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ABSTRACT: 

Open and Distance Learning has become a legitimized mode of education in the present day world. Both the 

developing and developed countries of the globe have embraced it as a cost-effective model for providing 

higher education to a large segment of the population. In India also since the establishment of a centre of 

correspondence education in Delhi University in 1962, this sort of institutions has gained popularity and 

acceptance. This ‘non-conventional’ system is gradually trying to dominate and may soon replace the 

conventional and full-time contract education system especially in the field of higher education all over the 

world. Naturally, the enrolment in distance learning programmes has also multiplied. In distance education, 

student support services (SSSs) plays a crucial role. Learning support lists the assistance provided by the 

institution in the actual process of learning. It is a fact that the success of distance education depends largely 

on student support services provided to distance learners. This paper analyses the effectiveness of student 

support services on the basis of feedback received from the learners. In addition, the paper discusses the 

internet-based delivery mechanism, need & role of student support services, decentralization of activities; 

and thereupon recommends suggestion for ensuring quality services in the near future. 

Key words: Open and Distance Learning, cost-effective model, higher education, students support services 

(SSSs), quality services. 

 

INTRODUCTION: 

The open & Distance Learning (ODL) has become an integral part of higher education globally. Infact, the 

universal demand for education, thirst of knowledge and the failure of the mainstream education system in 

catering to the increasing demand for higher education are the major contributory factors behind the 

emergence of the OLD system. The success of this new mode of education largely depends on the effective 

student support system. 

Student support services (SSS) are the cluster of facilities and activities that are provided to make the 

learning process easier and interesting for learner. It is a range of services for students in groups, which 

complement the course materials that is uniform for all learners. The function of student support services is 

to mediate the standard and uniform elements of course materials and other administrative service, primarily 

through recognizing differentiated learner needs. Support services for student may typically include enquiry, 

advice and admission services, tutorial and counseling services, study and examination centres and elements 

of continuous assessment and individualized correspondence teaching. The division of labour between 

standard elements and student support services remains the true irrespective of medium.  

The term ‘Student Support Services’ is used for those parts of a distance or electronic learning courses, 

which are additional to the provision of course content. These student support services can be either ‘learner 

support’ or ‘learning support’. 
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Learner support comprises all the assistance provided by distance education or a clearing system that 

matches the facilities which a face-to-face system provides for the success of its students. The learning 

support lists the assistance provided by the institution in the actual process of learning to ensure that the 

learning takes are preformed successfully. 

OBJECTIVES OF THE STUDY: The objectives of this paper are— 

i.To understand the need and roles of student support services (SSS).  

ii.To examine the learners’ perception about the SSS provided by the Distance Education Institution, 

(DEIs) 

iii.To suggest measures to improve the provision of SSS in DEIs. 

RESEARCH QUESTIONS:The researcher has conducted the study on the basis of the following research 

questions— 

i.What is the role of student support services (SSS) in Distance Education? 

ii.What are the needs of SSS? 

iii.What are the opinions of distance learners towards student support services? 

iv.What types of facilities are given to the distance learner through SSS? 

v.What are the suggestions of distance learners for the improvement of SSS? 

TOOLS USED: A questionnaire is used to know the opinions of distance learner. The questionnaire was 

developed by the researcher. It was used and standardized by the present researcher. Different books and 

articles were also used for the purpose of this study. 

POPULATION & SAMPLE: Distance learners of West Bengal formed the population of this 

investigation. The sample consists of 200 distance learners from 4 study centres of Kalyani University in 

West Bengal. All the samples were taken from PG level of ODL system of Kalyani University. The 

researcher followed the purposive sampling procedure for the selection of samples. 

METHODOLOGY:This study has two parts. In order to achieve the objectives, survey method was 

applied to access distance learners’ opinion on SSS. This is a part work. 

The other part of the study was based on historical work. There were so many books & articles were 

consulted during the study period. Both qualitative and quantitative methods were used to analyze the data. 

DELIMITATION OF THE STUDY:  

1. The research work is confined to 4 study centres  and 200 distance learners only. 

2. On the other hand, only a limited books & articles were historically and philosophically 

analyzed for this purpose.  

