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In the present paper an attempt has been made to analyse the perception of successful 
learners on vital issues of Student Support Services (SSS) including conduct of 
counseling session, feedback on evaluated assignment and administrative support during 
the course of study provided to the learners. Efficient and effective SSS can play 
important role in facilitating the learning and learning outcome.  The feedback of the 
successful learners can effectively be used to further strengthen the system of programme 
delivery and can also be essential for the educational planners, teachers and policy 
makers to necessitate the corrective measures so that desired changes in the system could 
be conceded simultaneously. In the present study an attempt has been made to analyse the 
perception of successful learners with respect to support services provided to them during 
their pursuit to learning.  Paper also analyzes the profile of the successful learners and 
comparative analysis has been made in respect of gender, social profile and background 
of the learners. The study is based on the primary data collected from 855 successful 
learners and its analysis by applying statistical tools such as chi- test.  The result of the 
test and analysis is placed in the coherent frame of the study and is very useful for 
initiating corrective measures to further strengthen the system. Therefore, suggestive 
measures are also recommended for the benefits of education planners and policy makers 
in Inida and which can be replicated in the similar socio-economic and geophysical 
setting across the world which in turn will facilitate the learning objectives of future 
generation of learners. 
  
KEYWORDS: Student Support Services, Face to Face Counseling, Assignments, 
Learners Support Centres 
 
Introduction 
 
In India, Open and Distance Learning (ODL) has witnessed phenomenon growth in terms 
of student enrolment and accessibility during last three decades, particularly after the 
inception of Indira Gandhi National Open University (IGNOU) in the year 1985. At 
present one Central Open University, 13 State Open Universities, one State Open Private 
University and 112 dual mode Institutions of higher learning are offering various 
programmes through ODL in India. The total enrolment of higher education in India is 
34.2 million and Gross Enrolment Ratio (GER) for age group 18-23 years has been 
computed to 24.3 percent (AISHE 2014-15). The enrolment of Distance Education is 
considered to be 11.14 percent of total enrolment in higher education  which includes 46 
percent female enrolment. Therefore the total enrolment of ODL is 3.81 million. IGNOU 
alone enrolled 0.821million learners in higher education during 2016-17 which is 21.54 
percent of total ODL learners in the country. The cumulative student strength in IGNOU 
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is 3.03 million (IGNOU Profile, 2017). The phenomenon growth in enrolment 
particularly in IGNOU was possible due to its vast network of 21 School of Studies, 67 
Regional Centres(RCs) and 3136 Learner Support Centres (LSCs) of different nature 
spread across the country.  In order to provide academic couselling at the LSCs 58400 
Academic Counsellors (ACs) are empanelled throughout the country. This paradigm shift 
of learners from conventional system to ODL is mainly due to its relaxed entry rules in 
terms of place, pace and duration of the study as well as availability of diversified 
learning packages including print electronic and online support. Therefore, in the present 
paper the perception of successful learners have been analysed with respect to various 
dimensions of students support services taking the case of IGNOU. 
 
Although in ODL the learners are separated physically from their peers, nevertheless, 
face to face (f2f) counseling, Extended Contact Programmes (ECPs), practical, 
workshops and seminars provide them unique opportunity for developing peers and 
whatsapp groups for sharing the information pertaining to their study. World Wide Web 
(WWW) has become common utterance for distance learners in the prevailing 
circumstances because of their reliance for on-line support services for admission, re-
registration, submitting examination forms and downloading confirmation letters, identity 
card, Hall tickets for examination and registering their queries on iGRAM, application 
which is recently launched by IGNOU for redressal of Students grievances. Therefore, 
the growing awareness has posed serious challenges before educationists, planners and 
policy makers to adapt to the technological changes (Dimri, at. el 2009).  Use of internet 
has not only captured the attention of urban learners, nevertheless it is now equally 
popular among rural learners. Therefore, necessary adjustments are required on priority 
basis for providing learner support services through on line platform such as  operating e- 
board and self guided dashboard for academic support which include counseling and 
assignment handling. MOOC and OER are likely to bring paradigm shift in programme 
development and delivery, therefore, ODL institutions   are bound to make necessary 
adjustment in programme development and its effective delivery.  IGNOU has visualized 
the implications of large-scale use of Internet by its learners in times to come and 
initiated corrective measures to provide on line platform for admission, re- registration 
and submitting examination form by establishing full fledge e-support Unit for providing 
support services to the learners.  
  
