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Example Service description
This document is designed to provide an overview of the sort of information that needs to be included in a service description, with indicative content culled from service descriptions developed as part of Cascade to illustrate in more detail the exact nature of the information and level of detail required. Commentary is in red, example content in black. 

This document describes the xxx service which is available to the Department for Continuing Education.



Overview of the service

Describe the service at a high level e.g.

Moodle is a Virtual Learning Environment (VLE) which makes it easy to provide online support for a course.  Moodle provides a central space on the web where students and staff can access a set of tools and resources anytime anywhere.

The purpose of the VLE support for courses service is to facilitate the process by which all appropriate courses can set up a Moodle space to support their course and, if required, use online assignment handling.
This service allows course teams to create and customise a Moodle space for their course, either from a template or by copying an existing Moodle space used by them in a previous year. Users (students and tutors) can be added by staff either in bulk or individually as required through a separate process.



Using the service

Describe how stakeholders can use the service e.g.

The service provides the following functionality:
· Setting up of a Moodle space (from a template or an existing Moodle space) 
· Adding users to a Moodle space 
· Allowing online assignment submission (for more information see online assignment submission service description)

· Editing of the Moodle space by nominated staff to fit the requirements of the course team
· Hosting of the Moodle space for the duration of a course

· Archiving the Moodle space once a course is complete (see terms below)

Insert any flowcharts that might help clarify the how the service works e.g.
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Figure 1. Course life cycle flow chart

Requesting a Moodle space
This service is normally available to all Award bearing courses. If your course does not fit into this category please contact your Divisional manager to discuss suitability.
Moodle spaces must be requested at least 2 months before the course launch date.

Users should be added at least 2 weeks before course launch date.
TALL can only launch a maximum number of Moodle spaces at one time, if your course launches at a popular time (e.g. in September or October) it may not be able to launch it on the day the course starts.  With this in mind you are encouraged you to consider whether you want to launch it at an earlier or later date prior to requesting a Moodle space.  If your Moodle space cannot be launched on your first choice date we will let you know and suggest an alternative, at least 1 months before the course is due to start.


Access  

Include information on how access to the service is controlled e.g.

Access to a Moodle space can be controlled by two mechanisms:

1. Award bearing courses: Course team supply a list of students and staff to TALL through the Moodle request page – TALL supply usernames and passwords to course team who email these to students.
2. All other courses: Self registration using an enrolment key (a password supplied to users which they input to be allowed to register) 

Note non-award bearing courses can also use method 1 if required.
Access to the Moodle will be granted to:

· Students enrolled on the Moodle space.
· Relevant administrative and academic staff on the course team to enable them to view, and if required edit, material in the Moodle.
· Markers, Course Director and a member of the Registry team if the course chooses to use online assignment submission.

· Relevant members of TALL to oversee the technical administration of the Moodle and provide support.
· Any other person for whom the course team approve access.  

Levels of access (roles)

The default roles are as given in the following table. Modifications to these may be possible; please contact TALL if this is required. 
	Departmental role
	Moodle role 
	Description 

	Student
	Student
	Can view a course, participate in activities and submit assignments

	Course Administrator
	Editing Tutor
	Can edit the Moodle and set up and view assignments

	Course Director
	Course director (based on editing tutor)
	Can perform course director role in Registry workflow, mark assignments and edit and update course 

	Tutor (non editing)
	Non editing tutor
	Can view a course and mark assignments 

	Tutor (editing)
	Editing tutor
	Can view a course, mark assignments and edit and update course

	Registry
	Registry (based on editing tutor)
	Can perform Registry role and set up assignments

	Moderators/External examiners
	Non editing tutor
	Can view a course, including assignments in Moodle

	TALL staff
	Staff (based on editing tutor)
	Can view, edit and update course and view assignments. 




Responsibilities

Provide a full overview on the responsibilities of the providers and users of the service e.g.

Course team
· Course team should ensure they have the correct divisional approval for creating a Moodle space. Consult your Divisional manager for the correct divisional procedure. 

· Course team must request a Moodle space 2 months in advance of the course start date to enable TALL to generate the Moodle space in enough time for them to then make their updates and add users at least 2 weeks prior to course start.
· Course team are expected to ensure that all students enrolled on a Moodle space are current students who have paid course fees and to notify if any students or other users need to be removed from the Moodle space. 

