
the important role of filling the gap between the face-to-face 
and the online experience and to help participants to get 
familiar with technologies overcoming any initial anxieties. 
She/he needs to be flexible in order to adapt him/herself to the 
different contexts and eLearning experiences and to shift from 
an authoritative role to a more informal one becoming a guide 
that helps students finding their own way along the learning 
process according with their needs.  
 
Innovation in eLearning also means taking care of the specific 
target group and individual differences of participants online. 
The example of deaf people is significant in this respect. Deaf 
people cannot easily access eLearning and internet sources 
because they cannot read written language, normally using 
Sign Language The challenge of innovation in this case is 
constituted by the fact that written language needs to be 
translated into sign Language (of which there are many 
variations) Or eLearning could be used to teach Deaf people a 
written language (English as the most usable) purely as a 
written language not as a spoken language. 
 
From another angle, the challenge of innovation for women 
and over 55 people for example might be constituted by the 
need for them to be made more aware and better informed 
about the benefits that new technologies might produce in 
their lifelong learning and daily life and about the possibility of 
developing a more friendly approach with technologies. The 
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use of a blended approach of teaching and the use of initial 
face-to-face meetings seem to represent successful solutions 
for this purpose. 
 
Another key innovation challenge in our view is represented by 
the capacity to adapt eLearning to different contexts and 
experiences. The three local i-AFIEL workshops indeed 
underlined not only commonalities but also several differences 
as illustrated in section two of this work. Indeed while UK 
seems to have already started facing many of the innovation 
challenges here illustrated, Spain and Italy seem to be starting 
this process only now. The i-AFIEL methodology for example, 
tried not only to create a tool for a common quantitative 
evaluation of innovation in eLearning, but it also tried to give 
value to qualitative elements of evaluation in order to respect 
differences and to give voice to them. 
 
Innovation in eLearning as underlined by the i-AFIEL 
methodology is constituted by the combination of three main 
kind of elements: sociological, technological and 
customization. As from the indicators provided in the 
methodology section of the guidelines, emphasis seems to be 
posed more on the presence of sociological and customization 
elements (open work methodology, interactive, integrative, 
participative, independent, collaborative, intercultural etc..) 
rather than on technological one. (technologically advanced, 
easy to update, secure) This again constitutes in our view the 
main innovation and challenge for a full inclusion in 
eLearning: not just a problem of how to use technology and 
where to access it but mainly a problem of creating awareness 
about the “added value” produced by the use of new 

technologies for teaching and learning (continuous lifelong 
learning opportunities networking, collaboration, 
enhancement of social aspects). Moreover innovation is 
needed to be combined with “the project results” and so with 
the learners’ view of the experience. The approach to 
innovation should be bottom-up, beginning with the learner, 
and what the learner wants. 
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c. Recommendations 
 
We would like to present here some main recommendations to 
the readers as result of our experience and work in the overall 
i-AFIEL project for an innovative and inclusive eLearning for 
all. We will provide reflections under three main headings: 
social/pedagogical, technological and organizational. 
 
Social/pedagogical 
 
Under this perspective we think that innovation resides mainly 
in defining and designing a clear “teaching and learning 
strategy” in eLearning in negotiation with students. Specific 
attention should be paid to adapting the offer to the specific 
target group and to the specific context in which the offer is 
based. The enhancement of a more active role of learner and a 
more informal one for teacher requires also at European level, 
to devote more attention to the new meanings and 
characteristics possessed by these two main protagonists of 
the learning process online. 
 
Discussion about the need for the presence of an online 
learning community is significant. The learning process online 
could be conceived no more as just an individual one but as a 
collective one where each student can bring new knowledge 
and insights to the whole learning community a process  that 
can be managed by learners themselves. The tutor/teacher 
becomes  a facilitator and a guide available to offer help when 
needed. 

With the new young generation new social phenomena are 
taking place online: e.g. social networks, web. 2.0 . This is 
involving the production of new content and new ways of 
participation. In this way everyone can learn, can share 
knowledge and can take part in the life of the online learning 
community. 
 
This is one of the reasons why there is an urgent need to find 
new, original and innovative ways of providing eLearning, 
which should not be necessarily the simple transposition of 
face-to-face training onto the web. What is needed is to 
effectively produce that “extra-value” that eLearning 
possesses. The need of integrating in-presence and online 
training and so to use a blended approach to learning was also 
a suggestion made by Prof. Paolo Ferri during an interview 
published in the i-AFIEL newsletter n. 2. The issue was that of 
trying to reproduce online some elements of face-to-face 
learning like for example the use of instruments for social 
networking (wiki), for creating interaction, discussion, 
relationship, proximity and so on. He explained how the 
presence of an online tutor was crucial for this purpose and so 
helpful to the sharing of experiences and of knowledge with 
participants. 
 