The use of modern means of communication and educational technology to supplement 
the learning stated in IGNOU in 1991 by out sourcing production of Audio-video 
programmes, nevertheless it gained momentum with  the  establishment of Electronic 
Media Production Centre (EMPC).( Khan 1998).  Therefore it has equipped its LSCs 
with teleconferencing facilities to facilitate tele-counseling, where one way video and two 
ways audio were possible. However, at present with the help of EduSat two ways video 
has become reality. The educational input is also provided through Gyan Darshan and 
Gyanvani, interactive radio counselling and on line interaction by using EduSat and 
Sakshat Portal, which are specially designed to supplement the on line interaction. 
Therefore, EduSat and Shakshat Portal have added new dimensions to ODL system, 
particularly in India. With facilities both ways audio-video interaction and opportunity of 
on line interaction and chatting with the tutors would encourage a large number of 
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learners to join ODL system. In the recent time IGNOU has switched to webcast 
technology which was initially used for organizing monitoring meeting with its RC for 
resolving administrative and academic issues. With the successful implementation of 
webcast and considering its usefulness the function of last two Convocation was 
organized simultaneously at its hqrts and RCs and in time to come it is likely to be used 
for academic support including e-counselling.    
 
REVIEW OF LITERATURE   
 
Student support services played a crucial role in the success of distance education; 
however the success of distance education depends if  the degree, diploma and training 
certificate obtained through ODL are accepted  nationally and internationally. The ODL 
has faced several difficulties during the first 100 years  of its inception because distance 
accreditation was not accepted, the correspondence image was rejected, university 
professors criticised education at a distance (Keegan 2017). It was not until the 
foundation of the open universities in the 1970s that this image began to change. 
Although the course materials produced by the Open University of the United Kingdom, 
the Fern Universität in Hagen in Germany and the Universidad Nacional de Educación a 
Distancia in Madrid, Spain were highly praised, it was the student support services and 
feedback provided by these universities that enabled distance education to come of age 
(Keegan, 2017).  
 
The better ODL system has emerged as an alternative as well as complementary channel 
of education and training in India. It has already established its credibility and 
recognition. The growth of distance education, both quantitatively and qualitatively, has 
been phenomenal during the three decades, particularly after the introduction of the 
single mode open universities in the country. Further, the application of ICTs gave a 
major fillip to the accelerated development of distance education. Therefore, role of 
distance education is going to be more and more predominant in the coming decades. The 
process of convergence between distance education and conventional education is 
becoming faster and the convergence will continue to be necessarily fast in the future 
also. There is an immediate need for the planners and policy makers to formulate 
necessary policies and strategies so as to enhance the quality of distance education in 
India (Panda et.al 2005). 
 
A grid developed for the analysis of student support services in elearning by the Socrates 
project ‘Student Support Services in elearning’ identifies clusters of tools under the 
headings ‘learner support’ and ‘learning support’. The learner support grid comprises 
information, guidance registration, integration, final results, accreditation assistance and 
guidance on further study (Torstien, 2003).  
 
Tait, (2003), gives a reflective analysis of the role of student support services in distance 
education.  He elaborates that students needed support because they might be 
pedagogically weak in the theoretical sense and not interested to interact with other 
students. The reduction of drop-out is associated with student support, especially student 
guidance and counselling, tutor support, and effective information and administrative 
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systems all provide a range of activity that impacts not only in terms of teaching but also 
affectively, that is to say reinforcing the student sense of confidence, self-esteem and 
progress. Third one is the nature of learning which is a further mode of explanation for 
student support, especially for tutoring in group work in study centres or online and in the 
teaching given through the return of assignments, lies in the impact this makes on the 
learning process. Essentially this has been termed ‘mediation,’ that is the role that the 
tutor performs in relating the teaching content to the student as an individual in her or his 
situation, including the social, economic, geographic and cultural dimensions.  
 
 Trait further elaborates that the avoidance of avoidable drop-out has always been a goal 
of distance education systems, which are often compared with conventional colleges and 
universities in spite of the fact that their students are normally older, have families and 
are in employment. There can be little doubt that at the Open University of the United 
Kingdom in particular, the rich provision of student support services solved the drop-out 
problem and this contributed greatly to the status of distance education worldwide. Tait’s 
further argument from the nature of learning is an important one. The provision of 
feedback is an important dimension of the education process and feedback on student 
work is a characteristic part of student support services. 
 