REVIEW OF RELATED LITERATURES: 

The researcher presents her limited acquaintance with some of the related studies as under— 

Tyagi et. al, (1992) noted that IGNOU students did not find the study materials difficult. However, they 

suggested that course materials should reach them in time and should be made more elaborate and 

interesting.  

Haughey and Fenwick (1996) provided yet another insight into the attitude of tutors towards distance 

education. Their study of 181 school superintendents and staff established that “face-to-face” is essential to 

the learner.  

In analyzing the perceptions of distance students of Andhra Pradesh Open University (APOU), Ashalatha 

(1990) found that course materials and counseling sessions were highly useful to the students, but that the 

library facilities and audio-video programs were very poorly used by them. 
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ANALYSIS AND INTERPRETATION OF DATA 

Concept of student support services: 

The distance education is gradually increasing and spreading its wings through over the world. In India, a 

large number of students take education through distance mode. To meet the needs of distance learners, 

‘Student Support Services’ (SSS) is required. It is designed to assist participants with enhancing their 

academic skills. SSSs in distance education serve as the interface between the institution and the learner. 

The organization and functioning of students support services is related to the activities/products of different 

sub-system of distance education and focusing learning process towards curricula development, course 

material preparation and delivery mechanism. 

Need for student support services: 

These services assist the student population, parents and the entire school community in establishing a full 

range of prevention and intervention systems that promote healthy development, provide early intervention 

to address problems as soon after onset as possible and assist with chronic and serve problems. To address 

students’ emotional, behavioral, mental and physical health needs, that every ODL district develop, adopt 

and implement a collaborative approach to service delivery that involves effective use of student support 

services personnel, parental involvement and community-based resources. 

i.Benefit to student: 

Student support services specialists— 

a) Help educators, administrators, other staff members and parents understand & respond 

effectively to the health and social factors that affect student learning. 

b) Identify risk factors, such as physical deficiencies, communication disorders or emotional 

challenges that impede learning and 

c) Provide prevention and intervention strategies. Often, these interventions are described in 

students’ individualized plans, such as their individualized health care plans, individualized 

Education programmes and student success plans. 

 

ii.Benefit to Families and the community: 

Home and community are critical environments that influence students’ well-being and educational 

progress. The involvement of family members should be a primary component in the delivery of services. In 

partnership with teachers, administrators and other school staff, Student Support Services specialists build 

connections between home and school, especially when parents need help in understanding their children’s 

educational needs and their own role in encouraging learning. 

 Student Support Services Specialists understand the community and its impact on the lives of students & 

families and can link the home& school to community resources, expedite appropriate referrals and 

facilitate communication among home, school and community services. 

 

ROLE & FUNCTIONS OF SSS IN DISTANCE EDUCATION AT  DIFFERENT STAGES: 

SSS plays a pivotal role in the success of distance education. As a distance educator one should know why 

the learners need support, what kind of support a distance learning institute may provide, who can provide 

support and so on. The services and its activities involved are being discussed in the following ways— 
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1. Regional/study centres: 

The studies reveal that Student Support Services are required at regional/study centres should have the 

following nature— 

 Location should be identified geographically. 

 The centres should be equipped with minimum education infrastructural facilities. 

 Providing linkage to headquarters. 

 Acting as nodal agency at state/regional level. 

 Undertaking academic activities relating to student admission, counseling, conduct of 

examination, etc. 

 Carrying out research or programme implementation and evaluation. 

 Understanding public relation and promotion activities through press and broadcast. 

2. Pre-admission service: 

At this stage, the learners need information about programme, courses, entry requirement, application 

procedures, rules and regulations of the institute and so on. 

3. Post-admission services: 

 Material dispatch. 

 Library services. 

 Examination & evaluation services. 

 Financial support. 

 Technological services. 

 Medical services. 

 Other services— 

- Change of address. 

- Change of electives. 

- Change of medium of instruction. 

- Inter-centre transfer. 

- Issue of ID cards. 

- Issue of migration certificate. 

- Arrangement of contact programmes. 

 

4. Assignments Handling: 

 Preparation and storage of audio/video programmes. 

 Distribution of printed materials, and audio/video programmes to regional and study centres.  

5. Conducting term end examination: 

Generally the term end examination of the distance learning institutes is held to the designated study 

centres. 

6. Information services: 

 Regarding admission, 

 About various programmes/courses launched by the institute. 

 Regarding examination, counseling services, etc. 