In newsletter n. 5 the interview with Prof. David McConnell 
underlines another innovative element in eLearning: the need 
to support students in “feeling as a foundation element” of the 
course, developing in this way, clear relationships and 
expectations about the course from its initial stage. 
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McConnell in his interview continues to say that adult learners 
like to discuss their experiences and to see learning as the 
possibility of establishing further contacts, of sharing ideas 
and developing a sense of group work. Adult learners want to 
feel part of the community. If this does not happen online, 
they may feel isolated. Researches in the field show how in this 
case adults drop out from the course. The key point is that of 
providing more support online to people in order for them to 
be able to interact during the course. 
 
The problem is exacerbated by the fact that teachers are often 
not as competent as learners in using new technologies. 
Teachers usually try to reproduce a traditional face-to-face 
class online. However this is no longer acceptable and they 
have to learn how to develop interaction online rather than to 
preserve and transfer old contents to students. 
 
A similar vision is hel by Dr Scotti, discussed in the i-AFIEL 
newsletter n. 7. He not only emphasises the use of a blended 
approach to learning but also the creation of a series of online 
activities that might allow students to interact (quiz, forums 
and so on) and to collaborate in order to create reciprocal trust 
and a “positive atmosphere”. The tutor has the important role 
of establishing an informal collaboration with students and to 
put him/herself on the same level of students without making 
the student feel isolated. 
 
Last but not least Dr. Karen Guldberg in i-AFIEL newsletter n. 
8 discusses how the online facilitator has the important social 
role of creating from a disparate group of people a community 
of learners in which each individual feels secure and integrated 

and able to provide her/his own contribution without feeling 
afraid of being ridiculous in front of others. This is one of the 
ways of supporting a high motivation in online participation 
with adult students. 
 
Technological 
 
The main innovation in technology could be represented by 
the fact that more access and inclusion can be provided if 
“open source and free” software is exploited for eLearning 
purpose. Such software would allow people to access 
eLearning without of the high cost money in acquiring a 
proprietary software or eLearning platform.  
 
Technology should be user-friendly and should enhance online 
collaboration and interaction. For these reasons new tools 
supporting these aims might be created. According to the i-
AFIEL methodology indicators, technology should be 
transparent, easy to use, easy to access, secure, allowing easy 
updating of the learning content. In some cases technology 
should assure the use and the alternatives of both synchronous 
and asynchronous communication tools and should not cause 
excessive anxiety in learners. Technology in order to be 
innovative should be compatible with the course design, target 
group and aims. 
 
Today’s and incoming innovations are perceived both easier in 
one hand, and more intrusive on the other. The 
implementations of “advanced ambient learning” and of 
“disappearing PC” are emerging, trying to better address 
personalized (profiled) as well as community proximity 
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assistance effectiveness at large. More and more blended and 
inclusive eL solutions  are experimented, but incapsulated into 
(social) eGovernment, eHealth and eInclusion systems.  
 
The Open Source and Web 2.0 waves are recognized to have 
enabled a great shift, in opening a new era in which proactive 
people aggregated for the first time in the history in one 
collaborative-cooperative (global) network, can create-model-
progress-use-refine citizen driven solutions. As in few other 
sectors, this stage of the technology’s evolution is quickly going 
to enable new eL paradigms to be modelled from the direct 
creative involvement of the user.   
 
Therefore initiatives of setting methodology (as i-AFIEL), 
monitoring and quality assessment are considered of specific 
added value today, to help understanding and qualifying the 
new generations of eL-based services to contribute in the 
progression to full inclusion.       
 
As revealed in the interview with special needs experts from 
Birmingham University Mike McLinden and Karen Guldberg 
in i-AFIEL newsletter n. 8, technology innovation in their 
experience was central to new possibilities for guaranteeing 
inclusion and interaction in learning. Indeed the key word in 
their view is collaboration. Initially technology allowed us to 
communicate, but now new technology like VOIP, messaging, 
chats and so on, offer more opportunities for collaboration . 
Online students enjoy the experience of controlling their own 
learning process and working together with other peers. 
 

In another interview with Prof. Alfredo Ronchi in the i-AFIEL 
newsletter n. 9, it is quoted how among the several different 
ways of online teaching, new applications about the use of the 
games, of edutainment, simulations, and role playing (serious 
games) are of particular interest in this context and are based 
on direct experimentation of learning (learning by doing). The 
cooperative approaches of web 2.0 are significant in this 
respect. 
 