The identification of student support services in elearning has been commented on by 
Thorpe, (2002).  She argues that the use of computer-mediated communication (CMC) as 
an integral part of the design of distance taught courses raises interesting challenges to 
our thinking about course design and learner support. The design of online activities is 
integral to both learner support and the course content, with new possibilities for open 
and distance learning as a result. Where the learning group itself is a resource for study 
and personal development, it also becomes feasible to orientate courses and programmes 
towards local teams and communities. Online tutors play a key role and need to develop 
‘the technology of conversation' and expertise in the design of activities, as part of their 
facilitator role. 
 
In order to provide effective and efficient support services (Pandey et. al 2005), it has 
been observed that development and maintenance of support services, are the major 
considerations in the open and distance learning system, particularly to create, a sense of 
ownership among the learners. There is insufficient public understanding of distance 
education functions and awareness about concerns regarding its quality assurance. Even 
though distance education systems and practices greatly vary and are context-specific, the 
experts in the field consider quality assurance as the common priority (Dainiel et al., 
2005) (V.S. Prasad, p342, 2005).Distance Education is essentially a mode of education 
whose main focus is on helping learners in their learning. This mode of imparting quality 
education has crossed many stages of evolution starting from private study to 
correspondence courses, distance mode and then open and distance learning. 
 
The revolution in communication and information technology in distance education is 
providing a wide range of media to choose from print media, audio-visual aids, radio, 
television, broadcasting and telecasting, teleconference, satellite communication, 
computer aided learning, fax, telephone teaching-mail etc., besides face to face 
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interactive programmes like personal contact programme and week-end programmes for 
instructional delivery and effective two-way communication to the distance learners 
(Naidu, June 1999). These multi-media technologies or Modern Technologies are used at 
home or in the study centers in various parts of the country.  Educational technology or 
Modern Technology is undergoing a rapid expansion and it offers an interactive and user-
friendly approach in imparting information to the learners (Andrew, 1997).    
 
It is in this context, present paper seeks to analyse the feedback of successful learners on 
the student support services with respect to counselling and evaluation of assignment. 
Therefore paper aims to address various issues pertaining to counselling and evaluation 
of assignment which include receipt of counselling schedule in time, level of counselling 
conducted at LSC and academic input provided during counselling sessions.  Similarly 
various issues pertaining to evaluation of assignment such as receipt of assignment with 
SLM, proper feedback on assignment, satisfaction level with the comments given on 
assignment and to what extend comments helped in the pursuit of learning. 
 
METHODOLOGY 
 
For the analysis of the present study and to know the inputs of successful learners, a 
questionnaire was developed and sent to more than 9000 successful learners in the year 
2015, out of which response from 855 learners was received.  It may be noted that 
respondents gave their response on majority of the questions. Besides collecting 
information on the profile of the learners, which included age, category, employment 
status, background etc. the feedback of the learner's, was also collected on the academic 
issues including conduct of counselling session, evaluation of assignment and visit to the 
learners support centres for various purposes and to what extend the learners were 
satisfied with the support services provided to them while their visit to LSCs   Feedback 
of the learners was  also taken on   flow of information   between the LSCs and learners 
to facilitate their learning.  On majority of the issues comparison of the perception of 
male and female learners was also carried out. The feedback thus collects has been 
analysed   and placed in the coherent frame of the study.  
 
Chi square test was also applied to get the result, which is the test for independence. Chi 
square test returns the value from the chi- squared (χ2) distribution for the statistic and 
the appropriate degrees of freedom. We can use χ2 tests to determine whether 
hypothesized results are verified by an experiment. 

CHITEST(actual_range,expected_range) 

The CHITEST function syntax has the following arguments: 

Actual_range     Required. The range of data that contains observations to test against 
expected values. 

Expected_range     Required. The range of data that contains the ratio of the product of 
row totals and column totals to the grand total 
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The χ2 test first calculates a 

where: 

Aij = actual frequency in the i

Eij = expected frequency in the i

r = number or rows 

c = number of columns

A low value of χ2 is an
always positive or 0, and is 0 only if Aij = Eij for every i,j.