7. Library services: 

The study centre has a library which may provide reference books and audio-visual aids as supplement to 

self-learning material. The learner may use these one specific days and time decided by the centre. 
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8. Examination and Evaluation Services: 

 Preparation of guidelines for the conduct of examinations and evaluation of assignments. 

 Conducting entrance tests for admission to programmes, wherever necessary. 

 Selection of examination centres. 

 Conducting examination procedure. 

 Arrangement for evaluation of answer scripts, etc. 

9. Counseling services: 

Student counseling and related advisory support function can include- 

 Course choice and programme planning. 

 Study methods learning support (e.g. time management, writing skill. Examination 

techniques). 

 Administrative problem solving concerning the student’s relationship with the institution. 

 Financial advice in relation to course fees. 

 To respond to students queries, problems doubts about the course material. 

 To assist students to become independent learners by helping them to develop sound skills 

appropriate to distance education. 

 To evaluate assignment responses, and give feedback to students. 

 Personal support. 

 To encourage and support students to overcome the barriers to learning or to take academic 

decisions.     

 ANALYSIS OF PERFORMANCE OF THE STUDENTS SUPPORT SERVICE SYSTEM (SSSS) 

SSSS is the crucial component of success in ODL. Since learners come from a traditional system, in the 

beginning they are not able to appreciate the unique features of ODL.  Counseling is very important before 

joining and an informative approach has to be adopted to woo the learners. Timely feedback is also very 

important component in ODL. In view of the prevailing circumstances in the SSSS, distance learners may 

be contacted to know what exactly a kind of support they aspire by posing a questionnaire to them. 

About 200 distance learners pursuing different programmes contacted purposefully to know about the 

performance of the services rendered by the Distance Education Institution. They have been asked about 25 

questions on the services indicted A to J below.  
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In response to the questionnaire, 37 learners were responded. Learners opined that in respect of getting 

admissions is very comfortable and easy process. But they are not having correct information on their 

queries. So far as post-admission activities and examination related services the learner are divided into two 

equal groups approximately. Most of the learners do not have clarity on utilization of satellite services and 

audio/video programmes. But they want that audio/video system should be available at contact centres. The 

learners desired to see a big change in the attitude of the staff of the centres. They feel that they are having 

more problems in the assignments. Interestingly, most of the students would like to have ICT- based service 

system. Most of the learners think that library facilities of these centres are very poor. They think these 

facilities must be increased. Finally, all learners need the improvement of the system. The survey clearly 

mentioned that there is an urgent need for re-design of the entire support service system. 
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SUGGESTIONS RECEIVED FROM THE LEARNERS 

The students of distance education (PG level), give a lot of suggestions for the improvement of student 

supports service (SSS). Some of their suggestions are given below- 

a. Introduction of ‘Student Help Guide’ in print form. 

b. Introduction of on-line system. 

c. Introduction of automation in all support services. 

d. Supply of audio/visual materials to the contact centres. 

e. Supply of counseling and teleconference schedules in advance. 

f. Increase the number of contact classes. 

g. Publication of examination results in time. 

h. Dispatch of course materials within time. 

i. Updating of website time to time. 

j. Good library services. 

k. Responding to learners’ complaints as soon as possible. 

l. Arrangement of a help line to each centre. 

m. There should be a financial assistance service to the needy learners in terms of subsidy. 

 

CONCLUSION: 

Student Support Services make up the element of distance education most nearly similar to traditional 

education. It is the interface between the institution and its students. Student Support Services have to take 

cognizance of the course materials, which from the major part of the traditional role, as well as of the other 

sub-system. Distance learners expect Student Support Services to accommodate them from their certificate 

or degree. They expect rapid responses to requests for advising, career and academic counseling services 

and library resources. 

Implementation of a comprehensive programme of institution-based support services will help students to 

become self-sufficient, healthy and productive adults. Many students face challenges that place them at risk 

for educational failure, including poverty, family dysfunction, and emotional trauma, linguistic differences 

and community violence. By adopting a preventive, whole-child perspective and providing a wide range of 

interventions, institutions will be better equipped to reduce barriers to learning and enhance healthy 

development. Studies have shown that institutions with a continuum of developmental, preventive, remedial 

and support service enhance the capacity of all students to achieve academic success and personal well-

being. 
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