· Course team must provide login details to all users – this should be done by using one of the two pro forma emails provided http://cascademoodle.conted.ox.ac.uk/course/view.php?id=47 (for either enrolment key or password access) which can be edited by course teams for their course.

· Course team must be aware that a Moodle space is visible for the duration of a course, and should consider carefully the impression that readers will form, both of them and of the University. 
· Course team should also bear in mind the legal constraints that may apply to material they publish by this means; in particular they must not post any resource or image for which they do not have copyright permission to use.  For guidance on permissible use see https://weblearn.ox.ac.uk/portal/hierarchy/info/copyright 
· Course team must ensure that all assignment marks have been made available to students on the system by the Moodle space shut down date – if not all assignment marks are back by this date they must request TALL for an extension by emailing xxx.
· Use of these facilities is covered by the University’s ‘Regulations Relating to the Use of Information Technology Facilities’ at http://www.admin.ox.ac.uk/statutes/regulations/196-052.shtml. 
TALL

· Hosting all Moodle spaces

· Setting up a Moodle space within 1 week of the request for a Moodle space
· Adding/removing users within 1 week of a request to add/remove users

· Maintaining currency of templates

· Managing the Moodle users Moodle
· Providing a support service

· Providing documentation and training as outlined below



Shut down and archiving policy

Provide information on shut down and archiving policy e.g. 

A Moodle space will be shut down on the date supplied by the course team when the Moodle space was initially requested. Note it is the responsibility of the course team to ensure there are no outstanding assignments at this point and to notify TALL if there are changes to close down date.
Award bearing courses will be moved to an archive Moodle once they have finished. They will be available to staff but not to students. They will remain on here for one academic year, after which they will be archived off line for a further year, thereafter they will be deleted. Assignments will be retained separately according to Registry’s requirements.



Support and training

Provide information on support and training available to users of the service e.g.

Information for users is given through the Moodle users moodle http://cascademoodle.conted.ox.ac.uk/course/view.php?id=47 . This includes guidance on requesting a Moodle, adding users and support and documentation. 

There are Moodle help drop-in sessions on the every month in Rewley, if you are anticipating using this service for a question go to the Moodle users forum http://cascademoodle.conted.ox.ac.uk/mod/forum/view.php?id=2867  and check that there is not already an answer there, if not please post your question so that the team can ensure they are able to answer this at the session or online if appropriate.

Help for students in the first instance should be through the course team and the online support website, http://onlinesupport.conted.ox.ac.uk/.  However if students have major problems additional help is available though xxx.   



Availability of the service

Provide information on the availability of the service e.g. 

The service will be made available to eligible Departmental courses from early 2011 and funded centrally by the Department.
· The service operates at all times. 
· If a fault is notified between 09:00 and 17:00 on a working day TALL or IT office will commence investigation as soon as possible (provided that no similar fault is also being handled by the same team) If a fault is notified outside these hours, TALL and the IT Office will use reasonable endeavors to attend the fault, but no funding is allocated to this purpose. 

· All Moodle spaces will be backed up once daily.
· All updates will take place in our at risk period 8:30 to 10:30 on Thursdays this may require the system to be down for up to an hour but is unlikely to happen more than once a term and will never take place during course launch period unless it is an emergency.

If you cannot access Moodle please:
1. Check the Departmental twitter feed http://twitter.com/contedit which provides the current known status of Departmental systems and any action being taken to address faults.
2. Check the OUCS page http://status.oucs.ox.ac.uk/  which provides the current known status of University and any action being taken to address faults.
3. If there is no indication from either of these sites that the problem is know and action is already being taken please contact TALL IT Help tallithelp@conted.ox.ac.uk


Feedback

Indicate how users of the service can feedback to providers e.g. 

Please let us know any feedback and comments on the service by emailing Marion Manton on marion.manton@conted.ox.ac.uk. 


Additional services

Indicate if there are any additional or associate services which users may be interested in e.g.

TALL can offer a bespoke course design and development service which is especially recommended for fully online courses.  Phone TALL on 80978 or email on tall@conted.ox.ac.uk for further information.
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