CHITEST returns the probability that a value of the 
value calculated by the above formul
assumption of independence. In computing this probability, CHITEST uses the 
distribution with an appropriate number of degrees of freedom, df. If r > 1 and c > 1, then 
df = (r - 1)(c - 1). If r = 1 and c > 1, th
c= 1 is not allowed and #N/A is returned.

Use of CHITEST is most appropriate when Eij’s are not too small. 

OBJECTIVES OF STUDY

 
The main objective of 
learners towards the student support services rendered to them
by the  LSCs.  Therefore the present study has following major objectives.
 

• to analyse the profile
• to assess the inputs of successful learners on 

services, and 
• to  analyse  gender wise 

HYPOTHESIS 

Paper is based on the null hypothesis
that there is no relationship between two measured phenomena, or no association among 
groups. Rejecting or disproving the null
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grounds for believing that there is a relationship between two phenomena (e.g. that a visit 
to LSCs has measurable effect on the learning outcome, therefore  there is precise criteria 
for rejecting a null hypothesis. The null hypothesis is generally assumed to be true until 
evidence indicates otherwise.  Thus the paper is based on following hypothesis: 

 
• gender and age  groups of the learners are not significantly associated,  
• there is no significant  relation between employment status of learners  and 

gender, 
• there is no significant relation between visiting pattern to LSCs and gender, and 
• the satisfaction level in the counselling and gender are  also not  significantly 

associated.  
 
PROFILE OF THE LEARNERS  
 
In the following paragraph an attempt has been made to assess the profile of the learners 
on their socio-physical characteristics. In the country like India these sub categories have 
significant bearing on the learning outcome as it is closely associated with learning 
environment and preference of the learners on learning. Among the lower strata the 
preference for subsistence economic activities is more than obtaining higher qualification 
as one has to still make struggle for livelihood. 
 
Gender wise distribution of learners with respect to socio-demographic variables such as 
age, employment status, caste and background is presented in following table (table-1). 
Form the table it is evident to note that 498 (58.25%) learners were male and 357(41.75%) 
were female. Among male learners, highest proportion (57.83 %) was from age group 26-
35 years and among female the proportion of learners in the same age group was 61.90 % 
which is marginally higher.  Therefore, it is evident to note that majority of the learners in 
the sample population was under this age group which indicates that  the learners pursuit 
to enhance educational qualification at  middle age is possible due to flexibility in the 
ODL system of education which gives considerable option for the learners in this age 
group. On the other hand the proportion of learners in the age group 35-50 was 32.53% 
and 22.59% for male and female respectively. The association between age and gender of 
the learners is positively related with p<0.01. This significant level rejects our hypothesis 
shows that age group and gender are closely associated. 
 
While analyzing the employment status of the learners it is revealed that more than  half 
(61.64%) learners were employed with 322 (64.66%) male and 205 (57.42%) female 
respectively. Although 239 (27.95%) learners were reported unemployed, nevertheless 78 
(9.12%) were reported being self employed. It may also be noted that the response from 
11(1.29%) learners was not received on their employment status. It is also noticed that 
among the sample learners female learners (37%) were more unemployed as compared 
with their counterparts (21.49%).  Highly significant statistical results were obtained 
while comparing the association between gender and employment status of the learners 
with p<0.001 which is significant and rejects our assumption. 
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The distribution of learners with respect to their caste category is also presented in the 
Table-1. The results of the table clearly indicates that  72.63% learners were reported  
from general category, followed by 20% form other backward classes, (OBC), 6.78% 
from scheduled caste (SC) and only 0.59% belonged to scheduled tribes (ST) groups.  
Background of the learners is closely associated with their economic conditions which 
has significant influence on the outcome of the learning as a result among the successful 
learners the representation of learners other than general category is relatively less 
compared to their population share. This has also been confirmed by our result of which 
is statistically insignificant (p=0.6) and rejects our assumption. 
 
The  background of the learners clearly reveals that relatively less number of learners 
from rural areas 30.18% were included in the sample  as compared to 67.02% belonged 
to urban areas.  It may also be noted that 2% learners have not revealed their background 
and only 0.82% learners belonged to tribal areas. While analyzing the association of 
gender and background of the learners, it clearly indicate that the result of the statistical 
tool applied for this purpose has been highly significant (p<0.001). This is also 
substantiated from that fact that the proportion of urban female learners was 77.07% was 
relatively higher than rural female 59.24%.  
 