The final key point about innovation in technology might 
constitute in our view the importance of providing enough 
initial support to learners on how to access the tool and make 
the most of it. Steve Mason and Luide Meah in the i-AFIEL 
newsletter n. 3, stress that the topic and argument of the 
learning process online should be more important than the 
software and the hardware used in the process. Technology is 
just a tool and should not become the main priority and 
dominant factor for either eLearning developers or e-learners. 
 
Organizational 
 
Under an organizational perspective, innovation and inclusion 
in eLearning is characterised in our view by a several mix of 
factors namely: 
- freeing learning from the traditional constraints of time and 
space 
- building an effective communication strategy about the 
eLearning offer; 
- ensuring that there is a continuous process of information 
and communication about what is available and how. 



 

  147 
 
 

 
 G U I D E L I N E S  

- ensuring that the appropriate range of skills are available and 
engaged before any course development takes place 
- adapting the offer to the context and the target group of the 
moment; 
- effective launch events and campaigns , well organised, with 
clear messages; 
- involvement of ’champions’ to spearhead promotion; 
- networking with other relevant agencies, stakeholders, or 
public entities; 
- creation of a specific project website; 
- use of specific communications tools (such as specific 
websites for example) for eLearning initiatives. 
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d. Key point actions 
 
In conclusion we would like to summarize here below a 
number of prioritised action points that in our view should be 
taken into consideration for achieving innovation and 
inclusion in eLearning. 
 
1. Producing awareness about the cultural changes taking 
place involving the transition from traditional teaching and 
learning methods to the new role of the teacher/tutor and 
learner online. This means facing eLearning with a bottom –
up approach, involving learners as well as teachers in defining 
the course design according with their real needs (service 
customization); 
 
2. Paying more attention to the pedagogy of the learning 
process rather than just to the use of innovative technology. In 
this way innovative methods enhancing interaction, 
collaboration, community, integration, participation, 
networking, sociality, should support more e-inclusion and 
should be stimulate the use of more collaborative and 
interactive tools; 
 
3. Contextualizing and personalizing eLearning. Innovation in 
eLearning means being able to adapt the offer to the context in 
which it is based and to the target group of people it is 
addressed to. For example, the offer should consider the 
language capabilities of the target learners, and whether 
graphic can replace text to assist dyslexic learners.  To address 

the needs of many different groups it is essential to seek the 
assistance of learners in the deign process. 
 
4. Paying critical attention to an effective communication and 
information campaign. The way how eLearning is 
communicated, the tools, the key individuals and the methods 
used can be crucial to the success or failure of the project.. An 
effective campaign can help to create the necessary awareness 
in citizens about the added value of eLearning for their 
personal and professional life and the necessary knowledge to 
remove anxiety over technologies. 
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e. Conclusions 
 
Innovation for a full inclusion in eLearning is constituted in 
our view by a multiplicity of factors and not just by technology 
itself as illustrated also by the i-AFIEL methodology. Critical 
attention was focussed in the project on social, pedagogical, 
organizational and technological facets of eLearning. The 
combination of several of these facets and sub-facets 
depending on the context, depending on the target group of 
reference, depending on the objectives we want to achieve, 
produces different kinds of innovative approaches in 
eLearning that acquire value time to time, depending on the 
situation in which they are applied. 
 
It is critical indeed for a full inclusion for all to be sensible to a 
multiplicity of factors that are variables and context and target 
group dependent. We think that more practice in eLearning is 
needed not only for better improving and understanding e-
inclusion and e-innovation but also in order to learn how to 
make eLearning more effective and less technology dependent. 
 
It took many centuries for the traditions of classroom teaching 
to develop from small elite groups to become widespread 
through education systems.  In the last twenty years as digital 
technology has changed the face of communication and has 
allowed the storage and transfer of huge numbers of words in 
milliseconds, a new world of opportunities for learning and 
discovery has emerged   
 

Through the i-AFIEL project, in the partners own experiences 
with eLearning and the broad based research and discussion 
with experts and practitioners, we have discovered that most 
eLearning is still based on traditional teaching methods being 
squeezed through a new method of output.  Until now the 
worldwide web has been largely based on words – but with 
video streaming now available will that create a new change in 
teaching and learning possibilities? 
 
In order for eLearning to work and to be inclusive, as no 
education process has been before, it will require teacher 
training to produce a new kind of teacher, to work with 
content developers who will learn to use the wide variety of 
technologies available to learners, and technology developers 
who will link their vision to that of the content providers , so 
that the learner enjoys a seamless and rewarding experience. 
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