TABLE:1 
Gender wise distribution of successful learners with their socio demographic variables 

 
Variables Gender Total 

X2 test/ df/P 
Male Female 

Age groups (in years)  
18-25 32 (6.43) 44   (12.33) 76   (8.89) 

X2= 
df= 
p< 

15.82 
3 

0.01(S) 

26-38 288( 57.83) 221 (61.90) 509 (59.53) 
36-50 162 (32.53) 81   (22.69) 243 (28.42) 
50-above 16   (3.21) 11   (3.08) 27 (3.16) 
Employment status  
Employed 322 (64.66) 205 (57.42) 527  (61.64) 

X2= 
df= 
p= 

33.34 
3 

< 0.001 
(S) 

Self Employed 61  (12.25) 17  (4.76) 78   (9.12) 
Un-Employed 107 (21.49) 132 (36.97) 239  (27.95) 
 
 
 

8   (1.60) 3   (0.85) 11   (1.29) 

 Social Category  
General 358 (71.89) 263 (73.67) 621  (72.63) 

X2= 
df= 
p= 

2.09 
3 

0.6(NS) 

OBC 98  (19.68) 73  (20.00) 171   (20.00) 
SC 39  (7.83) 19  (5.32) 58  (6.78) 
ST 3  (0.60) 2  (0.56) 5  (0.59) 
Residential status  
Rural 189 (37.95) 69 (19.33) 258  (30.18) 

X2= 
df= 
p= 

35.38 
3 

< .001(S
) 

Urban 295 (59.24) 278 (77.87) 573  (67.02) 
Tribal 5  (1.00) 2  (0.56) 7  (0.82) 
No response 9  (1.81) 8  (2.24) 17  (1.98) 
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Variables Gender Total 
X2 test/ df/P 

Male Female 
Total 498 (58.25) 357 (41.75) 855 (100.0) - 

 Note:- Figure in parenthesis denotes percentage. 
 
ANALYSIS AND DISCUSSION 
 
Interface of the learners with the functionaries of the LSCs 
 
In the following paragraph an attempt has been made to analyze the input of learners with 
respect to support services provided by the university. It may also be noted that the 
learners also visit Learners Support Centres for availing academic and administrative 
support services. While analysing the input of the learners it has been revealed that both 
male and female learners visited LSCs   on regular basis.  It is evident to note that 95% 
successful   visited LSCs for support services. The Proportion of female learners (97.20%) 
visiting LSCs was also reported which is marginally higher than the male learners 
(93.37%).  It may also be noted that 4 percent learners have never visited LSCs.  This 
may be possible due to the accessibility problem and also the requirement of  a particular  
programme. It is possible that due to pre- occupation learners may not find time to visit 
LSCs for support services and even the study material provided has adequately addressed 
their issues pertaining to study. The result of  Chi square test applied for this purpose  is  
significant with p=<.05. 
 
 Nevertheless further investigation of data suggests that 60.59 percent learners visited 
LSC on regular basis, 35 % occasionally and 7.06 % once only in their course of study. 
No significant variation was noticed among the male female learners. However, regular 
frequency of female learners was marginally higher (61.38%) as compared to their 
counterparts (60.00%). Therefore, no significant association was observed between 
gender and the visiting pattern of the LSCs with p=0.67 which is not significant.  This 
rejects our assumption that visiting pattern to LSC and gender are not associated. From 
this result it can be concluded that learners from a particular gender pay more visits to 
LSCs for their academic pursuit. 

 
TABLE: 2 

Gender wise  Visiting Pattern to Learners Support Centres 
 
Variables Gender Total X2 test/ df/P 

Male Female 

 Visiting status of the LSCs  
Yes 465 (93.37 347 (97.20) 812  (94.97) X2= 

df= 
p= 

6.84 
2 

<.05 
No 26  (5.22) 9  (2.52) 35  (4.09) 
No response 7  (1.41) 1  (0.28) 8  (0.94) 
Total 498(58.25) 357  (41.75) 855 100.00)  
 Visiting pattern of LSCs 
Regular 279  (60.00) 213  (61.38) 492  (60.59) X2= 

df= 
0.82 

2 Occasionally 169  (36.34) 118 (34.01) 287  (35.35) 



Online International Interdisciplinary Research Journal, {Bi-Monthly}, ISSN 2249-9598, Volume-08, Issue-01, Jan-Feb 2018 Issue 

 

 w w w . o i i r j . o r g                      I S S N  2 2 4 9- 9 5 9 8 
 

Page 127 

Variables Gender Total X2 test/ df/P 
Male Female 

Once Only 17  (3.66) 16  (4.61) 33  (7.06) p = 0.67 (NS) 
Total 465 (57.27) 347 (42.73) 812 (100.0) 
Note:- Figure in parenthesis denotes percentage. 
 
 Access to counselling schedule and conduct of counselling sessions 
 
 In order to facilitate learning counseling sessions are organized at the LSCs  to resolve  
course specific queries and problems of the learners. Before the commencement of the 
session an Induction meeting is organised at the learners support centre. The counseling 
schedule is  distributed to the learners in the  induction meeting.  There are other channels 
such as uploading counseling schedule on the website of RC and LSCs, and even in the 
technological advancements  uploading the same  the whatsapp groups etc.  
 
Whiling analyzing the feedback of the learners it is revealed that 71.81% learners were 
satisfied with the present status of support services with marginal variation between male 
(70.88%) and female (7.3.11%) learners. Nonetheless it has also been reported that one -
fourth (26.67%) learners were not satisfied with the support services being rendered at 
the LSCs. Therefore, in-depth analysis of data will reveal the exact reason for their 
dissatisfaction. On the other hand the level of dissatisfaction was marginally higher 
among female learners.  However, attempt should be made to improve the level of 
support services so that majority of the learners are satisfied and complete the 
prpgrammes. University should find out the reasons and the level of dissatisfaction in 
order to improve its facility. It may also be noted that no relation could be established 
with learners satisfaction level and procurement of counseling session with P=0.77. On 
the other hand 84.44% learners have reported receiving counseling schedule in time.  
 
Efforts were also made assess the access to counseling schedule on five point scale and 
about   one- fifth (19.18) learners rated the same as excellent followed by 19.65% 
learners very good.  It is also revealed that as far as access to  counseling schedule was 
concerned 15.56% learners have not responded  The statistical results of  Chi  test are 
also not  significant as it was p=0.77,  p=0.22 and p= 0.40 respectively which indicates 
that   counseling schedule is essential required  so that they  may avail the counseling 
facility at the LSCs.  The p value for access to counseling (p=22) and rating on access to 
counseling schedule (p=0.40) are not significant and reject our hypothesis with respect to 
gender and access to counseling schedule. 

 
TABLE: 3 

Gender wise distribution of learners for Access to Counselling Schedule 
 

Variables Gender Total X2 test/ df/P 
Male Female 

 Satisfaction Status with Student Support Services 
Yes Satisfied 353  (70.88) 261  (73.11) 614  (71.81) X2= 

df= 
0.52 

2 Not  Satisfied 137  (27.51) 91  (25.49) 228  (26.67) 
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Variables Gender Total X2 test/ df/P 
Male Female 

No Response 8  (1.61) 5  (1.40) 13  (1.52) p= 0.77 (NS) 
Total 498 (100) 357 (100) 855  (100) -  
 Status of access the Counselling Schedule in time 
Yes Received 419  (84.14) 303  (84.87) 722  (84.44) X2= 

df= 
p= 

3.02 
2 

0.22 (NS) 
Not Received 61  (12.25) 48  (13.45) 109  (12.75) 
No Response 18  (3.61) 6  (1.68) 24  (2.81) 
Total 498 (100) 357 (100) 855 (100) -  
 Rating on access of Counselling Schedule 
Excellent 97  (19.48) 67  (18.77) 164  (19.18) 

X2= 
df= 
p= 

5.03 
5 

0.40 (NS) 

Very Good 105  (21.08) 63  (17.65) 168  (19.65) 
Good 143  (28.71) 106  (29.69) 249  (29.12) 
Satisfactory 58  (11.65) 58  (16.25) 116  (13.57) 
Un-Satisfactory 16  (3.22) 9  (2.52) 25  (2.92) 
No Response 79  (15.86) 54  (15.12) 133  (15.56) 
Total 498 (100) 357(100) 855 (100)  - 
Note:- Figure in parenthesis denotes percentage. 
 
 Conduct of Counseling Session and Satisfaction Level on Academic Support  
 
Counseling sessions are organized at the LSCs to resolve academic issues of the learners.  
From the table it is pertinent to note that more than three- fourth (77.78%) learners are 
satisfied with the counseling support received by them. However there was marginal 
variation among the gender group as 75.50% male and 80.95% female have reported that 
they were satisfied with the level of counseling provided to them during the course of 
their study.  It may also be noted that 19.18% learners have not registered their response 
on this parameter.  On the other hand statistical result shows that there is no significant 
association with p=0.10 and it indicates difference of opinion does not prevail across the 
gender.   
 
Similarly majority of the learners (76.49%) have reported that they got proper support 
from academic counselors at personal level with small variation in the perception of 
males and females. Overall 19.06% learners reported that no support received by them 
from academic counselors at personal level with 19.88% males and 17.93% females. It 
may also be noted that no response was received from 5% learners. There is no 
significant association between gender and the support from academic counselors at 
personal level with p=0.30. 

 
TABLE: 4 

Academic support from the academic counselors 
 
Variables Gender Total X2 test/ df/P 

Male Female 

Status to get proper academic support from the academic counsellors at academic level 
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Variables Gender Total X2 test/ df/P 
Male Female 

Yes 376  (75.50) 289  (80.95) 665  (77.78) X2= 
df= 
p= 

4.5 
2 

0.10 (NS) 
No 103  (20.68) 61  (17.09) 164  (19.18) 
No response 19  (3.82) 7  (1.96) 26  (3.04) 
 Status to get support from counsellors at personal level 
Yes 373  (74.90) 281  (78.71) 654  (76.49) X2= 

df= 
p= 

2.42 
2 

0.30 (NS) 
No 99  (19.88) 64  (17.93) 163  (19.06) 
No response 26  (5.22) 12  (3.36) 38  (4.45) 
Total 498 (58.25) 357 (41.75) 855 (100.0) - 
Note:- Figure in parenthesis denotes percentage. 
 
Feedback on Evaluated Assignment 
 
In Open and Distance Learning assignments play important role in shaping the pace of 
learning and it is an important tool of continuous performance evaluation. Academic 
Counsellors have to play proactive role by providing useful feedback on the assignment 
so that learners may incorporate necessary improvement in the next set of assignment 
resulting in overall improvement in the performance of the learner. Therefore in this 
section an attempt has been made to assess various components of assignments such as 
timely receipt, feedback on evaluated assignments and learners’ satisfaction level on 
evaluated assignment and feedback of counselors.   From the table -5 it is evident to note 
that majority of the learners (90.18%) received the assignment along with study materials. 
It may also be noted that assignments are uploaded on the University website in the 
beginning of the session. Therefore, the awareness of the learners and university efforts 
to disseminate information in this regard also play important role Role. Nevertheless, no 
variation was obtained receipt of assignment along with study materials in time across the 
gender (p=0.94). 
 
It may also be noted that nearly three- fourth (73.68%) learners received proper feedback 
(tutor comments) on the evaluated assignment.  Nevertheless 25.26% successful learners 
have reported that no feedback was given on evaluated assignments. It has also been 
observed that 89.37% learners were satisfied with the feedback received on their 
assignments. This can be attributing to the fact that academic counselors were serious in 
evaluating the assignment and giving proper feedback to the learners which would be 
helpful for them to improve while submitting the next set of assignment.   However 10.63% 
learners were not satisfied with the feedback of academic counselors,  and this need 
further analysis to ascertain the reason for  not  being satisfied.  Further study with this 
set of learners will derived the input which can be beneficial for systemic improvement. 
The opinion of the learners are also substantiated by the statistical result which are not 
significant with p=0.86. 
 
 As per set guidelines the learners are supposed to receive assignment before the  
commencement of term end examination so that the feedback can enhance their 
performance.   From the table it is evident to note that nearly three- fourth (74.27%) 
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learners received the evaluated assignment before the commencement of term end 
examination on the other hand 54.74% learners recognized the usefulness of tutor 
comment on the assignment and same is highly beneficial for improving the performance.  
62.75% female learners reported that the comments were more useful to them on the 
other hand only 49.00% male learners found assignments useful. The usefulness of the 
comments and perception of female learners are highly significant with p<.001. 

TABLE:5 
Perception of learners on various components of Assignment 

 
Variables Gender Total 

X2 test/ df/P Male Female 

Receipt of  assignments along with the study material in time 
Yes 449  (90.19) 322  (90.20) 771  (90.18) X2= 

df= 
p= 

0.13 
2 

0.94 (NS) 
No 42  (8.43) 29  (8.12) 71  (8.30) 
No response 7  (1.41) 6  (1.68) 13  (1.52) 
Status feedback   (Tutor comments) on the evaluated assignments  
Yes 356  (71.49) 274  (76.75) 630  (73.68) X2= 

df= 
p= 

6.4 
2 

0.05 (NS) 
No 139  (27.91) 77  (21.57) 216  (25.26) 
No response 3  (0.60) 6  (1.08) 9  (1.06) 
 Status of satisfaction with Tutor Comments written on the evaluated assignments 
Yes 317  (89.05) 246  (89.78) 563  (89.37) X2= 

df= 
p= 

0.03 
1 

0.86 (NS) 
No 39  (10.96) 28  (10.22) 67  (10.63) 
Total 356 (56.51) 274 (43.49) 630 (100.0) 
Status on receipt of  evaluated assignment before the commencement of TEE 
Yes 358  (71.89) 277  (77.59) 635  (74.27) X2= 

df= 
p= 

8.08 
2 

<0.05 
No 124  (24.90) 62  (17.37) 186  (21.75) 
No response 16  (3.21) 18  (5.04) 34  (3.98) 
 Status on usefulness of tutor comments  
Yes 244  (49.00) 224  (62.75) 468  (54.74) X2= 

df= 
p= 

16.70 
2 

<0.001 
No 114  (22.09) 53  (14.85) 167  (19.53) 
Not applicable 140  (28.11) 80  (22.41) 220  (25.73) 
Note: Figures in parenthesis  denote the percentage. 
 
INDICATIVE INTERVENTIONS 
 

• The above  analysis  is on the expected line on the majority of the variables, 
however it has been noticed that action are also required to strengthen the system 
in the interest of the  learners.  Although the dissatisfaction level is least but it is 
important considering the objective of the learners to pursue the study which is 
purely for skill development so that they can live better quality of life by getting 
employment and promotion and career advancement. Therefore systemic changes 
are required to bridge the gap to perfection. 

 
• IGNOU has made significant progress by using online platform for student’s 

admission, re-registration and examination by replacing the tradition methods of 
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processing off line application.  This has substantially reduced the work of 
academic posted at the regional centre.  On line students support such as iGram 
has also made students comfortable as they are now sure for logical conclusion to 
their grievance.  However, the LSCs are required to be strengthened in the light of 
technology can advancement to ensure uniform Support services across the 
country.  

 
• Now it is high time that e- support should also be used for on line counseling.  

This will become effective only if LSCs are augmented with high speed internet 
connectively particularly in the rural areas with uniform access. Modern learners 
born with technology will certainly welcome this initiatives, however, academic 
counselors who become accustomed to   technology (adapt) will require 
orientation in the initial stage, therefore desired efforts will also be required in this 
direction.  
 

• With the increasing use of smart phones in the developing country like lndia, the 
computed mediated learning with respect to assignments should be introduced. 
Computer based assignments should be made available and they should be 
encourage to submit assignment on line initially on experiential basis. Now, there 
are several online evaluation tools which are compatible to assess contiguous 
performance of the learners, rather continuing with the old age methods of 
handwritten.  This will certainly require orientation of faculty members. 
 

•  Even on line Term End examination is not a remote possibility now. With this 
generation of learners born with technology   this initiative will certainly   
facilitate them and they will derive the actual benefit of the technological 
advancement. 

 
• E- dashboard should be developed  and students academic issues should also be  

addressed on line by live interaction. 
 
CONCLUSION 
 
In the present study an attempt was made to analyse the feedback of successful learners 
with respect to various aspects of student support services which mainly included 
counseling and assignment. The majority of the learners were satisfied with the support 
services provided to them. However, there were about one fourth learners who were not 
satisfied with the support services and it draws the attention of planners, administrators 
and policy makers for corrective measures so that desired result could be achieved.  In the 
present situation more intervention in terms of use of information and communication 
technology for making on line counseling supports available would definitely help the 
learners to enhance the learning outcome.  Similarly concentrated efforts are required to 
encourage the learners to the use of communication technology as a learning tool so that 
learners are encouraged to make effective use of ICTs for submitting the assignment and 
even interacting with the counselors. Nevertheless success of such support services would 
depend on the commitment at all level as well as smooth functioning of available 
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infrastructure considering prevalence of diverse geo-physical and socio economical 
condition of our country.  
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